Housing Assistance Specialist


(Customer Service Staff)


GS�1101�12





1. INTRODUCTION





This position, located in the HUD Homeownership Center, Operations and Customer Service Division, is primarily responsible for staffing the Customer Assistance component. The incumbent is a member of a team, reporting to the Operations and Customer Service Division Director, and is responsible for providing oral and written customer assistance in the assigned geographical area of the Homeownership Center. The Customer Assistance functions include, but are not limited to:  providing direct assistance to local, state, and Federal officials, members of Congress, industry professionals, non�profit and private concerns desiring information regarding any of the Department is programs, as well as the general public, particularly minority low�income and first�time homebuyers; and working with other staff in the Homeownership Center to ensure that timely and accurate assistance is provided as referrals are needed. The type of information requested will require not only a thorough knowledge and understanding of Single Family programs but a working knowledge of all of the programs of the Department and those of state and local assistance programs within the geographic area of the Homeownership Center.





II.  MAJOR DUTIES AND RESPONSIBILITIES





As a Housing Assistance Specialist on the Customer Service staff the incumbent is responsible for satisfying both oral and written inquiries that come into the Homeownership Center.  Such inquiries may be answered via accessing electronic information systems through the Department's rules and regulations, or may require the involvement of staff in a program area. In any case, the Customer Assistance staff will be required to make a judgment regarding the nature of the inquiry and must then determine the most efficient, accurate approach to handling the matter(s). In some cases, a verbal inquiry may be answered with the same; in other cases, a verbal inquiry may require a written reply and in the case of a written inquiry, a written reply may be required of the staff person or a program person. All Service Center incoming correspondence that is not program specific will be handled through the Customer Assistance staff; all telephone inquiries that are not person or program specific will be handled through the Customer Assistance staff. Additionally, a Service center�wide toll free number will be listed in the Blue Pages of the local phone books to encourage individuals and organizations seeking home ownership assistance to contact the Customer Assistance Center staff.





Typical duties and assignments may include:





	Responding to a variety of concerns, questions, issues or inquiries related to Single Family Housing's programs and other programs of the Department on a day to day basis from a myriad of customers where the incumbent must adequately and sufficiently respond in a timely fashion with an oral and/or written response that is based on sound judgement, and is a prudent decision made of the Department's behalf.





	Interacting on a day to day basis with HUD's website on the Internet. Responding to inquiries received via the Internet. Preparing and maintaining home pages for, or monitoring home pages of, the Center and field offices located throughout the Center's geographic jurisdiction.





	Responding to requests for information that is not program specific or limited to one program. Such activity would require a working knowledge of all of the Department's programs and a thorough knowledge of the development process so as to be able to leverage HUD's and other units of governments' tools and resources to geometrically maximize their value and benefit.





	Assessing and analyzing trends and patterns and performing data analyses based on inquiries that may be used to make determinations regarding where additional educational or marketing efforts are needed.





	May serve as the GTR or GTM on special projects or studies related to the study of customer service activities.





Factors





A. Knowledge Required





1.	Knowledge of Single Family Housing's organizational structure, missions, philosophies, policies, programs (handbooks and directives), services, benefits, functions and their organizational relationships to internal and external partners.





2.	Familiarity with the National Housing Act And Code of Federal Regulations respective to the Department's programs.





3.	Knowledge of and skills related to personal computers and their applications (e.g., HUDWARE, Windows 95, Lotus).





4.	Familiarity with Single Family mainframe systems, particularly those systems used in Single Family Development (originations, e.g., CHUMS, CAIVRS).





5.	Knowledge of and familiarity with high tech telecommunications equipment and systems, and their usage.





6.	Knowledge of Internet operations and familiarity with World Wide Web applications including home pages.





7. 	Knowledge of work and task distribution to improve efficiency of the customer service function and its operation throughout the Homeownership Center's jurisdiction.





	8.  	Knowledge of analytical and evaluative methods, decision making and a thorough understanding of how HUD's programs are administered, wherein, the incumbent can determine the effectiveness of the customer service component respective to the marketing and outreach efforts throughout the Homeownership Center's jurisdiction as they relate to program goals, objectives and strategies, and make effective changes where and when necessary to support the customer service component.





