Class Code: 00374
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Job Classification Description

Revenue Service Specialist 2

Definition

Under general supervision, provides intermediate-level technical and procedural information in person,
over the telephone, or via written correspondence to a variety of taxpayers and/or their
representatives; performs related work as required.

The work examples and competencies listed below are for illustrative purposes only and not intended
to be the primary basis for position classification decisions.

Work Examples

Assists and advises taxpayers in meeting their lowa tax obligations; assistance is intermediate-level, is
technical and covers a moderate range of detailed tax information, as well as many elements of all other
tax types.

Determines if technical or system assistance is needed and takes appropriate steps to resolve issues
such as login errors, password resets, and relaying refund/billing amounts and general tax information.

Interviews taxpayers to determine their tax situation.

Determines what tax advice is needed and explains probable consequences of various courses of action
open to taxpayers for the current and other tax years.

Consults with taxpayers in the preparation of tax returns by answering inquiries and escalating more
complex inquiries to a Taxpayer Services Specialist 3, or to the appropriate Department of Revenue
contact.

Explains to taxpayers the collection and examination processes; informs taxpayers as to effective ways
to establish and maintain records relating to tax obligations.

Serves as technical backup for personnel assigned to taxpayer service by researching tax law or
procedural questions.

Competencies Required
Knowledge:

e Customer Service — Principles and processes for providing customer services, including customer
needs assessment, meeting quality standards for services, and evaluating customer satisfaction.

e Law and Government — Laws, legal codes, court procedures, precedents, government regulations,
executive orders, agency rules, and the democratic political process.

e English Language — The structure and content of the English language, including the meaning and
spelling of words, rules of composition, and grammar.

e Economics and Accounting — Economic and accounting principles and practices, the financial
markets, banking, and the analysis and reporting of financial data.
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Clerical Procedures — Word processing, managing files and records, designing forms, and other
office procedures and terminology.

Abilities:

Deductive Reasoning — Apply general rules to specific problems to produce answers that make
sense.

Inductive Reasoning — Combine pieces of information to form general rules or conclusions.

Oral Comprehension — Listen to and understand information and ideas presented through spoken
words and sentences.

Oral Expression — Communicate information and ideas in speaking so others will understand.

Problem Sensitivity — Tell when something is wrong or is likely to go wrong. It does not involve
solving the problem, only recognizing there is a problem.

Written Expression — Communicate information and ideas in writing so others will understand.

Written Comprehension — Read and understand information and ideas presented in writing.

Skills:

Active Listening — Giving full attention to what other people are saying, taking time to understand
the points being made, asking questions as appropriate, and not interrupting at inappropriate
times.

Critical Thinking — Using logic and reasoning to identify the strengths and weaknesses of
alternative solutions, conclusions or approaches to problems.

Reading Comprehension — Understanding written sentences and paragraphs in work related
documents.

Speaking — Talking to others to convey information effectively.
Writing — Communicating effectively in writing as appropriate for the needs of the audience.

Active Learning — Understanding the implications of new information for both current and future
problem-solving and decision-making.

Minimum Qualification Requirements

Applicants must meet at least one of the following minimum requirements to qualify for positions in this
job classification:

1) Graduation from an accredited four-year college or university with a degree in any field.

2) A total of four years of education and/or full-time experience where thirty semester hours of
accredited college or university course work in any field equals one year of full-time experience
in tax, accounting, bookkeeping, auditing, insurance, analysis of financial or business forms and
data, or answering technical or tax-related questions.

3) Current, continuous experience in the state executive branch that includes two years of full-time
work in tax, accounting, bookkeeping, auditing, insurance, analysis of financial or business forms
and data, or answering technical or tax-related questions.

4) Current, continuous experience in the state executive branch that includes one year of full-time
work as a Revenue Service Specialist 1 or Revenue Examiner 1.
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