Buckeye State Credit Union
Position Description

Title:
Call Center Specialist
Reports To:
Branch Manager
Department:
Administration 
Positions Supervised:
None
Status:
Non-exempt
Location:
Akron Branch
Position Summary 
The Call Center Specialist will serve as a service support role for Buckeye’s membership. The primary functions will revolve around answering inbound phone call and assisting the member with their service requests. This role will not be a sales role and will not be taking an active part in the actual process of account openings or loan applications. This role will however support Buckeye in deepening member relationships and connecting the member with the appropriate party for account openings and loan applications.

This role needs to be ready and able to handle a wide variety of member service requests. This role will need to have baseline knowledge on most branch service operations. This role will handle the flow of people through the business and ensure that all tasks are completed accurately and delivered with high quality and in a timely manner.
Essential Responsibilities
The following duties are normal for this position, and are not to be construed as exclusive or all-inclusive. Other duties may be required and assigned:

1. Enthusiastically supports the credit union’s focus on member sales and service.

a. Provides support to front-line sales positions;
b. Actively seeks out sales opportunities and cross-sell opportunities and promotes credit union products and services based on member needs.
2. Promotes and strives to create a world class experience for members.

a. Greets each caller in a courteous and hospitable way;
b. Operates the phone system, forwards calls to correct departments when such departments are available, and assist members by utilizing credit union resources when the departments are not available.
c. Maintain and update product knowledge and knowledge of the fee schedule.

3. Serve membership by providing service and information in a pleasant, professional, and efficient manner via telephone or other correspondence.

4. Conducts account research to resolve fraudulent activity on members accounts. 

5. Research and solve routine member questions, problems, and complaints. 
6. Responsible for researching member inquiries to ensure proper follow up and satisfactory outcomes.

7. Conducts ChexSystems/OFAC searches when necessary.
8. Assists members with Share Account and/or Share Draft Account:

a. Account transfer;
b. Loan payments, stop payments, check by phone;
c. Online banking password reset, security question reset;
d. Understand account functionality;

e. Check Ordering.
9. Assists members with Loan inquiries;
10. Assists members with card services:

a. Debit card ordering/reordering;
b. Debit/Credit card activation;
c. Pin reset.
11. Other Administrative duties as assigned:
a. Document imaging;
b. Document image research (finding documents that have already been scanned);
12. All other duties as assigned.

Basic Qualifications
To perform this job successfully, an individual must be able to perform each essential duty satisfactorily. The requirements listed above are representative of the knowledge, skill, and/or ability required. Reasonable accommodations may be made to enable individuals with disabilities to perform the essential functions.

Location and Hours of Work
This position will be based in the Akron, OH area; no travel required. The hours of this job are standard, and related to the needs of the membership and business flow. General hours are between 9:00am – 5:00pm Monday through Friday, and every other Saturday from 9:00am-12:00pm.
Compensation
This is a part time, hourly position; compensation will be based upon qualifications and performance relative to pre-established goals and objectives. The Call Center Specialist will be eligible for dental and vision benefits, as well as 401(k) after the introductory period.

Job Type: Part-time
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