Customer Service Representative (CSR)

Contact Representative (OA)
 Legal Assistant (Senior Case Technician)
If you are using experience to qualify, you must have:

For GS-5:  At least 52 weeks of full-time specialized experience performing the following tasks:

1. Applying laws, regulations, policies or procedures to provide assistance preparing forms or documents; 
2. Answering questions from members of the public or their representatives to obtain or provide information;
3. Using a computer to reconcile discrepancies or entering data; and
4. Responding to written inquiries and drafting a variety of other written products.
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. 

SUBSTITUTING 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.  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 

For GS-5:  Successful completion of a full 4-year course or progressive study above high school at an accredited institution (e.g., 120 semester/180 quarter hours, Bachelor’s degree, etc.).

COMBINING EDUCATION AND EXPERIENCE
Experience and education as described above may be combined to meet the minimum qualification requirements.

Only education in excess of the first 60 semester hours or 90 quarter hours beyond the second year leading to a bachelor's degree is creditable toward meeting the specialized experience requirement. One full academic year of study (30 earned semester hours or 45 earned quarter hours) beyond the second year is equivalent to 6 months of specialized experience.  Experience and education should be computed as percentages of the overall requirements and must equal to 100 percent when combined.
SELECTIVE PLACEMENT FACTOR
Meet and Deal Panel Interview (not required for Contact Representative (Office Automation - OA) and Senior Case Technician positions):  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, in person or over the telephone.  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.

Typing Proficiency (For Contact Representative (Office Automation - OA) position only):  Individuals who meet the experience requirements must be able to type 40 words per minute.

Debtor Contact Representative (DCR)
If you are using experience to qualify, you must have:

For GS-4: At least 52 weeks of general experience. General experience is experience performing progressively responsible clerical, office, or other work which include duties such as data entry or word processing, answering telephones, maintaining office files, or proofreading documents for grammar, spelling, etc. which demonstrate the ability to perform the duties of the position.

For GS-5: At least 52 weeks of specialized work experience performing all or most of the following tasks: 1) applying laws, rules or regulations and written guidelines; 2) communicating orally in order to provide information, assistance, or instructions to members of the general public or their representatives; 3) performing administrative and clerical processes using a computer to reconcile discrepancies, associate documents with related files/records, etc; and 4) writing correspondence in response to inquiries and drafting a variety of other written products.

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. 


SUBSTITUTING EDUCATION
For information on substituting education for experience, visit http://www.opm.gov/qualifications/standards/group-stds/gs-cler.asp

For GS-4: Successful completion of a full 2-year course of study above high school (e.g., 60 semester hours, 90 quarter hours, associates degree, etc.).

For GS-5: Successful completion of a full 4-year course of study in any field leading to a bachelor's degree. A bachelor's degree is fully qualifying for GS-5.

COMBINING EDUCATION AND EXPERIENCE
Experience and education as described above may be combined to meet the minimum qualification requirements.

For GS-4: Education above the high school level is creditable toward meeting the minimum qualifications requirement.

For GS-5: Only education in excess of the first 60 semester hours or 90 quarter hours beyond the second year leading to a bachelor's degree is creditable toward meeting the specialized experience requirement. One full academic year of study (30 semester hours or 45 quarter hours) beyond the second year is equivalent to 6 months of specialized experience.

Note: Experience and education should be computed as percentages of the overall requirements and must equal to 100 percent when combined. 
Legal Administrative Specialist (Benefit Authorizer)

Social Insurance Specialist (Claims Specialist)
If you are using experience to qualify, you must have:

 

For GS-5:  Three years of general experience that demonstrates the ability to:

1. Analyze problems to identify significant factors, gather pertinent data, and recognize solutions; 
2. Plan and organize work; 
3. Communicate effectively orally and in writing; and
4. Use online technology and automation tools.
Examples include experience with analyzing, explaining, applying or interpreting laws, rules, regulation or policies. Qualifying general experience includes: experience as a claims clerk, law clerk, contact representative, claims agent, claims adjuster, claims examiner, or voucher examiner answering correspondence on claims, processing records used in adjudicating or paying claims, collecting documentary evidence for claims or conveying the requirements that must be met for the receipt of benefit payments; or providing referral services to other programs or organizations.

 

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).

