
[image: image1.png]EST. 1982

MISSOULA agzng SERVICES
WE'RE PROUD of OUR YEARS





Status: Non-Exempt
Client Support Specialist
Definition

The Client Support Specialist (CSS) enhances the quality of life for people living in the community by providing support in the home, social interaction, reduced sense of isolation, mental stimulation through conversation, and access to local and regional supportive services. This position supports individuals to maintain feelings of independence and self-worth and increase their social contacts and connections in the community.
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, including, but not limited to, being available to work occasional evening and/or weekend events. 

2. Schedules home visits directly with clients and maintains own schedule and calendar. Is responsible for re-scheduling home visits as needed due to illness or cancellation. Attend all scheduled appointments with clients.
3. Follows the plan-of-care as determined by the client intake and assessment, the client, and their family. Is present and attentive to the client’s needs.
4. Maintains clear communication with the client and their support networks, including but not limited to maintaining a timely schedule, notifying clients of absence or late arrival and rescheduling appointments due to absence.
5. Is responsive and follows protocols in case of an emergency.
6. Provides round trip, door through door, transportation to medical appointments for clients. May include assisting client in and out of vehicle. May include attending medical appointments, taking notes, and following up with family members and/or care team. 
7. Run errands including but not limited to assistance with online grocery purchases and pick up, trips to the pharmacy, post office, or to the client’s bank. 
8. Provides light housekeeping, cooking, meal prep, laundry, helps with planning, scheduling, and keeping appointments, encourages exercise and planning social activities, assists with paperwork to access supportive services and provide respite for Family Caregivers. 
9. Provides correspondence assistance. Assists clients in opening and organizing mail, making phone calls, sending emails, and organizing paperwork. May involve walking to client’s mailbox to collect mail.
10. Consults with the In-Home Services Supervisor to address concerns about clients’ health, nutrition, and well-being, including communication when there are changes in client’s needs or circumstances.
11. Provide prompting/cueing/stand-by assistance for personal care needs such as eating, bathing, dressing, and grooming.
12. Provides respite for Family Caregivers. 

13. Records all client activities and documents interactions, including support and services provided, in the MAS database. Adheres to MAS policies and procedures, including privacy compliance, by safeguarding the identity, confidentiality, and privacy of clients and their representatives. Ensures the confidentiality of client records.
14. Maintains a respectful and supportive working relationship with clients, family caregivers and associates, vendors, and other MAS staff.

15. Maintains professional boundaries with the client and follows established protocols for services provided in adherence to MAS policies and procedures.
16. Participates in team meetings to plan and facilitate the exchange of information, assists to identify problems and find workable solutions while remaining in compliance with MAS policies and procedures.
17. Practices positive teamwork (i.e. practices collaboration and open communication; embraces perspectives and talents of all people; is open to change and continuous improvement; encourages and empowers others to achieve.)
18. Perform related duties as assigned.
Supervision Received
Works under the direction of the In-Home Services Supervisor. 
Supervision Exercised

None
Working Relationships

The work entails interacting with Missoula Aging Services staff as well as outside agencies providing support services to our clients (ex: Hospice, home health agencies, durable medical equipment providers, etc.). Maintaining a professional working relationship with all staff within Missoula Aging Services and with any partners in the community is expected. It is critical to maintain a highly professional working relationship with clients and their families as well as any outside agency providing care to the client. 

Working Conditions
Work is conducted primarily in the client residence and occasional office setting and movement throughout the Agency. Involves moderate travel for client visits, escorts, and running errands. Use of a personal vehicle is required. Employees must maintain a valid MT driver’s license and vehicle insurance as required by Montana law. Employees will be providing one-on-one support to individual clients.
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. Requires significant physical effort, moving between 25 and 60 pounds on a frequent basis (between 45% and 70% of the time).

While performing the duties of this job, the employee is intermittently (less than 15% of the time) required to walk, stand, bend, or stoop, kneel or squat, lift or carry 5 to 25 pounds, and distinguish colors. The employee is intermittently exposed to driving on streets. The employee is required to frequently (45% to 70% of the time) use repetitive movement, hear normal conversations, and speak. The employee continuously (over 70% of the time) works alone. 
Requires moderate attention to detail or deadlines on a frequent basis (between 45% and 70% of the time). Work requires exposure to multiple disagreeable elements, none of which are of greater than moderate intensity, on an occasional basis (between 15% and 45% of the time).

Qualifications
Knowledge: Working knowledge of principles and practices of in-home care. Practical knowledge in the use and application of Instrumental Activities of Daily Living (IADL). Knowledge of personal care or companion care procedures. Knowledge of protocols of in-home care assistance in ADL’s including personal hygiene, stand-by assistance/prompting/cueing of personal care tasks, meal preparation, etc. Knowledge of on-line ordering processes, including order input, tracking, order discrepancies and delivery/pick up. Working knowledge and understanding of aging issues and trends. Knowledge of working with older adults experiencing cognitive impairment and memory issues. General knowledge of principles and processes for providing customer service including techniques for handling difficult customers, active listening and assessing customer satisfaction.

Skill: Proven skill in organizing people and things. Considerable skill in working with diverse groups and individuals. Considerable skill in communicating in a respectful manner that recognizes and maintains the dignity of clients and their families. Considerable skill in oral communication. Average skill in written communication. Above-average conflict management skills. Average skill in the use of personal computer and Microsoft Office Suite and related software programs. Average skill in scheduling and organizing daily appointments.
Ability: 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 with service agency staff, family members and other individuals involved in the client’s care. Ability to maintain professional boundaries with clients and families and other agencies providing services. Considerable skill in interpersonal relations, including written and oral communication. Ability to provide medication reminders, correspondence assistance, and transportation. Ability to communicate client activity and daily care in database to ensure continuity of care and to keep client and family informed. 
Education and Experience: The preferred knowledge, skills and ability described above are typically acquired through two years of formal training beyond high school and three years of related work experience as a Personal Care Assistant, Certified Nursing Assistant, Life Coach or work in the human services field OR a suitable combination of education and work experience. Volunteer work may be considered in evaluating work experience.

Competency
Professionalism: Approaches others in a tactful manner; Reacts well under pressure; Treats others with dignity, respect, and consideration regardless of their status or position; Accepts responsibility for own actions; Follows through 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 timely manner; Strives to increase productivity; Works effectively and efficiently.
Safety and Security: Observes safety and security procedures; Reports potentially unsafe conditions; Uses equipment and materials properly.
Personal Attributes
It is essential for this position to be open-minded and flexible with regard to work to be performed. This position will require a great amount of self-motivation, self-directedness, 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 projects and clients. Ability to work independently and flexibility are essential to this position and to the Agency.

It is essential that the person in this position understand the policies and procedures as set out by management, and work as a team member for the good of the Agency. This position may 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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