9.	Ability to utilize sound judgment and make prudent decisions respective to the official responses prepared for the Deputy Director of Housing, Homeownership Center, or as his or her designee.





10. Ability to make formal and informal presentations; ability to communicate with diverse partners, customers, and cohorts through both oral and/or written means.





B. Supervision and Guidance Received





1.	The incumbent is under the general supervision of the Director, Homeownership Center. The incumbent works independently with minimal supervision, schedules and carries out the day to day assignments as they relate to the customer service (assistance) component of the marketing and outreach function throughout the Center's geographic area, and (under the guidance of the supervisor) plans, coordinates, implements, analyzes and evaluates the customer services efforts through the Center's jurisdiction. The incumbent and supervisor may develop a mutually acceptable assignment plan which typically includes identification of the work to be done, the scope of the assignment, and deadlines for its completion.





2.	Completed assignments, projects, evaluations, reports, or recommendations may be reviewed by the supervisor for compatibility with organizational goals, guidelines, and effectiveness in achieving intended objectives. Completed work may be reviewed outside the incumbent's immediate office by staff and line management officials whose programs and employees would be affected by the implementation of the recommendations.





C. Guidelines





Guidelines used include issuances by the General Accounting Office, Office of Management and Budget, Treasury manuals, HUD program guidelines, National Housing Act, Code of Federal Regulations specific to HUD, HUD handbooks and directives, and other related material. Guidelines require considerable adaptation and/or interpretation for application to complex issues and problems studied. Within the context of broad regulatory guidelines, the incumbent may refine or develop, for supervisory review, more specific guidelines or methods for the implementation of marketing and outreach (and customer service) programs or methods to measure and improve the effectiveness in the administration of such programs.





D. Complexity





Typical assignments require that via personal contact by the incumbent that all detailed questions, concerns, issues or inquiries regarding activities, programs, events, benefits or services respective to Single Family Housing's programs and other programs of the Department, are responded to by a timely verbal and/or written response. These responses, represent official responses of the Department and vary in nature. The response may be general, case specific or very complex. Depending on the complexity and/or type of response the incumbent may be the signatory of the response if so designated by the Director of the, Homeownership Center. The incumbent is responsible for these duties throughout the Homeownership Center's jurisdiction and is expected to work independently, assessing the customers needs and concluding a sound, professional response that is based on the programmatic, technical and legal requirements of the Department's programs. The incumbent shall be required to accomplish assignments that are diverse and unrelated, general or complex, and that require the incumbent to perform a myriad of tasks, such as, research, analysis or other activities with alternatives, that are necessary to respond to the customer. The incumbent may be require to become conversant with a myriad partners and customers in preparation of the response. Successful execution of the tasks are dependent upon the incumbent's ability to use sound judgement, make good decisions and to initiate, direct, coordinate, and perform various complex, difficult tasks.





E. Scope and Effect





The purpose of the work is to assist and support an ongoing marketing and outreach function by offering customer service throughout the Homeownership Center's jurisdiction by providing via personal contact verbal and/or written responses (which vary by their nature and may be general, case specific or complex) to the myriad customers, partners, and citizens who have questions, concerns or issues, or make inquiries, regarding activities, programs, events, benefits or services respective to Single Family Housing's programs and other programs of the Department. Such work involves a focus on the delivery of program benefits or services at the operating level.








F. Personal Contacts





Personal contacts include the public�at�large, co-�workers, managers and supervisors throughout the HUD organization, personnel and officials from other Federal, state and local agencies, staff and clients of non�profit organizations, community leaders, professionals of lending institutions, educational organizations, trade organizations, and other commercial entities.





G. Purpose of Contacts





Contacts are for the purpose of obtaining, providing or clarifying information, gathering facts, resolving issues, coordinating responses to concerns, inquiries or questions regarding Single Family's or other HUD departments' systems or programs.





H. Physical Demands





The work is primarily sedentary, although some slight physical efforts may be required.





I. Work Environment





The work is performed in an adequately lighted and climate controlled office and in the Field.
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