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POSITION: Finance Technician Level 3 (Payroll Customer Support) DBM (PAY GRADE): B22
DEPARTMENT/SCHOOL: Payroll Office ADDRESS: 75 Calhoun Street, Charleston, SC 29401
REPORTS TO (TITLE): Payroll Operations Officer ANNUAL WORKDAYS: 240 Day

POSITION CATEGORY: Classified Hourly FLSA STATUS: Non-Exempt

POSITION SUMMARY:

The Finance Technician Level 3 (Payroll Customer Support) serves as the first point of contact for payroll related inquiries, providing timely, accurate,
and professional support to employees, supervisors, and internal departments. This role manages incoming requests through a centralized ticketing
system, ensuring inquiries are tracked, prioritized, and resolved efficiently in accordance with payroll policies, procedures, and regulatory
requirements.

The position plays a critical role in enhancing customer service, improving response times, and supporting payroll operations through effective issue
triage and resolution.

MINIMUM REQUIRED QUALIFICATIONS:
EDUCATION: Other

WORK EXPERIENCE & SKILLS:

1. Two (2)+ years of payroll, accounting, finance, benefits administration, or a related field experience; and
2. Two (2)+ years of payroll, Human Resources (HR), or customer service experience.

Demonstrate a high level of customer service skills. Strong analytical and problem solving skills with the ability to identify and
resolve discrepancies. Strong attention to detail and commitment to data accuracy. Experience with Microsoft Office Suite.
Strong organizational and documentation skills. Ability to manage multiple priorities and meet deadlines. Ability to work
independently and exercise sound judgment. Ability to maintain confidentiality of sensitive payroll and financial information.

CERTIFICATION/ENDORSEMENT/LICENSING:

PRIMARY POSITION RESPONSIBILITIES: (15 MAX)

Customer Support & Inquiry Management:

« Serve as the primary contact of payroll related questions (pay, deductions, direct deposit, tax forms, etc.);
« Provide clear, accurate, and professional responses to employees and departments; and

« Support walk-ins, phone calls, and email inquiries while ensuring consistent service delivery.

Ticketing System Management:

« Manage all payroll inquiries through a centralized ticketing system;

« Create, assign, track, and resolve tickets within established service level expectations;

« Categorize and prioritize tickets based on urgency and impact (e.g., pay-impacting issues vs. general inquiries);
« Monitor ticket queues to ensure timely follow-up resolution;

« Escalate complex or sensitive issues to the appropriate team; and

» Maintain detailed documentation of all ticket activity, actions taken, and resolutions.

Issue Triage & Escalation:

« Analyze incoming requests to determine appropriate handling or escalation path;
 Route tickets to appropriate functional areas; and

« Follow up on escalated items to ensure resolution and closure.
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PRIMARY POSITION RESPONSIBILITIES (15 MAX), CONTINUED:

Reporting & Continuous Improvement:

* Generate and analyze ticketing system reports (volume, trends, response times, common issues);
« Identify recurring issues and recommend process improvements or training opportunities; and

« Assist in developing FAQ's and communication materials to reduce inquiry volume.

PREFERRED QUALIFICATIONS & OTHER SKILLS:

SECONDARY POSITION RESPONSIBILITIES:

SUPERVISION RESPONSIBILITY (IF APPLICABLE):

0 0
Direct Reports: # of Classified Hourly # of Administrators or Teachers

PHYSICAL/MENTAL REQUIREMENTS:

Reasonable accommodations may be made to enable individuals with disabilities to perform the essential functions. The employee will
occasionally lift and/or move up to 25 pounds such as boxes of materials. The employee will sometimes push/pull items such as furniture or
boxes of materials. While performing the duties of this job, the employee is regularly required to sit, stand, walk, talk, listen and/or reach with
hands and arms. Specific vision abilities required by this job include close vision and distance vision.

This also includes the capacity to understand, remember, and carry out job-related instructions; maintain attention and concentration sufficient to
complete assigned tasks; exercise sound judgment; manage multiple priorities; and respond appropriately to changing work demands. The
position requires the ability to communicate effectively, solve problems, and interact professionally with students, staff, administrators, and the
public in a variety of settings, including situations that may involve time-sensitive deadlines or heightened levels of activity.

NOTE: The above is intended to describe the general content of and requirements for the performance of this job. It is not to be
construed as an exhaustive statement of essential functions, responsibilities, or requirements. This job description must not be
misconstrued as a promise of employment, nor deemed as an employment contract.

lAPPROVED BY AND REVISED DATE: | Margaret Raysor, Director of Payroll, 5/4/2026
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