Nancy J. Whaley, Chapter 13 Trustee
JOB DESCRIPTION

Customer Service/Case Set Up Specialist

	

	Reports to:
	Finance Supervisor

	Team:
	Finance




Summary Statement: Responsible for being primary point of initial contact and 
representative of Nancy J. Whaley, Standing Chapter 13 Trustee. Assist debtors, creditors, employers, attorneys and outside parties with wide range of questions. Handle calls efficiently with a professional and positive demeanor. Must have knowledge of all staff positions and duties to appropriately route calls that require further assistance. Greet walk-in parties warmly and provide helpful assistance. This position is also responsible for ensuring cases are opened and entered correctly in the TNG system, including but not limited to attorney information, attorney fees, creditor info, payment info, and hearing info from the ECF docket. This position is also responsible for confirming all applicable documents are available and filed on the docket and making appropriate parties aware of any issues found on the filing of the plan. This includes ensuring all schedules that are entered align with current Bankruptcy law. 


Tasks & Duties:
	No.
	% Of Time
	Frequency
	Tasks 


	1
	 30%
	Daily
	Operate a multi-line console phone system answering questions for debtors, debtor’s attorneys, employers, creditors, creditor’s attorneys and outside parties.  Directing all calls in regards to the specific matter to the appropriate attorney or department; includes diffusing situations with angry or distressed debtors. 

	2
	 2%
	As Needed
	Fax, email or mail status report and payment histories to debtors, attorneys, creditors or special investigators. Send Direction to Pay request form as needed.

	3
	 2%
	As Needed
	Greet all visitors in the office. Assist with all deliveries and notify the Director of Operations.

	4
	 1%
	Daily
	Log all packages – FedEx, UPS or certified mail in package log book.

	5
	 2%
	Daily
	Answer all correspondence emails promptly.

	6
	 1%
	Daily 
	Keep front desk and reception area clean and organized.

	7
	 3%
	Daily
	Refer debtors with calls regarding ePay to send an email to epayquestions@njwtrustee.com for a quicker response. Transfer any ePay calls not related to password resets or mapping prior case to the Delinquency Specialist

	8
	 1%
	As Needed
	Assist with debtors who are picking up checks from the office. 

	9
	 2%
	Daily
	Verify that cases to be added to the system are cases assigned to Nancy J. Whaley, Standing Chapter 13 Trustee by checking the case on ECF.  Once verified, add to TNG

	10
	 43%
	Daily
	Set up the cases in TNG software by entering information such as: attorney information, attorney fees, creditor info, scheduled amounts, tax information, domestic support information, payment info, length of plan, first payment due date, credit counseling certificate (Case Tab, Parties Tab, Pay Schedules Tab and Payees Tab).  

Enter SSN into TNG software. Check for prior cases. Review case for business information and send business sheet to appropriate attorney if applicable. 

Set up a high volume of cases per month ensuring the creditors and case information is entered correctly to mitigate any issues with disbursement and identify any issues in the plan so that appropriate objections can be filed by the courtroom attorney. 

	11
	   5%
	Daily
	If skeletal petition is filed, set up tickle in TNG to go back and review for plan and/or schedules. Once received, complete the setup of this case. If documents are not received, tickle is reset for another week. The tickles continue to be reset until the plan and or schedules are received and the case is setup or dismissed.  

	12
	3%
	Daily
	If no credit counseling certificate is filed with the case or the certificate is for the wrong district, email the courtroom attorney and legal secretary. Make a note in the case and set up a tickle in TNG.

If a Pro Se case is filed with a credit counseling certificate, email the Pro Se debtor to register to upload the document(s) required to conduct the 341 meeting. Make a note in the case.

	13
	1%
	As Needed
	Review 341 prep errors by paralegals and make corrections or send to the appropriate party to make the necessary corrections.  

	14
	1%
	Daily
	Update aka or dba names from paralegals that are from amended schedules. Update plans and or schedules that are received from ECF for skeletal or partial cases filed.

	15
	    2%
	Daily
	Prepare the daily report to send to the Director of Operations. Enter number of cases filed for each district (Atlanta/Gainesville), current date we are setting up cases, number of cases to be set up for that day and number of cases set up the prior day. Also enter the total case amount for the month.

	16
	  1%
	As Needed
	Back up to Attorney Admin Assistant to enter information and process documents as necessary. (Financial Management Course Certificates, 1328 Certificates, Order of Discharge and Motion to Extend/Motion to Impose Stay)





Education
1. High school diploma. College degree preferred.

Language Requirements
1. Read and comprehend instructions, discussion, correspondence and memos in English  
1. Hold a conversation in English and communicate ideas in an understandable manner 
1. Comprehend legal and specialized bankruptcy terminology

Mathematical Requirements
1. Read and distinguish numbers
1. General math

Computer Skills
1.     Basic keyboard skills
1.     Basic computer skills
1.     Proficiency in MS Word and Outlook

Physical Requirements:
1. Repetitive movement of digits
1. Sitting 90% of time
1. Walking, bending and reaching intermittently above and below waist
1. 

Other Requirements:
1.      Ability to prioritize assignments
1.      Attention to detail
1.      Ability to identify bankruptcy issues and seek clarification if necessary
1.     Ten Key capability
1.     Typing must be accurate and proficient
1.      Other duties as needed
