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Job Description
JOB TITLE:


Outreach Specialist
DEPARTMENT:

Homeless Call Center
REPORTS TO:

Program Supervisor
FLSA STATUS:

Exempt

PREPARED BY:

Chief Program Officer
DATE PREPARED:

July 19, 2021
APPROVED BY:

Executive Director/CEO
DATE APPROVED:

July 19, 2021
SUMMARY:

The Placement Coordinator/Hotline Operator of Housing Problem Solving and Call Center has the unique opportunity to reimagine a centralized call center for families and individuals at imminent risk of homelessness using a problem solving approach that assists individuals and households to use their strengths, support networks and community resources to find housing or stabilize their current housing. 

The Homeless Services Call Center is in full operation 7 days/week, 10 hour/day.  The Program Supervisor will oversee the training CalWorks Paid Work Experience program participants to respond to the calls and direct to problem-solving staff who will conduct deeper assessments on strengths and needed supports to prevent losing housing or quickly secure housing without diverted to shelter beds. Secondary goal is to mentor PWEX participants to explore long-term employment in nonprofit agencies.  The goal of this program is to develop a transparent homelessness response system that brings the entire community together to attack homelessness in our community.

Under the supervision and direction of the Program Supervisor, the Outreach Specialist will identify, assess and refer homeless individuals in Santa Clara County to appropriate programs and services. The team will address a person’s mental health, substance use disorder and/or medical needs by building trust with the individual or family and identify opportunities through which services can be provided. The team’s responsibility is to build some level of rapport with the individuals over a period of time, help the individuals seek services that, at a minimum, would address their basic needs.  
ESSENTIAL DUTIES AND RESPONSIBILITIES:   

· Conduct street outreach to areas frequented by street youth, adults and families, including high priority encampments

· Respond to calls from the Office of Supportive Housing (OSH) in advance of clean-up activities and/or in response to community concerns.

· Utilize motivational interviewing skills to build trust and engagement with individual or family 

· Coordinate connections to temporary and emergency housing through Here4You hotline

· Provide clients linkages to mental health and substance abuse services when applicable
· Conduct VI-SPDATS intakes and assessments in accordance with the current HMIS standards in the County

· Document activities and client services per agency protocols and adhere to HMIS standards
· Develop a robust knowledge of community resources

· Coordinate services with county-wide community based agencies serving the unhoused population.

· Identifying, encouraging and helping clients connect to social support networks

· Will support hotline call center team when needed based on program supervisor needs

· Assist clients with transportation needs when directed by program supervisor 

· Will be responsible in enrolling clients into the Here4You program and send appropriate referrals to shelter if needed

· Will support with other duties tasked by program supervisor as needed. 

SUPERVISORY RESPONSIBILITIES:    


There is no supervisory responsibilities for this position.
QUALIFICATIONS:


To perform this job successfully, an individual must be able to perform all essential duties and responsibilities satisfactorily.   The requirements listed below are representative of the knowledge, skill, and/or ability required. Reasonable accommodations will be made to enable individuals with disabilities to perform the essential functions.

EDUCATION AND/OR EXPERIENCE:
    




High School diploma or equivalent.  Knowledge of homelessness, lived experience or education and experience related to Social Services field.    Ability to work independently, utilize data base for all data entry and demonstrate non judgment and empathy to all callers.
LANGUAGE SKILLS:
                    




Ability to read and interpret documents such as safety rules, operating and maintenance instructions, and procedure manuals.  Ability to write reports and correspondence.  Good communication skills required.  Ability to speak effectively before groups of clients or employees of organization.  

CERTIFICATES, LICENSES, REGISTRATIONS:

Driving is a requirement of the job (valid California driver’s license with access to a personal vehicle that can be used for company business and current personal automobile insurance).  Current CPR and First Aid Certification required (or complete within 30 days of hire).  Fingerprinting/background check as required by the Department of Justice and/or Title XXII regulations. TB test required, Required to be fully vaccinated with booster against COVID-19 (if eligible or agree to receive booster at the time of eligibility)
MATHEMATICAL SKILLS:
Ability to work with basic mathematical concepts as required for reporting.  

REASONING ABILITY:
Ability to solve practical problems and deal with a variety of concrete variables in situations where only limited standardization exists. Ability to interpret a variety of instructions furnished in written, oral, diagram, or schedule form.

COMPUTER SKILLS:
To perform this job successfully, an individual should have knowledge of Internet software; Spreadsheet software and Word Processing software.  Internet research skills are a plus. 
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. Reasonable accommodations will be made to enable individuals with disabilities to perform the essential functions.

While performing the duties of this job, the employee is regularly required to sit; stand, use hands to finger, handle, or feel; reach with hands and arms and talk or hear.  The employee is required to stand and walk. The employee must occasionally lift and/or move up to 20 pounds. Specific vision abilities required by this job include close vision, color vision and ability to adjust focus.

WORK ENVIRONMENT: 

The work environment characteristics described here are representative of those an employee encounters while performing the essential functions of this job. Reasonable accommodations will be made to enable individuals with disabilities to perform the essential functions.   The noise level in the work environment is usually moderate.
EEO:


Bill Wilson Center is an Equal Opportunity/Affirmative Action employer.

This position description intends to describe the general nature and level of work being performed by people assigned to this job.  It is not intended to include all duties and responsibilities.  The order in which duties and responsibilities are listed is not significant.  Because of a need to remain responsive to the needs of our clients and our Agency’s operations, responsibilities may be modified at any time.
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