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PURPOSE: Give a brief summary of the Job, covering the main responsibUities, the framework within which the job has to operate and 
the main contribution to the organization (see Non-Management Job Description Writing Guide Pages 7-11).
The Service Albena Health Contact Centre (SAHCC) service responds to over 300,000 calls and 6,000 emails each year 
from Albenans requiring information, problem resolution, eligibility determinations, referrals and other assistance
qu,difying for and accessing Alhena Health Care (AHC, services.
Reponing to the Team Lead, the Information Officer (10) is primarily responsible for providing couneous, timely and 
accurate information and advice to callers regarding legislation and associated programs. Information to callers include 
guidance on a\'enues available; legislative controls and considerations related to their concerns; and referrals to other 
go\'emment depanments and outside agencies. The position responds to public inquiries regarding the following skill sets, 

Health Information Act, including complex, multifaceted, politically sensitive and high priority complaints / offenses I 
concerns under various pieces of le�islation, nolicy and processes.
RESPONSIBILITIES AND ACTIVITIES: The purpose of the job can be broken down In different responsibililies and end results. 
Each end result shows what the job is accountable for, within what framework and what the added value is. Normally a job has 4-8 core 
end results. For each end result, approximately 3-6 activities should be described (see Writing Guide Pages 9-1 O).
An 10 functions with very minimal supervision and direction. They arc required to respond directly to callers from 
primarily within Alhena. but also from across Canada and internationally; on a wide variety of multiraceted, politically 
sensith·e and high priority complaints, offenses, and concerns under various pieces of legislation, policy and processes. 
End ResulL,; • Set 1:
AHC program information and assistance is provided to Albenans who contact SAHCC; in a timely, professional, 
couneous manner and the information is helpful, complete and accurate.
Responsibilities:
• Provide full and accur.ate information services to callers via the telephone regarding legislation and related programs.
• Assess calls to identify compliance / non-compliance with the legislation.
• Meet established performance targets, including quality. efficiency, productivity and first call resolution.
• Maintain professional decorum when dealing with a variety of caller issues, behaviours and conduct.
• Provide appropriate referrals to municipal, provincial or foder.d government departments, agencies, associations. 

couns. law enforcement bodies and legal counsel when the call docs not penain to the SAHCC assigned mandate or 
responsibilities. This requires the 10 to be familiar with programs administered by other government depanmcnts and 
agencies.

• Geni:rate written responses to public inquiries that are recci\'cd and replied to through electronic mail ensuring wriucn 
responses are accurate, complete and correct in grammatical structure and form.

• Log client's calls in the Consumer Affairs Tracking System (CA TS), for statistical and reponing purposes, including 
the client's name. telephone number, postal code. call type code.

• Develop and maintain an extensive personal knowledge base in order to respond to inquiries.
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