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Job Title: Contact Representative (Teleservice Representative) 

Agency: Social Security Administration 

Job Announcement Number: FCIP-10-014 (VIN 365104) 

SALARY RANGE:

$33,414.00 - $41,390.00 /year

OPEN PERIOD:

Wednesday, July 14, 2010 to Tuesday, July 20, 2010

SERIES & GRADE:

GS-0962-05/07

POSITION INFORMATION:

Full TimeFederal Career Intern

PROMOTION POTENTIAL:

08

DUTY LOCATIONS:

Many vacancies - Auburn, WA

WHO MAY BE CONSIDERED:

United States Citizens

JOB SUMMARY:

Do you have a desire to:
· help SSA manage its Social Security programs? 

· analyze and solve problems? 

· help and advise millions of retired and disabled individuals? 

· work on a team to make a difference in people's lives and your own?
This position is being filled using the Federal Career Intern Program (FCIP). This appointment is limited to two years and will lead to non-competitive conversion to a career/career-conditional appointment upon successful completion of the two year training program.  If the training program is not satisfactorily completed, employment may be terminated.  

Please read and follow the instruction shown in the "How to Apply" section.

Submission of a resume and completing the occupational questionnaire may not be a complete application.  You may be required to complete or submit supplemental documentation with your application as indicated in this announcement.

Join SSA, one of the top 10 Best Places to Work in the Federal Government!
Once selected for the Teleservice Representative position in SSA, you will contribute to the Agency's mission through direct and personal service to the public via telephone. As the first point of contact, you are responsible for speaking with beneficiaries or inquirers to provide information on SSA laws, rules and regulations. This includes obtaining information in order to determine eligibility and entitlement for programs administered by SSA, and using state-of-the-art computer technology to access and update information about claims.

This position is located in the Auburn Teleservice Center, Auburn, WA. 

This is a career ladder position leading to the GS-8 level.

Applicants must be available to work the Monday - Friday, 10:30 a.m. to 7:00 p.m. shift.

 

 

KEY REQUIREMENTS:

· US Citizenship is required. 

· Background and/or Security Investigation required. 

· Selective Service registration required for male applicants, unless exempt. 

· Must pass Meet and Deal panel interview. 

· Selectee(s) are required to complete a 12 week training class. 
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Duties

Additional Duty Location Info:

Many vacancies - Auburn, WA

Teleservice Representatives provide assistance to the public, via telephone, answering a wide variety of questions by interviewing the individual, investigating the situation and resolving the problem.  Using multiple computer systems and applications, the Teleservice Representative accesses, interprets, and applies technical information, including a variety of policies, procedures, laws and regulations, to resolve issues related to Social Security programs.  Teleservice Representatives utilize a comprehensive knowledge of SSA programs, as well as related Federal and State programs, to perform independent analysis and problem solving.  Strong computer navigation skills are a necessity, as a majority of the Teleservice Representative's work is completed by utilizing multiple computer systems and applications in order to successfully meet customer needs.
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Qualifications and Evaluations

QUALIFICATIONS REQUIRED:

If you are using experience to qualify, you must have one year of specialized experience equivalent to the next lower grade level in the Federal service by the closing date of the announcement.  Specialized experience is:

For the GS-5:  Specialized experience is experience providing straightforward factual information which involves basic interpretation and application of policies and guidelines related to a complex technical or regulatory program.

For the GS-6:  Specialized experience is experience in the application and interpretation of complex technical or regulatory laws, rules, regulations, or written guidelines and explaining these requirements to a variety of individuals.

For the GS-7:  Specialized experience is experience interpreting, applying and explaining complex laws, regulations, and written guidelines (e.g., Federal, State or County laws or private sector equivalent); in order to resolve problems and provide advice/guidance about program policies, benefits or entitlements.

Note: Part-time work is prorated in crediting experience (e.g., if you work 20 hours per week for a 12-month period), you will be credited with 6 months of experience.

