
 
 

Request for City Council Committee Action 
 
Date:  August 1, 2005 
   
To:   Ways & Means/Budget Committee 
 
Prepared by: Tim Giles, Director Employee Services Division (673-3341) 
 
Approved by: ______________________  ________________________ 
  Pam French    John Moir 
  Human Resources Director  City Coordinator 
 
Subject: New Appointed position – Assistant Director, 311 Call Center 
 
Presenter in Committee: Pam French, Human Resources Director 
 
Recommendations:  
1) Approve the position, Assistant Director, 311 Call Center, evaluated at grade 12 

with 568 points.   
 
2) Adopt the salary schedule for Assistant Director, 311 Call Center, with an annual 

salary range of $77,629 - $85,800, effective August 15, 2005.  The salary 
ordinance is attached for your convenience.   

 
Financial Impact (Check those that apply) 
___No financial impact - or - Action is within current department budget. 
        (If checked, go directly to Background/Supporting Information) 

 ___ Action requires an appropriation increase to the Capital Budget  
 ___ Action requires an appropriation increase to the Operating Budget 
 ___ Action provides increased revenue for appropriation increase 
 ___ Action requires use of contingency or reserves 
 ___ Other financial impact (Explain): 

___Request provided to the Budget Office when provided to the Committee Coordinator 
 
Background/Supporting Information: 
 
The position of Assistant Director, 311 Call Center will direct and coordinate the 
operations and activities of the City’s One Call Center, a customer service facility 
engaged in receiving, processing and tracking public telephone calls for information and 
requests for government services. The position will report to the Director, MECC, who in 
turn reports directly to the City Coordinator. The proposed position, Assistant Director, 
311 Call Center, has been evaluated at Grade 12 with 568 points.  



 
Typical duties will include but not be limited to: 

• Supervise and monitor the work of the 311 Center personnel.  
• Structure work assignments for subordinates and decide assign duties.  Direct and/or 

authorize the re-deployment of subordinate staff between work shifts to cover public peak 
work load demands.   

• Direct a group of analysts/specialists supporting the 311 One Call efforts (training, 
scheduling, data analysis, quality assurance, etc.). 

• Answer operational and procedural questions that are not documented in the system and 
ensure the documentation is then updated.  

• Develop departmental policies and procedures. 
• Ensure that classroom and hands-on training for employees are optimal.  Evaluate 

employee performance and recommend further training as necessary.  Review trends for 
all personnel and provide adjustments to the training and environment when indicated.  
Conduct and or review quality assurance reviews of 311 Center work to assist with this 
effort.  

• Review investigations of complaints on service delivery; consider recommendations 
made by investigators and follow up appropriately with optimal performance 
improvement efforts.  

• Monitor equipment performance and take appropriate action when problems occur. 
• Decide on course of action in emergency and non-emergency atypical situations and 

develop plans for such contingencies.  
• Review Call Center performance measures and initiate/implement appropriate actions to 

attain or exceed goals.  
 
The position is new in the appointive service and satisfies all requirements associated 
with being an appointed position. 
 
cc: John Moir, City Coordinator 
 Timothy Giles, Director, Employee Services 
 Bill Champa, Senior Human Resources Consultant 
 Mike Anderson, Central Payroll 
 Crystal DeJarlais, HRIS 
 Barbara Payton, HRIS 
 Pam Nelms, Employee Services 
 Betty Stanifer, Classifications 
 File 
 


