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Attachment A 
 
CLIN E102, E202, E302, and E402 

Title Customer Service Specialist 

Duties and 

Responsibilities 
The position is located in the Office of Resources Management within the 

Customer Service Group.  The position is responsible for greeting walk-in 

customers and processing paperwork of winners and non-winners according 

to the law and rules of the DC Lottery.  

The incumbent works under the general supervision of the Chief, Customer 

Service who outlines objectives and available resources.  The position 

discusses timeframes, scope of the assignments, and possible strategies and 

approaches with the supervisor.  The Customer Service Specialist is 

expected to adhere to deadlines for the day-to-day office work and 

independently completes these assignments.  During periods of heavy 

workload and short deadlines, priorities are discussed and established with 

the supervisor. Work is reviewed for accuracy and completeness and for 

compliance with established procedures. 

 

The Customer Service Specialist duties include: 

1. Processes paperwork and ensures compliance of DC Lottery laws 

and rules for winners and non-winners. 

2. Responds to telephone/walk-in inquiries from a variety of sources on 

routine matters; refers more complex matters to the supervisor or 

other staff as appropriate.   

3. Directs callers to the appropriate personnel as well as answer 

questions related to all Lottery products and promotions and the 

rules thereof. 

4. Receives, sorts, logs and distributes incoming mail and attaches 

pertinent background information, reports and other documents as 

necessary.    

5. Uses various software programs and automated systems to prepare a 

variety of documents. 

6. Maintains files and controls documents to ensure that the status of 

assignments is tracked and that work is completed in a timely, 

professional manner. 
Education: Minimum of a high school diploma 

Minimum of 1 year of customer service work in an office environment 
Qualifications: 1. Knowledge of and the skill to use Microsoft Word, Excel and other 

software to prepare documents, input data, compile and generate 

reports, and monitor administrative controls. 

2. Demonstrated knowledge of English grammar, spelling and 

punctuation sufficient to compose routine correspondence. 

3. Strong verbal and written communication skills as well as 

interpersonal skills to maintain a professional, effective relationship 

with co-workers and customers. 
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Attachment B 
 

ATTACHMENT J.4, PRICE SCHEDULE - NTE HOURLY RATES 

 

B.5.1 PRICE SCHEDULE – NTE Hourly Rates – REQUIREMENTS 

 

B.5.1.1 OPTION PERIOD ONE 

CLIN Labor Category 

Est. # of 

Resources 

Est. # of 

Hours 

NTE Hourly 

Rate 

Office of Lottery and Gaming (OLG) 

E102 Customer Service Specialist 1 400 $33.32 

 

B.5.1.1 OPTION PERIOD TWO 

CLIN Labor Category 

Est. # of 

Resources 

Est. # of 

Hours 

NTE Hourly 

Rate 

Office of Lottery and Gaming (OLG) 

E202 Customer Service Specialist 1 2080 $33.99 

 
 

B.5.1.2 OPTION PERIOD THREE 

CLIN Labor Category 

Est. # of 

Resources 

Est. # of 

Hours 

NTE Hourly 

Rate 

Office of Lottery and Gaming (OLG) 

E302 Customer Service Specialist 1 2080 $34.67 

 

 

B.5.1.3 OPTION PERIOD FOUR 

CLIN Labor Category 

Est. # of 

Resources 

Est. # of 

Hours 

NTE Hourly 

Rate 

Office of Lottery and Gaming (OLG) 

E404 Customer Service Specialist 1 2080 $35.36 

 

 