For GS-5 level positions, only education in excess of the first 60 semester hours or 90 quarter hours (i.e., beyond the second year, leading to a Bachelor's degree) is creditable toward meeting the experience requirements. One full academic year of study (30 semester hours or 45 quarter hours) beyond the second year is equivalent to 6 months of experience. A Bachelor's Degree is fully qualifying for GS-5.

There is no substitution of education for experience at the GS-6 and GS-7 level.

COMBINING EDUCATION AND EXPERIENCE:
Experience and education as described above may be combined to meet the minimum qualification requirements. Experience and education should be computed as percentages of the overall requirements and must equal to 100 percent when combined.

If you are qualifying for this position based on completed education at an accredited college or university, you must provide a copy of your official or unofficial college transcripts or other proof of education with your application materials.  If you are selected for the position, you will be required to provide your official college transcripts.

NOTE: Education completed in a foreign institution must be certified as equivalent to coursework completed at a U.S. college or university. It is the applicant's responsibility to acquire U.S. Certification and provide it at the time of application. For a list of Credential Evaluation Services, log on to: http://www.edupass.org/admissions/evaluation.phtml
SELECTIVE PLACEMENT FACTOR: 

Meet and Deal Panel Interview:  Applicants will be required to participate in a panel interview (after basic eligibility determination) to demonstrate an aptitude for meeting and dealing with the public. Applicants must pass this interview process in order to be found fully qualified for this position and receive further consideration for selection. This interview will cover typical situations, which might be encountered on the job. Candidates must demonstrate qualities such as clarity of speech, ability to listen, ability to establish confidence and put others at ease and the ability to organize and express thoughts clearly. If you do not pass the Meet and Deal panel interview, you will not qualify for the job.

HOW YOU WILL BE EVALUATED:

Your resume and supporting documentation will be compared to your responses to the occupational questionnaire. If you are eligible for veterans' preference, you will be given preference based on the documentation you submit.  Please see the Required Documents section for details.

You are encouraged to use resume builder to ensure that all information required is provided. However, should you choose to upload your existing resume, you must include dates of employment for each job listed (month/day/year) as well as average number of hours (e.g., 40 hours, 20 hours) worked per week. If this information is not provided it may impact your eligibility.  

Please ensure you answer all questions and follow all instructions carefully. Errors or omissions may affect your evaluation. When answering the questionnaire, remember that your experience and education are subject to verification by investigation. You may be asked to provide specific examples or documentation of experience or education as proof to support your answers, or you may be required to verify a response by a practical demonstration of your claimed ability to perform a task. 

If your application does not support your responses to the questionnaire, or if you are not able to provide verifying documentation on request, it may affect your evaluation or result in your name being removed from further consideration.
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Benefits and Other Info

BENEFITS:

Social Security offers a comprehensive benefits program that you can customize for your individual medical and financial needs. In addition to traditional "dollars and cents" benefits, we offer a range of benefits to help you balance life with Social Security to life outside of work.  Please review the Social Security Administration Careers site www.ssa.gov/careers for additional information about the many benefits of a career with Social Security. 
OTHER INFORMATION:

Please Note:  These positions are for the Monday - Friday, 10:30 a.m. to 7:00 p.m. shift. 
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How To Apply

HOW TO APPLY:

To apply for this position, you must provide a complete Application Package which includes:
1. Your Résumé 
2. The Occupational Questionnaire
3. Additional Required Documents (see Required Documents section below)
To begin the process, click the Apply Online button to create an account or log in to your existing USAJOBS account. Follow the prompts to complete the occupational questionnaire. Please ensure you click the Submit My Answers button at the end of the process. Note: To return to a previously Saved or Incomplete application, or to check your application status, log into: https://applicationmanager.gov/
The complete Application Package must be submitted before midnight (EST) on Tuesday, July 20, 2010
To fax supporting documents you are unable to upload, complete the United States Government Application Cover Page using the following Vacancy ID SX341617. Fax your documents to 1-478-757-3144.
If you cannot apply online:
1. View and print the occupational questionnaire: View Occupational Questionnaire,
2. Print the 1203FX (Form C) to provide your responses to the occupational questionnaire; and
3. Fax the completed 1203FX, your resume, and any supporting documents to 1-478-757-3144. 

