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JOB DESCRIPTION

Please print in ink or type

I.
Current


Incumbent and Position Data

	Name (Last, First, Middle Initial)

	Social Security Number


	Employee Department Code
	Position Number
	Name of Responsibility Center;

Department; Section Within Department
	% of Effort

	0
	1
	0
	6
	1
	
	Institutional Advancement; Development; 
Telemarketing
	100%

	Current Job Class Code

	Current Class Title

	Working Title
Assistant Telemarketing Supervisor
	FLSA Status
E
	EEO-6 Cat
PR
	Provisional Period

6 mths
	Effective Date



II.
Reason for Request and Comments


 FORMCHECKBOX 
  Classification Review Request


 FORMCHECKBOX 
  Recruitment


This position needs to be reclassified from a “Admin I” to a “DevSpec I.”  This should be an “Exempt”   

 position in the Development job family, as it is fundamentally a supervisor-in-training position that is understood  

to progress to the “Telemarketing Supervisor” position within the department.

III.
Position Description in Summary

Assist in supervision of outbound telemarketing staff of up to 23 part-time telefundraisers who contact University of Pittsburgh alumni, parents, faculty/staff and friends to secure financial contributions.  Operate automated calling system.  Assist TeleFund supervisory staff in ongoing staff development, including recruiting, interviewing, training, monitoring and motivation of phone reps. Compile and generate timely and accurate periodic statistical reports, with heavy dependence on Microsoft Access and Excel applications, as well as SmartCall automated dialing system.  Assist with prospect downloading and calling list creation and maintenance, as well as troubleshooting and maintaining department’s hardware, software and equipment needs. Assist in meeting daily systems needs of 24-station Windows NT local area network.
Proceed to Sections IV and V on the following pages for employee involvement in the documentation of the Job Content and then return to Section VI below for administrative signatures. If position is vacant, supervisor should complete Section IV.

VI
Signatures

Supervisor’s Name

Departmental Administrator’s Name

Responsibility Center Administrator’s Name




Signature

Signature

Signature




Date

Date

Date

IV.
Documentation of Job Content

When appropriate, the employee is to be asked to complete this section. However the supervisor has the ultimate responsibility for its accuracy and completeness. So that Human Resources may properly evaluate the Job Description, please provide detailed responses. (For assistance in completing this section, please refer to Preparing Job Descriptions for Staff Positions.)


A.  Duties, Responsibilities, Performance Standards, and Percentages of Time
	Percentage of Time
	
	Duty or Responsibility
	
	Related Performance Standard

	
	
	
	
	

	25%
	
	Shift Supervision.  Act as assistant to Program Manager and Shift Supervisor(s) overseeing fundraising efforts of part-time calling staffs who contact individual alumni, parents, faculty/staff and friends to solicit annual fund contributions.  Assist supervisors in caller development and motivation, through call monitoring and planning and tracking shift/caller incentives.  
	
	Must be present at all times during shift to assist supervisor(s) in providing direction and encouragement to callers.  Provide supervisor(s) with ongoing written documentation of caller monitoring on a weekly basis.  Track caller attendance.  Work with supervisor(s) during shift to learn effective assignment of calling lists.  Suggest ideas for new caller/shift incentives to supervisors.  Perform telephone follow-up to donors to resolve credit card gifts that have been declined.  Make self available to run day or evening calling sessions as needed in absence of regular full-time supervisor.



	
	
	
	
	

	25%
	
	Recruiting. Handle initial telephone contact with student and temp applicants for caller positions.  Conduct pre-interview phone screening of applicants and schedule appointments for supervisors to interview all qualified applicants.  Assist supervisors with interviews as needed. 


	
	Complete the required administrative paperwork associated with hiring and terminating employees. Generate enough interviews to assure feasibility of weekly training sessions of 6-12 new callers.  Forms must be 100% accurate.  Assure timely completion and processing of appointment forms, hourly certifications, I-9’s, timesheets and termination forms.  Bring problems to supervisors’ attention in a timely manner. 

