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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
	5
	1
	08829
	Institutional Advancement; Development; 
Telemarketing
	     100%

	Current Job Class Code
6200
	Current Class Title
Development Specialist II
	Working Title
TeleFund Program Manager
	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

Salary increase to reflect higher level of human resource/supervisory accountability.  In addition to supervising 50-60 part-time student telefundraising representatives, incumbent also supervises a full-time Assistant Supervisor, and a pool of roughly ten non-student regular part-time university employees and All-Temp callers.

III.
Position Description in Summary

Manage outbound telemarketing department and staff of approximately 50 part-time telefundraisers who contact University of Pittsburgh alumni, parents, faculty/staff and friends to secure financial contributions.  Supervise and provide direction to full-time Assistant Supervisor.  Provide direction, as needed, to full-time evening supervisor.  Participate in planning and executing the telemarketing component of overall AF strategy, as determined by management.  Assure that telemarketing department meets minimum daily production requirements of at least $6,000 in combined gift/pledge volume, with at least 40% of total volume in credit card gifts.  Responsible for making student, temp and regular part-time caller staff hiring/scheduling decisions and for assuring that department consistently adheres to departmental policies and procedures set forth in TeleFund Operations & Procedures Guide, as regards recruiting, hiring, scheduling, and administering payroll and performance improvement plans.
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

	
	
	
	
	

	40%
	
	Production and Supervision.  Assure that day and evening shifts meet gift/pledge revenue goals through effective daily implementation of departmental strategy.  Modify TeleFund procedures to address departmental policy/strategy changes.  Supervise day shift and monitor individual caller performance on both shifts to assure consistent adherence to departmental policies and procedures regarding caller performance requirements and behavioral issues.  On occasion, may be required to oversee evening shifts. Assist annual fund management in planning TeleFund campaign calling priorities and provide guidance as directed to evening supervisor in planning daily staff calling assignments. Enforce departmental policies for attendance and behavior, and recommend updated policies, as needed.  Act as primary contact with external merchants to secure donated incentive items (gift certificates, CDs, etc).  Work with evening supervisor to plan and coordinate incentive programs. Build and assign calling lists, run weekly demographic change and refusal reports, analyze donor information, identify concerns or discrepancies in order to revise strategy.
	
	Assure that all callers meet minimum ongoing performance standards to maintain average daily departmental production of $6,000/day in combined gift/pledge volume, with at least 40% of total volume in credit card gifts. Plan and present daily 30-minute shift warm-up meetings, and supervise activities of assistant supervisor.  Provide  guidance to evening supervisor, as needed.  Provide written documentation of caller monitoring as requested, edit and/or approve caller performance improvement plans submitted by evening supervisor and take timely action to correct individual caller performance and behavior problems. Terminate and replace callers who consistently fail to meet monthly expectations. Create, update and revise TeleFund scripting, “Information Screens”  and “Objection Responses” in SmartCall system on an ongoing basis to immediately reflect changes as they occur.



	
	
	
	
	

	35%
	
	Planning and Implementation of Strategy.  Work with Annual Fund management to plan implementation strategies for TeleFund calling schedule. Actively measure ongoing TeleFund results against departmental objectives, as dictated by AF management, and suggest ways to improve overall efficiency and performance of the department. Work with TeleFund director to assemble information and reports required for departmental proposals regarding equipment replacement, recruitment advertising and caller wage/incentive structures. Identify and resolve departmental issues that hinder efficiency, involving Annual Fund management as needed.  Act as TeleFund’s primary liaison with payroll regarding all administrative and payroll issues.  Provide guidance to evening supervisor regarding deadlines and procedures for administrative paperwork associated employee hiring, payroll and termination.  Act as primary editor of caller  training materials.  Update and revise departmental web site as necessary.


	
	Assure that TeleFund maintains $6,000/day in combined gift/pledge revenue, with a goal of maintaining 8-12% annual growth in individual support.  Compile and analyze statistical reports to track campaign progress in such areas as contact/pledge rates, credit card percentage, list penetration, staff wage costs, etc.  Identify TeleFund strengths and weaknesses and recommend improvements to AF management. Assure that appointment forms, employee records, hourly certifications, I-9’s, timesheets and termination forms are accurately completed and processed to meet monthly Human Resource Department deadlines.  Assure accuracy of administrative and payroll paperwork submitted by evening supervisor. Assure that requests are met for ER’s for transferred student employees.  Assure that AF management is kept apprised of all issues related to expenses and staff payroll, including:  special requests for checks; missing  or incorrect checks; errors on monthly time certification reports;  or incorrect reporting of hours worked; advertising costs; equipment purchases.