Due to our security procedures, our office will not accept any applications submitted via email or standard mail. The email address is listed only for inquiries about the position or the How to Apply process.

You must submit supporting documentation by the closing date of the vacancy announcement to claim certain types of preference or qualify on the basis of education. 
Social Security Number
Enter your Social Security Number in the space indicated. Providing your Social Security Number is voluntary, however, we can not process your application without it.

Vacancy Identification Number
SX365104


1. Title of Job
Contact Representative (Teleservice Representative)


2. Biographic Data

3. E-Mail Address
If you would like to be notified by E-mail, please enter your E-mail address in the space provided.

4. Work Information

If you are applying by the OPM Form 1203-FX, leave this section blank.

5. Employment Availability

6. Citizenship

Are you a citizen of the United States?
7. Background Information

If you are applying by the OPM Form 1203-FX, leave this section blank.

8. Other Information

9. Languages

If you are applying by the OPM Form 1203-FX, leave this section blank.

10. Lowest Grade
Enter the lowest grade level you will accept.

05
06
07

11. Miscellaneous Information

If you are applying by the OPM Form 1203-FX, leave this section blank.

12. Special Knowledge

If you are applying by the OPM Form 1203-FX, leave this section blank.

13. Test Location

14. Veteran Preference Claim

Reminder:  If you claim Veterans Preference, you must submit proof of your military service.
15. Dates of Active Duty - Military Service

16. Availability Date

17. Service Computation Date

If you are applying by the OPM Form 1203-FX, leave this section blank.

18. Other Date Information

If you are applying by the OPM Form 1203-FX, leave this section blank.

19. Job Preference

If you are applying by the OPM Form 1203-FX, leave this section blank.

20. Occupational Specialties

001 FCIP Excepted Service

21. Geographic Availability

1454 Auburn, WA

22. Transition Assistance Plan

If you are applying by the OPM Form 1203-FX, leave this section blank.

23. Job Related Experience

If you are applying by the OPM Form 1203-FX, leave this section blank.

24. Personal Background Information
Providing this information is completely voluntary and will not affect the processing of your application or consideration for employment. Prior to the review of your application materials, these demographics will be separated from your application along with any personal identifiers. 

The collected information will help us to better understand the applicant pool for Federal jobs. The nature of the information received is confidential. This information will be maintained under conditions that ensure only summary data for all applicants are reported and that no individual applicant's data is provided to selecting officials. This information becomes part of a Privacy Act System of Records as identified in 5 CFR 552a, and any disclosure of this record or information contained in this record is in accordance with routine uses found in OPM/GOVT-7, Applicant Race, Sex, National Origin, and Disability Status Records.

The categories below provide descriptions of ethnicity, race and disability. Select the category(s) with which you identify yourself. 

Category 01 and 02, "Ethnicity", check only one; category 03 through 07, "Race", check all that apply; category 08-10, "Disability Status" select one; category 12-20 "Targeted Disabilities", in the case of multiple impairments, choose the code which describes the impairment that would result in the most substantial limitation; category 11 applies to Schedule A appointment eligibility.


01 01 - Hispanic or Latino
02 02 - Not Hispanic or Latino
03 03 - White
04 04 - Black or African American
05 05 - Asian
06 06 - Native Hawaiian or other Pacific Islander
07 07 - American Indian or Alaska Native
08 08 - No Disability
09 09 - I do not wish to Identify my Disability
10 10 - Disability
11 11 - I am on or eligible for a Schedule A appointment 
12 12 - Deafness
13 13 - Blindness
14 14 - Missing Limbs
15 15 - Partial Paralysis
16 16 - Total Paralysis
17 17 - Convulsive Disorder
18 18 - Mental Retardation
19 19 - Mental Illness
20 20 - Distortion of Limb or Spine 

25. Occupational/Assessment Questions: 

For statement 1 below, please select the response that best describes your experience and/or education.  Select only one answer.
1. 

