
Market Range Detail - Call Center Representative Lead

Market Range Title Description
Positions in this market range title act as a lead for a STAR Call Center team and provide information to callers for the Assessor, Recorder, 
Elections, Treasurer, and the County switchboard or Clerk of Superior Court.  Work is performed under the direction of a Call Center 
Supervisor.

Primary responsibilities include: answering complicated phone calls from the public; resolving difficult transfer calls from Call Center 
Representatives; training new employees; providing daily direction to assigned team; providing input to supervisor for performance 
evaluations; leading special projects.

The Call Center Representative – Lead is differentiated from the Call Center Representative in that incumbents perform lead job duties and 
answer more complex calls and questions from the public that require a broader knowledge base and higher level of problem solving and 
decision making skills.

Minimum Hourly Rate
$15.98

Midpoint / Hiring Maximum
$20.78

Maximum Hourly Rate
$25.58

Effective Date
January 19, 2015

Market Range

Working Titles
Lead Call Center Representative

Likely Minimum Qualifications
High school diploma or GED

Other combinations of education and experience may be considered in substitution for the minimum qualifications.
Three years of customer service experience
Education beyond high school may be substituted for up to two years of the experience requirement based on relevant course of study.

Glossary: 
 

Market Range Title: Broad grouping of related positions with like job responsibilities and qualifications.  Market Range Titles typically include positions ranging from entry level to senior/lead level unless
indicated otherwise. 
 
Effective date: The date the salary range was implemented for use. 
 
Market Range Title Description: Broad description of sample job duties and responsibilities of positions included in the Market Range Title.  Each position included in a Market Range Title also has a job 
description that is specific to the department.  Departments are responsible for writing and maintaining job descriptions for positions in their department.  Employee Compensation is responsible for writing and
maintaining Market Range Title Descriptions. 
 
Likely Minimum Qualifications:  Typical minimum qualifications for positions assigned to the Market Range Title.  Because a broad group of jobs in different departments are included in a Market Range Title,
minimum and preferred qualifications may vary slightly depending on the area of assignment. 
 
Market Range: The minimum, midpoint, and maximum salary points for all positions included in the Market Range Title.   
 
Hiring Range: The hiring range for all positions is ordinarily the minimum of the market range to the midpoint.  The use of a different hiring range must be approved by Employee Compensation.  Departments
should use a hiring range that is within their funding capabilities and are required to comply with the County’s Funded Position Policy ensuring that applicants are extended a rate that is supported by the 
department’s budget. 
 
Working Title: The specific title used by a department to identify a position within their organizational structure.  Use of working titles is flexible and aimed to assist departments in identifying the unique 
functions and responsibilities of each position and is representative of the assigned Market Range Title.  Ordinarily, supervisory and/or managerial titles should not be used for positions not assigned to a
supervisory and/or manager Market Range Title. 
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