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Information Officer - Consumer 
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Service Alberta 
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PURPOSE: Give a brief summary of the job, covering the main responsibilities; the framework within which the job has to operate and 
the main contribution to the organization. 

Reporting to the Team Lead, the Information Officer is primarily responsible for providing courteous, timely and 

accurate information or advice to callers regarding legislation and associated programs. Information to callers include 

guidance on avenues available; legislative controls related to their concerns; and referrals to other government 

departments and outside agencies. The position responds to public inquiries regarding the following skill sets. 

Consumer and Residential Tenancies legislation, including complex, multifaceted, politically sensitive and high priority 

complaints / offenses / concerns under various pieces of legislation administered by SA. 

RESPONSIBILITIES AND ACTIVITIES: The purpose of the job can be broken down in different responsibilities 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 major activities should be described. 

1. Provide full and accurate information services to callers via the telephone regarding legislation and related programs.

• Provides courteous, timely and accurate information and advice to callers.

• Assesses calls to identify compliance / non-compliance with the legislation.

• Where assessment of a call determines a possible violation, encourages callers to write in with their complaint for

investigation.

• Provide information, advice and guidance on avenues available and on legislative controls relating to their concerns to

assist callers in resolving their own problems.

• Provides appropriate referrals to municipal, provincial or federal government departments, agencies, associations,

courts, law enforcement bodies and legal counsel when the call does not pertain to Service Alberta. This requires the

Information Officer to be familiar with programs administered by other government departments and agencies.

2. Information Services Via Electronic Mail

• Written responses are generated to provide the public with information that are received and replied to through

electronic mail.

• Ensure written responses are accurate, complete and correct in grammatical structure and form.

• When necessary, refer concerns to the Director, Supervisor or Team Leader for advice.

3. Other duties

• Logs client's calls on the Consumer Affairs Tracking System (CATS), for statistical and reporting purposes. The

client's name, telephone number, postal code, call type code, and a brief description of the client's concern and the advice

given are logged.

• Research and perform updates on the Consumer Information Centre System (CICS) referral system.

• Identify marketplace trends, concerns and report them to the Director or Team Leader.

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

• As a Contact Centre team member, share with colleagues any specialized knowledge with acts, programs or telephony

applications.

• As assigned, review and update electronic canned messages as required to ensure the information being disseminated to
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