COMMONWEALTH OF KENTUCKY

CLASS SPECIFICATION

	CLASS TITLE:  CONSUMER COMPLAINT ADMINR/OMBUDSMAN

	TITLE CODE:  9809
	GROUP:  DEPARTMENT OF LAW

	SELECTION METHOD:  100% QUAL                REV. 10-98

NO. TEST QUESTIONS:   
SELECTION ID:  8622                   EXAM NO.:  
	SALARY:  (MIN-MID)  $3230.84 - $4280.10
GRADE:  15
SPECIAL ENTRANCE RATE:  No

	POSITIONS IN THIS CLASS GENERALLY REPORT TO:  DIVISION DIRECTOR

	PRIMARY USER AGENCIES:  OFFICE OF THE ATTORNEY GENERAL, OFFICE OF INSURANCE AND PUBLIC SERVICE COMMISSION

	

	CHARACTERISTICS OF THE CLASS:  CHARACTERISTICS OF A CLASS ARE GENERAL STATEMENTS INDICATING THE LEVEL OF RESPONSIBILITY AND DISCRETION OF POSITIONS IN THAT JOB CLASSIFICATION.

	Provides overall management for an agency in the examination, evaluation and investigation of consumer complaints to assure compliance with consumer protection laws OR serves as Chief Consumer Ombudsman in a highly technical advisory capacity for an agency; performs other duties as required.



	MINIMUM REQUIREMENTS:  MINIMUM REQUIREMENTS ARE COMPREHENSIVE STATEMENTS OF THE MINIMUM BACKGROUND AS TO EDUCATION, EXPERIENCE, AND OTHER QUALIFICATIONS WHICH WILL BE REQUIRED IN ALL CASES AS EVIDENCE OF AN APPOINTEE'S ABILITY TO PERFORM THE WORK PROPERLY.

	EDUCATION:  Graduate of a college or university with a bachelor’s degree.

	

	EXPERIENCE:  Must have five years experience in investigating, auditing, consumer education, mediating or resolving complaints, or a related field.

	

	SUBSTITUTION CLAUSE:  

	

	EDUCATION:  None

	

	EXPERIENCE:  Experience in investigating, auditing, consumer education, mediating or resolving complaints, or a related field will substitute for the required education on a year-for-year basis.

	

	SPECIAL REQUIREMENTS:  (AGE, LICENSURE, REGULATION, ETC.) 

Must possess a valid driver’s license.


POST EMPLOYMENT REQUIREMENTS:  EMPLOYEES IN THIS CLASS WILL BE REQUIRED TO OBTAIN CREDENTIALS OUTLINED BELOW WITHIN A REASONABLE TIME, OR IF EMPLOYEES POSSESS SUCH CREDENTIALS AT THE TIME OF HIRE THEY WILL BE REQUIRED TO MAINTAIN THOSE CREDENTIALS SO LONG AS THEY ARE EMPLOYED IN THIS CAPACITY.  IT IS THE RESPONSIBILITY OF THE EMPLOYING AGENCY TO VERIFY THE ATTAINMENT AND/OR MAINTENANCE OF THESE CREDENTIALS, TO REMOVE FROM THIS CLASS ANY EMPLOYEE WHO DOES NOT ATTAIN OR MAINTAIN THESE CREDENTIALS, AND TO ASSURE THAT ANY EMPLOYEE WHO PERFORMS THESE FUNCTIONS, WITHOUT REGARD TO THE CLASS THEY ARE IN, HAVE THE APPROPRIATE CREDENTIALS.
Must maintain a valid driver’s license for the length of employment in this classification.

	EXAMPLES OF DUTIES OR RESPONSIBILITIES OF THE CLASSIFICATION:  EXAMPLES OF DUTIES OR RESPONSIBILITIES ARE NOT TO BE CONSTRUED AS DESCRIBING WHAT THE DUTIES OR RESPONSIBILITIES OF ANY POSITION SHALL BE AND ARE NOT TO BE CONSTRUED AS LIMITING THE APPOINTING AUTHORITY'S ABILITY TO ADD TO, OR OTHERWISE ALTER THE DUTIES AND RESPONSIBILITIES OF A POSITION.  THE USE OF AN INDIVIDUAL EXPRESSION OR ILLUSTRATION AS TO DUTIES OR RESPONSIBILITIES SHALL NOT BE REGARDED AS EXCLUDING ASSIGNMENT OF OTHERS NOT MENTIONED WHICH ARE OF SIMILAR KIND OR QUALITY.


Provides overall management for an agency to assure economic and efficient operations.  Assists in enforcing departmental rules, regulations and policies, and makes recommendations in the development or revision of the same.  Reviews case reports for completeness and accuracy and recommends investigative/mediation procedures.  Conducts the most complex and sensitive examinations, evaluations and investigations of complaints concerning potential violations of program laws and regulations, and selects the appropriate strategy for complaint resolution.  Conducts field investigations and interviews as well as investigates complaints through oral and written communications to parties involved in the complaint.  Mediates complaints where legal action is not appropriate or necessary.  Obtains necessary facts and documentation to justify legal action.  Coordinates enforcement with federal, state and local agencies.  Examines financial documents, accounting records, bank statements, computer records, business records, public documents, insurance records and other relevant records.  Prepares reports, charts and other relevant materials setting forth the findings of investigations for hearings and/or courts.  Testifies at grand juries, trials or any administrative proceeding.  Abides by departmental rules, regulations and policies in performing investigative work.  Advises agency management of particularly sensitive consumer issues.

	TYPICAL WORKING CONDITIONS AND UNIQUE PHYSICAL REQUIREMENTS:  INCUMBENTS IN THIS CLASSIFICATION WILL TYPICALLY PERFORM THEIR PRIMARY JOB DUTIES UNDER THESE CONDITIONS, HOWEVER, THESE CONDITIONS MAY CHANGE ON OCCASION IN PERFORMING THE DUTIES OF AN INDIVIDUAL POSITION.


Administrative office work.  May travel and work irregular hours if involved in specific investigation.

	ADDITIONAL REQUIREMENTS:  


Applicants and employees in this classification may be required to submit to a drug screening test and background check.  

	DATE CLASS ESTABLISHED:  10/16/1998
	DATE OF LAST REVISION:  05/16/2008

	THE COMMONWEALTH OF KENTUCKY DOES NOT DISCRIMINATE ON THE BASIS OF RACE, COLOR, RELIGION, NATIONAL ORIGIN, SEX, AGE, DISABILITY, OR VETERAN STATUS IN EMPLOYMENT OR OTHER PROVISION OF SERVICES.  REASONABLE ACCOMMODATIONS ARE PROVIDED UPON REQUEST.


