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BENTON COUNTY POSITION DESCRIPTION 

 

CLASSIFICATION BAND GRADE SUBGRADE FLSA STATUS 
Administrative Assistant 2 A 1 2 Non-Exempt 
POSITION TITLE: Call Center Specialist POSITION#:  
☐New     ☒Revised    Date: March 2022 
SERVICE TYPE:  AFSCME 
Employee 
Name: 

 Department: Health Supervisor: Deputy Director of Public 
Health 

FTE:  NTE 1040 hours/fiscal year Employment Status:       TEMPORARY 
Position Summary:  

Answer incoming calls regarding the County’s COVID-19 vaccination program and respond to inquiries, manage 
complaints, troubleshoot significant logistical problems, and provide general vaccine and program information. Serve 
as a member of the primary contact team for community members interested in obtaining a vaccine or related 
information, and may be responsible for assisting them in scheduling or coordinating vaccination appointments online 
and over the phone. Provides service to callers who may be very emotional or experiencing distressing personal 
circumstances with empathy, compassion, and a focus on program guidance. This work is performed remotely in the 
employee’s home or other suitable environment. 

Essential Duties:   

No. Major Functional Area (MFA) % of Time 
1 MFA: Call Center  

Essential Duties: 
 

 Answer incoming calls and respond to customer’s emails. 
 Provide vaccine, scheduling, and logistical information to customers. 
 Listen to and resolve caller’s concerns or complaints. 
 Identify and escalate issues to supervisors. 
 Research required information using available resources. 
 Research, identify, and resolve customer complaints using applicable software. 
 Process orders, forms, and application. 
 Route calls to appropriate resources. 
 Follow up customer calls where necessary. 

 

70% 

2 MFA: Documentation 
Essential Duties: 
 

 Complete call logs and reports. 
 Document all call information according to standard operating procedures. 
 Recognize, document, and alert the management team of trends in customer calls. 
 Effectively navigate computer programs and websites. 
 Create, update or maintain forms, word processing, spreadsheets, and web-based 

software applications 
 

30% 

 And other duties as assigned.  
Percentages should total 100% 100% 
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Special Requirements: 

 Minimum Qualifications -High school, 2 years’ experience working with the public. 
 
Intermediate experience using computers, websites, forms, word processing, spreadsheets, and web-based software 
applications 
 
Ability to effectively manage difficult conversations with calm and composure. Must be able to appropriately respond 
to customer’s questions or concerns. Strong interpersonal skills. Ability to effectively manage work and time in a 
remote work environment. 
 

 

Preferred Qualifications: 

Experience addressing the questions and concerns of patients or clients. 
Prior experience in a high-volume call center. 
Work or volunteer experience in public health or a health-related field. 
 

 

Physical Requirements:   

Sedentary Work:  Exerting up to 10 pounds of force occasionally and/or a negligible amount of force frequently or 
constantly to life, carry, push, pull or otherwise move objects, including the human body.  Sedentary work involves 
sitting most of the time. 

 

NOTE:  The above job description is intended to represent only the key areas of responsibilities; specific position 
assignments will vary depending on the business needs of the department. 

Employee:        Date:   

Immediate Supervisor:       Date:   

 