	
	
	
	
	

	
	
	
	
	

	Percentage of Time
	
	Duty or Responsibility
	
	Related Performance Standard

	
	
	
	
	

	20%
	
	Recruiting and Training.  Interview and hire student callers.  Full responsibility for hiring non-student callers (Temps and RPTs), including screening applicants, checking references when needed and submitting recommendations to AF management.  Plan and coordinate recruitment advertising schedule, including finalizing contracts with the Pitt News. Plan and coordinate external caller recruiting efforts with other publications, when needed.  Work with evening supervisor to design, edit and place recruitment advertisements.  Schedule, oversee and participate in training new callers on general University of Pittsburgh information, as well as specific telefundraising technique, as outlined in the “TeleFund Caller Manual.” Plan and assess the effectiveness of recruitment advertising.  Experiment with new vehicles for recruiting (WPU table, internet, flyers, etc.).
	
	Coordinate recruiting efforts to achieve maintain minimum staffing levels of 16-20 callers/shift, with a goal of achieving full staffing (23 callers/shift) on a consistent basis. Assess effectiveness of training methods and recommend ways to improve training materials and process. Develop and maintain an ongoing recruitment advertising campaign capable of attracting approximately 200 applicants, sufficient to fill  roughly 26-30 training sessions a year, consisting of 6-12 new hires per session, and occurring at least 2X/month.  



	
	
	
	
	

	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 two years to four years solid management experience.  Incumbent must demonstrate excellent verbal and written communication skills, and should have experience managing part-time and/or full-time fundraising personnel.  
2. The minimum experience level required. (Again, all qualifications listed must be job related.)

Two to four years supervisory experience in outbound telemarketing environment preferred; consideration will be given to the candidate who has acted as a shift supervisor or an assistant supervisor,  and who demonstrates leadership qualities.  Incumbent should have solid PC experience and should be adept at using Windows Office suite of business applications.
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 to 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 balance the amount of his/her time spent on recruiting, training, motivating and/or disciplining the caller staff with assuring that the monetary goals of the department are being consistently achieved in line with the standards of quality set by the University.
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 works closely with Annual Giving Director and Associate Director to assemble information and reports required for departmental proposals regarding equipment replacement, recruitment advertising costs and caller wage structures.  Incumbent compiles detailed and accurate daily, weekly, monthly, quarterly and annual reports on a timely basis, as instructed by management.  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 will also be responsible for timely and accurate maintenance of caller staff time cards for payroll purposes.

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.)

As Program Manager, incumbent supervises full-time department assistant supervisor (, and provides guidance, as needed to full-time evening supervisor.  As Day Supervisor, incumbent supervises shifts that include students, All-Temps employees and RPTs.  Incumbent responsible for final caller hiring decisions, including screening and interviewing of all non-student applicants.  Incumbent must maintain an effective team environment to assure a cohesive and unified telemarketing effort.  As directed, incumbent provides general guidance to the evening supervisor and assistant supervisor in the areas of recruiting, hiring, training, administering payroll, caller performance issues and shift management.
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 directly supervises the activities of full-time department assistant supervisor, including annual evaluations and recommendations for additional duties.  Incumbent reviews and approves performance improvement plans written by evening supervisor, and monitors the accuracy of administrative paperwork submitted by evening supervisor.  Incumbent is responsible for recruiting, training, motivating and/or disciplining staffs of up to 50 callers (Fundraising Representatives), with the lead responsibility for non-student hiring and scheduling decisions.  Incumbent makes final decisions regarding caller job performance and must demonstrate fair and consistent treatment of all callers employed by the University.  Incumbent writes and administers annual appraisals for assistant supervisor and non-student RPT callers, and periodic reviews of student and temp callers.  
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 Director and Associate Director of Annual Giving, Evening Supervisor, Telemarketing Specialist and Assistant Supervisor, as well as with other members of Institutional Advancement.  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 acts as primary contact with external merchants to secure donated incentive items (gift certificates, CDs, etc).  Incumbent must demonstrate strong written and verbal communication skills that allow him/her  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.

Recruit, train, supervise, motivate and discipline all fundraising callers.  Lead responsibility for hiring and disciplining non-student callers (RPTs, Temps).  Assist Annual Giving Director and Associate Director in planning strategy for telemarketing component of overall annual giving efforts.  Recommend ways to improve TeleFund to AF management.  Implement policy and strategic changes dictated by Annual Giving management.  Supervise activities of full-time department assistant supervisor. Provide training and guidance to evening supervisor .  Provide accurate and detailed reporting on telemarketing results to AF management as required. Assure accuracy of monthly payroll (Hourly Certification Forms), including monitoring hours submitted by evening supervisor for evening caller staff.  Monitor quality of caller presentations and assure availability of current information in SmartCall system and on department's operations and procedures website.
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, with some light lifting.
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 evening supervisor, all callers on both shifts and any related departmental support staff.  Incumbent must foster and maintain open and honest relationships with AF management 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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