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Status:  Non-exempt

Resource Specialist
Definition

Performs varied professional tasks designed to link people with resources to meet their needs. These activities include providing quality internal and external customer service. Answering and routing calls, scheduling and conducting appointments to provide information about human services. Assisting with accessing services when necessary and advocating for older adults and people with disabilities. Maintaining electronic records. 
Essential Duties
 (The following are intended to illustrate typical duties; they are not meant to be all inclusive or restrictive.)

1. Supports Agency’s mission and philosophy and fully participates in Agency’s goals and objectives.
2. Researches, defines, and identifies resources that support people with disabilities and older adults in the community. 

3. Conducts information and assistance activities and appointments designed to link people with the services they need.
4. Provides appropriate intervention for urgent/crisis/suicide calls following policies and procedures.
5. Participates in team rotation to manage a large volume of inbound and outbound calls in a timely manner while providing quality customer service. Provides appropriate assistance by actively listening, asking for clarification as needed and directing callers to the appropriate MAS and/or community resource(s). Schedules appointments in Outlook calendars, mails information as needed. 
6. Assesses client needs and makes referrals, provides direct assistance and advocacy for clients. Provides follow-up activities to assure clients are receiving appropriate services.

7. Co-maintains comprehensive resource information, computer database documentation and resource files. May develop or assist in developing systems for storing and retrieving information.
8. Maintains case notes and program records; compiles, summarizes, and arranges data and materials for reports. Completes all documentation accurately and in a timely manner.
9. Participates in community relations and other outreach activities, which may include the following: Presenting information to individuals, groups, and organizations. Establishing and maintaining productive working relationships with individuals, organizations, and groups. Attending or conducting meetings which support achievement of the program’s mission and objectives. Representing the program or Agency on committees, task forces, etc.
10. Practices positive teamwork (i.e., practices collaboration and open communication; embraces diversity; is open to change and continuous improvement; encourages and empowers others to achieve).

11. Performs related duties as assigned.
Supervision Received
Works under the general direction of the Resource Specialist Supervisor and Customer Service Manager as a member of an integrated team.
Supervision Exercised
May act as a team leader for special projects, which may include paid and volunteer workers.
Working Relationships
The work entails interacting with varied Missoula Aging Services staff as well as diverse older adults; people with disabilities of any age; representatives for consumers, others within the Montana human services networks, staff of community agencies, varied human service, medical, legal, and other professionals as well as other members of the general public. Work is performed in a team environment. 
Working Conditions
The work is performed primarily in an office setting. The work requires occasional off-site travel to local community partner locations within Missoula County. Occasional in-state travel is required. Use of a personal vehicle required. Must possess a valid driver’s license and maintain vehicle insurance as required by MT law.
Physical Demands

The physical demands described here are representative of those that must be met by an employee to successfully perform the essential functions of this job. They are typical and not necessarily absolute. 

While performing the duties of this job, the employee is regularly required to use hands to finger, handle, or feel; reach with hands and arms and talk or hear. The employee is frequently required to stand, walk, sit, and climb or balance. The employee must occasionally lift and/or move up to twenty-five pounds. Specific vision abilities required by this job include close vision, peripheral vision, depth perception and ability to adjust focus.

Qualifications
Knowledge: Working knowledge of customer service practices and principles. Knowledge of disability rights and the Americans with Disabilities Act. Knowledge of service coordination and community resources for persons with disabilities and aging support services, including SSI/SSDI, Medicare/Medicaid, housing subsidy programs, energy assistance, food stamps and other relevant benefits programs. Working knowledge of professional information and referral principles and practices. General knowledge of the social dynamics of disability and aging. Working knowledge of human service resources within Missoula County. General knowledge of the Inform USA standards (formerly AIRS). General knowledge of skills training components related to independent living.
Skill: Considerable skill in providing excellent customer service. Considerable skill in conducting assessments to provide information and assistance. Above-average skill in organizing information and things. Considerable skill in oral communication and public speaking. Average skill in written communication. Demonstrated analytical thinking skills. Demonstrated organizational skills. Average skill in the operation of a personal computer and common computer applications including Microsoft Office Suite. Average skill in operating multi-user phone system and basic office equipment (fax machine, printer, etc.). Considerable skill in establishing and maintaining effective working relationships with diverse individuals, groups, and organizations. Considerable skill in networking and liaison activities. Average skill in scheduling, assigning, and monitoring work. Proven skill in simple to moderately difficult negotiations. Above-average conflict management skill.

Ability:  Ability to successfully attain Montana certifications in the following areas: Reverse Annuity Mortgage, Information and Assistance, and the State Health Insurance Program counseling. Ability to work within a team based, cross functional environment. Ability to successfully interact with a wide range of individuals and organizations of diverse backgrounds and viewpoints. Ability to work independently. Ability to travel for work-related purposes when necessary. 

Education and Experience: The preferred knowledge, skills and abilities described above are typically acquired through the completion of a relevant bachelor’s degree (e.g., human services, social work, psychology, nursing, gerontology) and two (2) years of relevant experience OR a suitable combination of education and experience. Volunteer work may be considered in evaluating work experience. Experience working independent of direct supervision and in the community. Experience working with plans, policies, and procedures of an organization; following regulations of local, state, and federal agencies.

Competency
Professionalism: Approaches others in a tactful manner; reacts well under pressure; treats others with respect and consideration regardless of their status or position; accepts responsibility for own actions; follows through on commitments.

Quality: Demonstrates accuracy and thoroughness; Looks for ways to improve and promote quality; applies feedback to improve performance; monitors own work to ensure quality.

Quantity: Meets productivity standards; completes work in a timely manner; works productively and efficiently. 
Safety and Security: Observes safety and security procedures; applies appropriate actions utilizing guidelines; reports potentially unsafe conditions; uses equipment and materials properly.

PERSONAL ATTRIBUTES

It is essential for this position to be open-minded and flexible regarding the work to be performed. This position will require a great amount of self-motivation, self-direction, and discipline. Must be able to work and perform under moderate to high pressure. A high level of organizational skill is necessary in receiving and prioritizing clients. Must be willing to assist other co-workers as needed. Teamwork and flexibility are essential to this position and to the Agency.

It is essential that the person in this position understands the policies and procedures as set out by management, and work as a team member for the good of the company. This position will be cross trained in other areas of the support staff duties. 

I understand that this job description is presented as a matter of information only and nothing contained in this job description shall be construed as an agreement or contract of employment between Missoula Aging Services and the employee. 

I acknowledge receipt of job description and have read and understand the duties outlined above.

Employee Signature: _______________________________ Date: ______________

Supervisor Signature: ________________________________ Date: ______________

Program Director Signature: ___________________________ Date: ______________

HR Director Signature: _______________________________ Date: ______________
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