Big Brothers Big Sisters Lone Star
Position Description

Job Title:  


Match Support Specialist 
Department:  


Program Services
Reports To:  


Match Support Coordinator 
Status:
Non-exempt, Full-Time
Initial/Revision Date:  
March 2019
Position Summary

Provide case management and relationship development support to match participants to ensure longer and stronger match relationships.  Conduct match introductions to launch new match relationships.
Essential Functions, Responsibilities, and Activities 
· Maintain an assigned caseload of 95-100 Community Based and/or School Based matches 

· Contact volunteers, parents and children according to agency standards based on length of match, in order to:

· Provide both on-going risk management and support to keep the match going;

· Discuss match activity, personal safety reminders, and goal accomplishments;

· Make assessments and produce comprehensive documentation related to individual training needs, information, and support needs for each match participant

· Share information about agency activities, programs, and opportunities to donate
· Conduct match introductions and match closures according to BBBSA and agency standards

· Re-engage volunteers, children and parents as appropriate after match closure

· Conduct match evaluations/satisfaction surveys and annual outcome evaluations with parent, child and volunteer; input according to BBBSA and Case Management Manual
· Write and input comprehensive assessment notes within agency database regarding case management discussions according to BBBSA and agency timeframes and standards for every touch point with a match participant. 
· Attend match activities as assigned, seeking opportunities to make meaningful in-person contacts with matches

· Become familiar with community resources for client information/referral and sharing knowledge and information with staff members as appropriate

· Attend and participate in all team, staff and program meetings

· Participate in monthly supervisor meeting to share pertinent information and escalate issues as they arise
· Assist with agency special events as requested

· Other duties as assigned by direct supervisor
Education, Experience, and Other Requirements 
· Bachelor’s degree required, preferably in a social or human science, such as social work, sociology or psychology

· One year experience in a non-clinical case management environment preferred and within a role that required a heavy volume of phone work for extended periods of time
· Intermediate proficiency with Microsoft Word, Outlook and Excel and keyboard skills of at least 45 words per minute error free
· Prior experience working with a database helpful
· Availability and flexibility to work weekday evenings and weekends on a regular basis, as well as travel to varying local venues
· Flexibility to work with diverse populations
· Bilingual English/Spanish fluency helpful, but not required
· American Sign Language skills helpful, but not required
Position Competencies 
Customer Focus (internal and external stakeholders)

· Displays courtesy and sensitivity

· Manages difficult or emotional customer situations

· Responds promptly to customer needs

· Solicits and acts on customer feedback to improve service experience

Business Ethics and Values                    
· Keeps commitments

· Inspires the trust of others

· Upholds organizational values

· Respects the nature of and safeguards confidential data

· Honors Code(s) of Ethics as dictated by professional designation (as applicable) 

Quality










· Demonstrates accuracy and thoroughness

· Displays commitment to excellence

· Looks for ways to improve and promote quality; researches and implements best practices
Communication (oral and written)

· Adapts content and delivery style to the situation and audience

· Exhibits active listening and comprehension

· Keeps others adequately informed

· Solicits customer input to improve or enhance overall experience

Self-Management
· Regulates impact of own emotions upon others

· Remains focused and energized under stress

· Accepts coaching and recovers quickly from setbacks

· Projects realistic self-confidence in abilities

· Engages in continuous personal learning

Planning & Organization 

· Prioritizes and plans work activities based on goals and objectives

· Uses time efficiently, works in an organized manner

· Plans for additional resources

· Integrates changes smoothly

· Exhibits critical thinking skills

Achievement Focus  

· Sets and achieves challenging goals

· Demonstrates persistence and overcomes obstacles

· Recognizes and acts on opportunities

· Takes calculated risks to accomplish goals

Essential Physical Functions 
Primarily a sedentary position and may require walking and standing on a level surface for periodic intervals throughout the day. 

Light lifting, not to exceed 20 pounds, may occur from time to time.

Manual dexterity used in assembly of materials. 

Equipment Used 
Single phone handset/cell phone
Personal computer/laptop
Photocopier/scanner
Disclaimer:  Although the Agency has attempted to accurately and thoroughly describe this position, the Agency reserves the right to change the same, including changing, adding to or subtracting from the duties outlined, within the sole discretion of the Agency, at any time, with or without advance notice.  This job description in no way implies that these are the only duties, including essential duties, to be performed by the employee occupying this position.  This job description is not an employment contract, implied or otherwise.  The employment relationship remains “at-will.”  The aforementioned job requirements are subject to change to reasonably accommodate qualified individuals with disabilities.  BBBS Lone Star adheres to a smoke-free work environment.
______________________________                      _________________

Employee Signature




Date

(Signature indicates that document was reviewed with the employee.)