 

	
	
	
	
	

	25%
	
	Automated System Maintenance.  Manage daily maintenance of SmartCall for Windows automated dialing system, and 24-PC Windows NT TeleFund network. As needed, assist with installation of new and upgraded hardware and software.  Develop strong working knowledge of Microsoft Access-based macros and reports designed to support the TeleFund in the form of pledge reports, campaign and caller performance statistical tracking.  Download prospect data for calling, and create/maintain calling lists, as needed.  Assist supervisors in updating and troubleshooting SmartCall scripting, objection responses and “Information Screens.”  Provide supervisors with daily and weekly reports tracking ongoing campaign and caller performance. 
	
	Develop thorough working knowledge of SmartCall for Windows system and technical support duties. Follow up on reports of equipment problems, and resolve by troubleshooting or replacing.  PCs must be functional and actively networked to TeleFund server, and related equipment (headsets, dialers, UNIX boxes) must be operational. Determine when hardware/software or network problems need to be reported to IA SOP, and route issues appropriately.  Generate statistical reports of campaign progress, download prospects, create calling lists and scripts.  Calling lists must be functional and tested prior to use, and reports must be timely and accurate.

	
	
	
	
	

	20%
	
	Training. Assist supervisors with new-hire training. Work with supervisors to schedule and administer weekly group new-hire training sessions.  Schedule and confirm applicants hired by shift supervisors for training sessions.
	
	Assure that follow-up calls to job applicants are made and that applicants are screened according to departmental standards. Act to assure that training classes are as close to full as possible (full = zero "no shows").  Reschedule hired candidates as needed.  Assure availability of current materials for training, according to class size.  Must be present for all training sessions.

	
	
	
	
	

	5%
	
	Other duties as directed. 
	
	Includes filing, faxing, copying, mailing and assisting in other Annual Fund department efforts, as needed.


B.
The following statements MUST be completed to evaluate this Description. (If necessary, use a separate sheet.)


In order to perform the duties of the position, explain:

1. The minimum knowledge/education level required. (All qualifications listed must be job related. State the minimum type and level of education and/or skills necessary and why they are necessary. Keep in mind that relevant experience can be substituted for formal education requirements.)

Bachelor’s degree required and/or one to three years experience providing general departmental supervisory and technical support in fast-paced environment.  Incumbent must demonstrate excellent verbal and written communication skills.
2. The minimum experience level required. (Again, all qualifications listed must be job related.)

Consideration will be given to the candidate who has acted as an assistant to a supervisor and who demonstrates leadership qualities, as well as to candidates who have worked in a caller capacity in-house.  Incumbent must be proficient in use Microsoft Word,  Access and Excel.  Basic knowledge of Windows NT operating system required, and familiarity with networking is preferred. 

3. The amount of supervision received by the incumbent. (What is the job class code and working title of the supervisor? How, and to what extent, is the incumbent’s worked checked? Note the distinction between initial or special training and ongoing supervision.)

Incumbent reports directly to the Program Manager, PittTeleFund, and will receive instruction and guidance from the TeleFund supervisor.  May receive additional guidance and direction from the Associate Director of Annual Giving.

4. The analytical skill required. (What is the complexity or standardization of the tasks that are performed?)

Incumbent is required to effectively adapt to the ongoing demands of the department and to direct their energy to the area in need of the most support, as determined by the Program Manager, PittTeleFund.  Incumbent must be comfortable in a support role to TeleFund supervisors.  Incumbent must possess sufficient managerial skills to assist supervisors in training and supervision of callers, and sufficient technical aptitude to meet TeleFund’s technical needs in the areas of prospect downloading and calling list creation and maintenance.

5. Both the level and budget volume (Dollar Amount) of financial responsibility/accountability. (What is the extent of the incumbent’s responsibility for calculating and verifying figures; gathering data; typing requisitions or budget documents; monitoring or analyzing expenditures; preparing reports; approving purchases; planning and authorizing department or grant budgets, etc.?)

Incumbent will assist in compiling detailed daily, weekly, monthly, quarterly and yearly reports on a timely basis, as instructed by the Program Manager.  Report topics include, but are not be limited to:  Total dollars pledged, total number of pledges taken, number of pledges fulfilled, average dollar amount of pledges taken, specific statistics on individual caller job performance, and other items as instructed.   Incumbent may also be called upon to assist supervisors with duties associated for processing new hire paperwork, and caller payroll activities.

6. The impact of actions carried by this position. (What are the probable results of inadvertent error or mistake in judgment, interpretation, or exercise of responsibility?)

