UNITED WAY

()
Y St. Croix and

</

» Red Cedar Valleys

POSITION DESCRIPTION
UNITED WAY ST. CROIX and RED CEDAR VALLEYS

Job Title: 211 Program Director

Reports to: Executive Director

Supervises: 2 part time staff

Status: Full-time, 1.0 FTE, exempt, $50,000-$55,000/year

Benefits: PTO, 9 paid Holidays, 2 paid Floating Holidays, Health Care Stipend, Remote work options
Location/Schedule: Hybrid, Offices located in Hudson and Menomonie, WI, 40 hours per week,
Monday- Friday 8:30am-4:30pm (limited availability evenings/weekends to attend community events

or provide afterhours support for area Disaster Activation)

Overview

The 211 Program Director leads and manages the operation and promotion of 211 UW Valleys for a six-
county region (Burnett, Dunn, Pepin, Pierce, Polk, and St. Croix) through United Way’s 211 Call Center
located in Hudson, WI. The 211 Program Director is responsible for providing day-to-day guidance and
support to 211 staff (Community Resource Specialists) and interns; ensuring high- quality delivery of
confidential health, social service, and information and referral assistance, Mental Health and
Addiction Recovery resources to the public -locally and statewide through the 211 Call Center.

Key responsibilities of the 211 UW Valleys Call Center include answering calls, texts, chats, and emails
to assist individuals and professionals in accessing and navigating community resources through the
211 call center. The flow of the day is dependent on the number of inquiries for information and
referral. CRS should be comfortable with prioritizing tasks between inquiries, such as completing
database record management, follow ups, or other supportive tasks. This position works at a local call
center that is part of a Statewide Network of 6 Call Centers that support the entire state of Wisconsin.
Each CRS is trained to meet State and National standards. (Inform USA).

There are 2 main aspects to the role: Resource Connecting and Resource Procurement.

Call Center Responsibilities

e Manage 211 program daily operations by providing leadership and strategic direction - focused on
high-quality customer service.

e Provide day-to-day oversight of all 211 UW Valleys Call Center activities, including Quality

Assurance checks, scheduling, invoicing, and problem solving for technical issues.
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e Recruit, train, and manage 211 staff, interns, and volunteers as needed.

e Develop and maintain policies and procedures for 211 UW Valleys

e Provide regularly scheduled call center shift coverage (reqular call handling shifts, as well as
coverage of staff breaks, PTO and unexpected staff absence)

e Serve on and attend (7) monthly network meetings: 211 WI Operations Council, Directors Round
Table, Resource Managers Committee, WAHRs Resource Committee, Partnerships Committee,
Call Handing Committee, and Grants Committee

e Serve as 211 UW Valleys lead responder if we are activated by local, regional, or state Emergency
Management

¢ Manage agreements and contracts, including after-hours provider contract, MOUs, and Dunn,

Pepin, St. Croix, Pierce, Polk and Burnett Emergency Management agreements

Resource Database Responsibilities
e Oversee the maintenance of community resource database, ensuring that resources are updated

annually in accordance with Inform USA standards and 211 WI annual Scope of Work

Community Engagement

e Increase community awareness of 211 UW Valleys by attending community events and ensuring
211 UW Valleys marketing materials are strategically shared in all communities. Perform
presentations in person or virtually with agency partners.

e Remain informed on broad social issues and changes that impact human services in Wisconsin

Operational

e Manage all components of the Provider Agreement

e Compile and submit monthly invoices or grant billable expenses through 211 Wi

e Monitor progress and adherence to statewide grant-funded projects and initiatives

e Ensure that 211 UW Valleys meets certification standards Inform USA and other 211 regulatory
organizations

e Provide call data to community partners, including Healthier Together and Polk United

Community Impact
e Provide oversight and management of Untied Way St. Croix and Red Cedar Valley’s John Coughlin

Hope Fund, including working directly with JCHF applicants in the approval and facilitation of
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payments

Other
o Work as a team player, keeping Executive Director and UW Valleys staff well-informed about 211
and community engagement activities, along with JCHF.

e Attend United Way SCV staff meetings and collaborate on projects as they emerge

Education Requirements
e Associate or bachelor's degree in social work, public health, human services, or healthcare-related

field desired

Skills and Qualifications

e Leadership skills to effectively manage people, program results, and projects

e High level of compassion, enthusiasm, and dedication to serving others

e Strong communication ability, including public speaking, interpersonal communication, and
listening skills

e Strong attention to detail; Ability to analyze data, reports, and information

e Ability to work independently and as a team player

o Flexibility, and ability to think strategically, create a vision, set goals and actions plans that
respond to a rapidly- changing work environment

o Ability to manage multiple tasks, learn quickly, prioritize work, and provide follow-through to

complete tasks in a timely manner

Working Environment

The majority of work is performed at a desk, requiring regular use of a computer and peripherals.
There may be occasional exposure to repetitive tasks associated with computer work. Local travel will
be conducted using the employee’s vehicle, with travel expenses reimbursed. Employees will also

utilize UW Valleys provided equipment; such as computers, headsets, and additional monitors.

Location and Time Requirements
Work hours, established collaboratively by the applicant and supervisor, typically range from 830 AM
to 4:30 PM, Monday to Friday. The position allows for a combination of in-office and remote work, with

a minimum requirement of in person time established at the time of hiring.
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About United Way St. Croix & Red Cedar Valleys

Our Mission: United Way St. Croix & Red Cedar Valleys fights for the health, education, and
financial stability for all people in western Wisconsin. (Burnett, Dunn, Pepin, Pierce, Polk, and St.
Croix Counties)

To Apply

Send a resume, cover letter, and three references to randy.morrissette @uwvalleys.org.
Applications are accepted on an ongoing basis and will be reviewed until the position is filled.
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