COMMONWEALTH OF KENTUCKY

CLASS SPECIFICATION

	CLASS TITLE:  CONSUMER COMPLAINT INVESTIGATOR/ANALYST

	TITLE CODE:  9810
	GROUP:  DEPARTMENT OF LAW

	SELECTION METHOD:  100% QUAL                REV. 06-98

NO. TEST QUESTIONS:   
SELECTION ID:  8338                  EXAM NO.:  
	SALARY:  (MIN-MID)  $2937.20 - $3890.90
GRADE:  14
SPECIAL ENTRANCE RATE:  No

	POSITIONS IN THIS CLASS GENERALLY REPORT TO:  CONSUMER COMPLAINT ADMINISTRATOR/OMBUDSMAN

	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.

	Compiles and organizes monthly complaint data for dissemination in report format.  Interprets complaint data, identifying complaint trends for agency staff.  Reviews utility tariff filings for conformity with administrative regulations.  Performs professional level duties of Consumer Complaint Investigators; and 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 four 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.


Prepares monthly complaint data reports consisting of detailed and verified analyses and distributes reports to management staff for review.  Evaluates monthly data reports, identifying complaint trends and significant complaint activities.  Prepares monthly complaint review reports for agency.  Reviews utility tariff filings for compliance with administrative regulations.  Recommends approval or disapproval of tariff language and composes alternate language.  Coordinates division complaint correspondence files.  Provides general information to public regarding consumer protection laws.  Examines financial documents, accounting records, bank statements, computer records, business records, public documents, insurance records and other relevant records.  Examines, evaluates, investigates, and mediates complaints concerning potential violations of consumer protection laws and selects the appropriate strategy for oral and/or written complaint resolution.  Provides training in the area of consumer protection to other staff members and to the general public through public hearings/meetings.

	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.


Routine 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:  05/01/1994
	DATE OF LAST REVISION:  02/24/2006

	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.