Your response to the statements below will determine if you qualify for the position of Contact Representative, GS-5.  If you meet more than one choice, select the response that describes the highest level of experience/education that you possess.  You must fully meet the description in the response to select it.
A. I have one year of specialized experience equivalent to the GS-4 level in the federal service. Specialized experience at this level is experience providing straightforward factual information which involves basic interpretation and application of policies and guidelines related to a complex technical or regulatory program. 
B. I have successfully completed four years of study in an accredited college or university leading to a bachelor's degree.
C. I have a combination of experience and education. [Specialized experience as described above and college level education in excess of the first 60 semester hours or 90 quarter hours (beyond the second year) is creditable toward meeting the experience requirements. One full academic year of study is equivalent to 6 months of experience.]
D. My experience and/or education does not meet any of the descriptions in A, B, or C.

For statements 2 and 3, please answer yes or no.  Your response to these statements will determine if you are qualified for the GS-6 and GS-7 Contact Representative position.

2. 

I have 52 weeks of specialized experience equivalent to the GS-5 grade level in the Federal Service by the closing date of the announcement.  Specialized experience is experience in the application and interpretation of complex technical or regulatory laws, rules, regulations, or written guidelines and explaining these requirements to a variety of individuals.
A. Yes
B. No

3. 

I have 52 weeks of specialized experience equivalent to the GS-6 grade level in the Federal Service by the closing date of the announcement.  Specialized experience is experience interpreting, applying and explaining complex laws, regulations, and written guidelines (e.g., Federal, State or County laws or private sector equivalent); in order to resolve problems and provide advice/guidance about program policies, benefits or entitlements.
A. Yes
B. No

REQUIRED DOCUMENTS:

The following sections provide information on supporting documentation that must be submitted to claim certain types of preference or qualify on the basis of education.  Please see the How to Apply section above for information on the application process. 
VETERANS PREFERENCE
If you are claiming veterans' preference under competitive procedures, you MUST submit a copy of your military discharge certificate (DD 214) or other proof of eligibility. To be acceptable, the document must show Character of Service. If you are claiming 10-point veterans' preference, you must also submit an Application for 10-Point Veterans' Preference (SF 15) and the required documentation specified on the reverse of the SF 15. You will be granted preference as appropriate based on the documents we receive.
PROOF OF EDUCATION
If you are qualifying for this position based on completed education at an accredited college or university, you must provide a copy of your official or unofficial college transcripts or other proof of education with your application materials. 
AGENCY CONTACT INFO:

Karen Madrigal-Young 
Phone: (206)615-2625 
Email: KAREN.MADRIGAL-YOUNG@SSA.GOV 

Agency Information:
ATSC Dir Ofc
701 Fifth Avenue Suite 2900
M/S 292B
Seattle, WA 98104-7075 
USA

WHAT TO EXPECT NEXT:

After all of the applications have been evaluated, you will receive a notification explaining the status of your application. Applicants referred for consideration will receive a final disposition notice after selections have been made. Please note that because we send notifications for each step of the process, we will not respond to status inquiries. 

If you applied incorrectly or submitted an incomplete application, we will be unable to send you a notification regarding the status of your application. Please read the How to Apply instructions carefully to ensure that you submit a complete application. 
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Go to section of this Job:
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Agency Information:

ATSC Dir Ofc
701 Fifth Avenue Suite 2900
M/S 292B
Seattle, WA 98104-7075 
USA 

Questions about this job:

Karen Madrigal-Young 
Phone: (206)615-2625 
Email: KAREN.MADRIGAL-YOUNG@SSA.GOV 

Job Announcement Number:
FCIP-10-014 (VIN 365104)

Control Number: 1966719



EEO Policy Statement | Reasonable Accommodation Policy Statement | Veterans Information | Legal and Regulatory Guidance 

Site Map     Contact Us     Help/FAQs     Employers     Privacy Act and Public Burden Information 

This is a United States Office of Personnel Management website.
USAJOBS is the Federal Government's official one-stop source for Federal jobs and employment information. 
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