On December 16, 2019, the Civil Service Department received a Request for
Extension of Probation from the Energy Resources Department for Brenda
Ramirez, in accordance with Section 41 (2) of the Civil Service Rules and
Regulations and Section 1.01 of the Civil Service Policies and Procedures.
Ms. Ramirez was hired by the Energy Resources Department on August 26, 2019
as a full-time, permanent Customer Service Representative III for the utility billing
call center. Customer Service Representative III positions assigned to the utility
billing call center require the successful completion of an in-house training
program, which includes a 6-week classroom training, as well as practical call
center shadowing and on-the-job training, prior to passing the probationary period.
Ms. Ramirez's probationary period is scheduled to conclude on February 26, 2020.
However, the Department recently identified operational issues that impacted the
accuracy of the classroom training given to Ms. Ramirez. Specifically, the
department was made aware that incorrect information and expectations were
communicated to Ms. Ramirez during the course of the classroom training. In order
to ensure that Ms. Ramirez receives the necessary training, and that the Division
has an opportunity to re-evaluate her performance, the Department is requesting
a two-month extension to her probationary period. Ms. Ramirez is currently
undergoing retraining, and it is expected that a two month extension will provide
sufficient time to conclude the retraining and subsequently evaluate Ms. Ramirez's
performance. The department also advised that it does not anticipate having to
request extensions of probation for future Customer Service Representatives
assigned to the utility billing call center, as operational issues specific to the current
circumstance were what prompted the extension request.
Brenda Ramirez and Energy Resources Personnel staff have been notified that
this request will be placed on the January 8, 2020 Commission agenda.
Civil Service staff recommends the approval of the request to extend Ms.
Ramirez's probationary period.
Representatives from the Energy Resources Department are present at today’s
Civil Service Commission meeting to answer any questions.

B1 - Skill Acquisition 1) An instance where the probationary training program was insufficient because of lack of work, materials or other
unforeseen physical limitation(s) of the job itself (not the employee)

