Exhibit A - 3 

Job Description 

ServiceLink Resource Center 

Manager

Title:

ServiceLink Resource Center Manager

Basic Purpose:
The ServiceLink Resource Center Manager is responsible for overall site operations and team process management, including performance measurement, management of subcontracts, public education, public awareness, community and provider relations, program review and quality oversight and is accountable to the Board of Directors or Advisory Board and the designated agent of the fiscal agent.

Accountabilities:

1. Establishes, with the program Advisory Board, short and long-term goals to achieve mission.

2. Plans, organizes, staffs, directs and evaluates program operations activities to meet goals.

3. Works with the Division of Elderly and Adult Services (DEAS) staff and the Pilot Implementation team and recommend policies to the program Advisory Board and the Pilot Implementation team. 

4. Manages a team process within the resource center and foster a cooperative working environment between resource center staff, on site team members and designated community long-term care providers.

5. Hires, trains and supervises office staff and volunteers.

6. Maintains a climate that attracts, keeps and motivates qualified professionals and volunteers.

7. Manages fiscal operations including budget development and authorization of expenditures according to the contracted budget agreement with BEAS and the board of Directors or Fiscal agency.  Monitors the program’s financial health and make appropriate recommendations to the program Advisory Board and Pilot team.
8. Assists with the development, direction and evaluation of fund-raising activities including:  membership acquisition, corporate support, special events, grants and contracts.

9. Develops, directs and implements public relations and communications strategies to support increased public awareness.

10. Networks with community groups to strengthen and expand the coalition (faith communities, ethnic/cultural groups, health and human service providers, business, education and neighborhood groups). 

11. Monitors trends, legislation, and regulations that are relevant to the program’s mission and makes program recommendations to the Board.

Education: 

Masters degree preferred in Social Work, Public Administration, Human Services or related human service field.  Bachelors Degree accepted with a minimum of five years experience managing a non-profit agency.  

Experience:  

Experience managing a non-profit agency including budget management, marketing and community relations.  Experience working with older adults, individuals with disabilities, volunteers; and organizational management, team development and supervisory experience; or any combination of experience/training which provides the following knowledge, abilities and skills: 

Skills:

· Ability to translate broad goals into achievable steps;

· Ability to foster a team process encompassing resource center staff and designated members from outside agencies;

· Ability to develop and oversee financial functions of center;

· Ability to plan, organize, direct and evaluate the work of others (including hiring and supervising office staff);

· Knowledge of principles and practices of financial management and bookkeeping;

· Ability to communicate well orally and in writing;

· Ability to collaborate among all community groups.

· Good interpersonal skills, openness and flexibility in working with diverse groups, enthusiasm for working collaboratively on community issues. 

Other Requirements:  

Must be able to answer a telephone and perform light work that includes walking or operating simple computer and office equipment for extended periods of time – as well as occasional strenuous activity like reaching or bending. 

Maintain a valid driver’s license, good driving record and access to a fully insured car. 

Maintain appearance appropriate to assigned duties and responsibilities as determined by the agency appointing authority.

 This is a full time position that may include evenings and some weekends.  
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Job Description

ServiceLink Resource Center 

Long Term Support Counselor



Title:
Long Term Support Counselor 

Basic Purpose:

The Long Term Support Counselor, under the direction of the ServiceLink Resource Center Manager, provides needs assessments, counseling and referrals, preliminary care planning and short term tracking for persons in need of Long Term Supports.

Accountabilities:

1. Performs comprehensive needs assessments, including mental, physical, functional, and environmental to determine appropriate referrals.

2. Develops preliminary care planning, conducts research and provides limited follow-up.

3. Responsible for team coordination of referrals within ServiceLink Resource Center.

4. Provides site visits to select persons in hospitals, rehab facilities, or nursing homes, or at home

5. Conducts team meetings with appropriate staff from the ServiceLink Resource Center, New Hampshire Department of Health and Human Services (DHHS) District Office, private Home and Community Based Care case managers, and other human service providers as necessary

6. Assists with/provides periodic public education sessions.

7. Attends monthly meetings with state agency staff.

8. Provides telephone, walk-in or email intake as needed.

Education:  

Master’s degree preferred from a recognized college or university with major study in social work, education, human services, sociology, cultural anthropology, or behavioral science. Bachelor’s degree accepted with a minimum of three years social work experience.  Trained within one year of hire in Health Insurance Counseling, Education Assistance Services (HICEAS).  

Experience:  

Minimum of three years social work experience, preferably in the areas of aging, disabilities, community health, nursing home or hospital discharge planning.  Experience working with older adults and or adults with disabilities preferred.  Experience can be waived with a Masters degree.

Skills: 

· Knowledge of the principles and methods of social work and availability and use of community resources;

· Knowledge of psychological and environmental problems arising in connection with casework;

· Ability to exercise good judgment in evaluating situations and in making decisions;

· Ability to write case histories and related reports;

· Ability to communicate effectively, summarize data, prepare reports and make recommendations based on findings which contribute to solving problems and achieving work objectives;

· Ability to establish and maintain effective working relationships with representatives of other social agencies, institution officials, the public and clients.  

Other Requirements:  

Must be able to answer a telephone and perform light work that includes walking or operating simple computer and office equipment for extended periods of time – as well as occasional strenuous activity like reaching or bending

Maintain a valid driver’s license, good driving record and access to a fully insured car. 

Maintain appearance appropriate to assigned duties and responsibilities as determined by the agency appointing authority.

This is a full time position that may include evenings and some weekends.  
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Job Description

ServiceLink Resource Center

 Referral Specialist  


Title:

Referral Specialist

Basic Purpose:

The Referral Specialist assists with program operations under the direction of the ServiceLink Resource Center Manager.

Accountabilities:

1. Assists with program operations as requested by the ServiceLink Resource Center Manager.

2. Provides first contact with consumers and team members through phone, email or walk-in contacts.

3. Provide information and referrals.

4. Work in collaboration with BEAS staff to keep database of resources up to date.

5. Maintains accurate client contact records and assists in the production of data and management reports.

6. Manages satisfaction surveys and compiles quarterly reports. 

7. Refers consumers to appropriate staff and/or agencies for assistance filling out applications when appropriate, i.e. tax relief, electric bill assistance, housing applications, and NH Family Caregivers Grant.

8. Keeps NH Family Caregivers Library up to date and records borrowings.

9. Assists consumers with Medicare Learning Center computers.

Education:


Associate degree or equivalent experience.  

Alliance of Information Referral Specialist (AIRS) certification within one year of hire.  Trained within 6 months of hire in Health Insurance Counseling, Education Assistance Services (HICEAS).  

Experience:


Some experience in customer relations, call management, information and referral or related field that includes phone skills and preliminary assessment and triage ability of contacts. Experience working with older adults and/or adults with disabilities. Working knowledge of human service delivery system.

Skills:


· Sufficient administrative, public relations and computer skills to manage an electronic client tracking and data resource system;

· Knowledge and/or experience with information and referral taxonomy a plus;

· Good interpersonal and computer skills, openness and flexibility in working with diverse groups, and enthusiasm for working collaboratively and with a team.


.


Other Requirements:

Must be able to answer telephone and perform light work that includes walking or operating computer and office equipment for extended periods of time – as well as occasional strenuous activity like reaching or bending.

Maintain appearance appropriate to assigned duties and responsibilities as determined by the agency appointing authority.

This is a full time position.
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