Errors in judgement can generate substantial monetary losses for the University, and could adversely affect professional gain.

7. Both the diversity and complexity of the supervision exercised. (List the job class codes and working titles of those directly trained and/or supervised by this person.)

Incumbent will assist in supervising shifts of up to 23 callers, and will participate in new hire training and ongoing development of existing staff.   Incumbent must be comfortable taking instruction from a variety of individuals.
8. The scope of the human resources impact of this position. (Explain supervisory role in hiring, firing, promoting, evaluating, increasing salaries, etc. of other employees. Does the position carry “lead” responsibility? Explain how, and to what extent, the work of others is checked by the incumbent.)

Incumbent will assist in recruiting, training and supervision of callers, with the guidance and direction of the TeleFund supervisors and director.  Incumbent must demonstrate ability to make effective, objective decisions regarding caller job performance, and must demonstrate fair and consistent treatment of all callers employed by the University.
9. Both the level and nature of the internal contacts. (What, if any, University departments does the incumbent contact. Why are these contacts made and how frequently are they made?)

Incumbent will have extensive contact with the TeleFund Program Manager and supervisor, and Director and Associate Director of Annual Giving, plus occasional contact with other members of the Department of Development, as needed.  Incumbent must project a positive and professional image, and must treat any and all University contacts with courtesy and respect.  Failure to do so will result in immediate disciplinary action.

10. Both the level and nature of the external contacts. (What, if any, interactions does the incumbent have with people or organizations outside the area/department, e.g., the general public, service representatives, government agencies, community leaders, alumni, students, etc.? Why are these contacts made and how frequently are they made?)

Incumbent must demonstrate strong written and verbal communication skills that allow them at all times to project the University’s image and mission in a manner that fosters and maintains strong relationships with various groups, including alumni, students, faculty/staff, parents, all job applicants and any and all other visitors to the Department.
C.
Americans with Disabilities Act (ADA) -- To comply with the employment provisions of the Americans with Disabilities 
Act, the following must be specified.

1. The “essential functions” of the position. The Americans with Disabilities Act defines “essential functions” as job tasks that are fundamental to the position and not marginal or incidental.

Assist TeleFund Program Manager and Day/Evening Shift supervisor(s) in recruiting, training and supervising fundraising callers.  Assist in management of daily operations of 24-unit automated telemarketing system.  Compile and generate statistical reports of telemarketing department’s calling activity  Work independently when filling in for regular supervisors, and when called upon to run or compile reports.  
2. The “physical effort” required. Is the position sedentary or must incumbent stand or walk for extended periods of time or lift heavy objects (e.g. more than 2 to 4 reams of paper) frequently?

Generally sedentary.
D.
Occupational Safety Health Administration (OSHA) -- To comply with OSHA regulations, the following questions must 
be answered. (If the answer is YES to any of the questions, a copy of this job description must be sent to the 
Environmental Health and Safety Office, B-80 Benedum Hall.)

1. Does this job require handling of, or exposure to human body fluids?  FORMCHECKBOX 
 YES   FORMCHECKBOX 
  NO. Exposure to other biological agents?   FORMCHECKBOX 
  YES   FORMCHECKBOX 
  NO

2. Does this job require work with laboratory chemicals?   FORMCHECKBOX 
  YES   FORMCHECKBOX 
  NO

3. Does this job require work with hazardous materials, e.g., noise, asbestos, chemical carcinogens?   FORMCHECKBOX 
  YES   FORMCHECKBOX 
  NO

E.
Explanatory Information (Use a separate sheet, if necessary.)

Include any information, which further clarifies the duties of the position. For example, indicate any significant inter-relationships associated with the position. Explain where the work originates, where it is forwarded, the deadlines, etc. List what equipment is used. Indicate if any type of confidential data is handled. Include a copy of the organization chart, if necessary.

Incumbent must foster and maintain at all times effective, open, supportive and respectful relationships with their co-supervisor, all callers on both shifts and any related departmental support staff.  Additionally, incumbent must foster and maintain open and honest relationships with the department director and all other members of the University’s Office of Institutional Advancement.
If there are any comparable positions within the department, identify these positions by position number and note similarities and differences.

V.
Employee Signature




Employee Name


Signature


Date
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