SUBSTITUTING 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. NOTE: Education completed in a foreign institution must be certified as equivalent to course work 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

For GS-5:  Successful completion of a full 4-year course of study in any field leading to a bachelor's degree. One year of study is defined as 30 earned semester hours or 45 earned quarter hours OR a bachelor's degree.  

COMBINING EDUCATION AND EXPERIENCE
Experience and education as described above may be combined to meet the minimum qualification requirements:

  

For GS-5:  A combination of education leading to a bachelor's degree and general experience as described above.    
Experience and education should be computed as percentages of the overall requirements and must equal to 100 percent when combined.
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, in person or over the telephone. 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.

 Legal Assistant (Case Technician) (Office Automation)
If you are using experience to qualify, you must have:

For GS-4:  Candidates must show 52 weeks of general experience. General experience is progressively responsible clerical, office or other work that indicates the ability to acquire the particular knowledge and skills needed to perform the duties of the position.  Here are some examples: 

1. Following general office procedures or guidelines; 

2. Communicating orally in order to provide information; 

3. Operating a personal computer.
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.

SUBSTITUTING 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. 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

For GS-4:  Successful completion of a full 2-year course or progressive study above high school at an accredited institution.

COMBINING EDUCATION AND EXPERIENCE
Experience and education as described above may be combined to meet the minimum qualification requirements.  
For GS-4:  Education beyond high school is creditable toward meeting the general experience requirement.  One full academic year of study (30 semester hours or 45 quarter hours) is equivalent to 6 months of general experience. 
Experience and education should be computed as percentages of the overall requirements and must equal to 100 percent when combined. 
SELECTIVE PLACEMENT FACTOR

Typing Proficiency:  Individuals who meet the experience requirements must be able to type 40 words per minute.
Mail Clerk
If you are using experience to qualify, you must have:

For GS-2: At least 13 weeks of general experience. General experience is experience performing progressively responsible clerical, office, or other work such as data entry, maintaining files, or receiving and distributing mail, which demonstrate the ability to perform the duties of the position

For GS-3: At least 26 weeks of general experience. General experience is experience performing progressively responsible clerical, office, or other work such as data entry, maintaining files, or receiving and distributing mail which demonstrate the ability to perform the duties of the position

For GS-4: At least 52 weeks of general experience. General experience is experience performing progressively responsible clerical, office, or other work such as data entry, maintaining office files, or receiving and distributing mail, which demonstrate the ability to perform the duties of the position.

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. 

SUBSTITUTING EDUCATION
For information on substituting education for experience, visit http://www.opm.gov/qualifications/standards/group-stds/gs-cler.asp
For GS-2: High School diploma or equivalent.

For GS-3: One year of education above the high school level in any field of study (e.g., 30 semester hours or 45 quarter hours).

For GS-4: Successful completion of a full 2-year course of study above high school in any field (e.g., 60 semester hours, 90 quarter hours, associates degree, etc.).

COMBINING EDUCATION AND EXPERIENCE
Experience and education as described above may be combined to meet the minimum qualification requirements.

For GS-3 and GS-4: Education above the high school level is creditable toward meeting the minimum qualifications requirement.

Note: Experience and education should be computed as percentages of the overall requirements and must equal to 100 percent when combined. 


Claims Assistant (Disability Technician)
If you are using experience to qualify, you must have:

For GS-5: 52 weeks of specialized work experience performing the following tasks: 1) Applying laws, rules or regulations and written guidelines; 2) Communicating orally in order to provide information, assistance, or instructions to members of the general public; 3) Performing administrative and clerical processes using a computer to reconcile discrepancies, associate documents with related files/records, etc.; 4) Writing correspondence in response to inquiries and draft a variety of other written products.

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.

SUBSTITUTING EDUCATION
For information on substituting education for experience, visit http://www.opm.gov/qualifications/standards/group-stds/gs-cler.asp

For GS-5: Successful completion of a full 4-year course of study above high school (e.g., 120 semester hours, 180 quarter hours, bachelor's degree, etc.).

COMBINING EDUCATION AND EXPERIENCE
Experience and education as described above may be combined to meet the minimum qualification requirements.

For GS-5: Education course work equivalent to a baccalaureate program beyond the second year (e.g., in excess of the first 60 semester or 90 quarter hours) is creditable toward meeting the minimum qualification requirements.

Note: Experience and education will be computed as percentages of the overall requirements and must equal to 100 percent when combined.

