STATE OF MINNESOTA

DEPARTMENT OF EMPLOYMENT AND ECONOMIC DEVELOPMENT

EMPLOYEE’S NAME:  
AGENCY/DIVISION:  State Services for the Blind




    Workforce Development Unit

CLASSIFICATION  TITLE:   Rehabilitation Counseling Supervisor 2
PREPARED BY:   Pamela A. Brown, PhD

                              Director, Workforce Development

EMPLOYEE’S SIGNATURE/DATE:  

SUPERVISOR’S SIGNATURE/DATE:

________________________________________________________________________________

Position Purpose:  Under the mentorship of the Unit Director, this position supervises the delivery of comprehensive vocational rehabilitation counseling and placement services provided by professional and support staff to specified Workforce Development staff; provides comprehensive vocational rehabilitation services to a small caseload of clients in assigned area; insures fiscal integrity of customer service budgets; directs specified projects/programs within the Workforce Development Unit; represents SSB as a Workforce Center core partner; provides supervisory support to other staff of the Workforce Development Unit as needed.

Reports to:  Director of Workforce Development Unit

Budget:   All Rehabilitation Counseling Supervisors are responsible for coordinating the oversight of a four and a half million dollar annual case services budget of the Workforce Development Unit.   While no one Supervisor has ultimate responsibility for this budget, the ability of the Unit to remain fiscally compliant is dependent upon the collaboration among all Supervisors.  Additionally this position is responsible for all non-personnel expense requests from staff being directly or indirectly supervised.

Supervises:  Under the mentorship of the Unit Director, this position supervises Senior and Career Vocational Rehabilitation Counselors in the Workforce Development Unit as assigned.
Clients:   Blind, visually impaired and Deafblind clients of vocational rehabilitation services, Workforce Development Unit staff, WorkForce Center partners, consumer organizations of the blind, community rehabilitation programs and other private sector service providers; Client Assistance Program (CAP); other SSB programs; employers; medical consultants and other stakeholders in the provision of vocational rehabilitation services to the blind, visually impaired and Deafblind citizens of Minnesota.    

RESPONSIBILITY #1:  Under the mentorship of the Unit Director, administer provision of quality vocational rehabilitation services to conform with laws, rules and policies to insure consistent provision of services to clients and consistent conformance with SSB standards, goals and objectives.

Priority


% of Time


Discretion

     
    A



      15  


       B
TASKS:

1. Manage, maintain and sustain staff knowledge of all SSB policies and procedures as well as knowledge of the Rehabilitation Act and related federal laws.

2. Routinely meet with staff to review, discuss and monitor compliance with case management policies and timelines.

3. Develop relationships with representatives from Client Assistance Project to promote the consistent delivery of services to clients through mutual understanding of philosophical issues and ethical concerns.

4. Assist staff in setting priorities, as needed, to insure timely and consistent services to all clients.

5. Provide ongoing assessment of service provision to determine compliance with principles of informed choice and customer empowerment.  Provide 1:1 training and mentoring as appropriate.

6. Establish and promote standards regarding philosophical and ethical issues as they relate to the provision of vocational rehabilitation services.

7. Meet with each counselor at least twice a year to discuss results of case review process and develop goals for increased compliance with case management policies as needed.

8. Monitor staff compliance with personal goals for increased compliance with case management policies, revising goals and method for achieving those goals as needed.

9. Monitor customer satisfaction survey on a quarterly basis and provide feedback to other Supervisors and Director regarding trends reflected in this information.

10. Based on trends in customer satisfaction survey results, develop opportunities to assist staff in greater comprehension of roles and expectations regarding delivery of services to internal and external clients.

11. Develop and facilitate teambuilding activities among staff both by classification and location as well as between Units to increase customer satisfaction, consistency of service delivery and internal staff morale. 

12. Facilitate discussions between vocational rehabilitation counselors, clients, additional team members and client advocates to resolve differences, develop solutions and implement these solutions toward successful completion of the vocational rehabilitation process.

13. Develop individualized performance goals to improve quality of case services as documented by case review system and/or customer complaints.

14. Monitor quality of customer service provided by all staff and provide training to improve overall quality and technical expertise.

PERFORMANCE INDICATOR:   Review of case management indicators of counselors supervised indicates consistent increase in compliance 

RESPONSIBILITY #2:   Under the mentorship of the Unit Director, manage case service and non-personnel budgets, making adjustments as necessary, so available funds are administered effectively, are used within allowable categories and do not exceed budgeted amounts.

          Priority


% of Time


Discretion

             A



     15



      B
TASKS:

1. Monitor case services budget on a monthly basis in conjunction with other Regional Supervisors to determine whether the Unit remains in fiscal compliance. 

2. Provide additional education and support to counselors, as needed, regarding development, implementation and maintenance of planned services and utilization of federal dollars.
3. In conjunction with the other Regional Supervisors, assist with the development of the annual Unit budget by providing information to Director regarding non-personnel budget needs including rationale for all expenditures.
4. Monitor cost allocation plans of all Workforce Centers in which direct report staff is located, negotiating and/or renegotiating as appropriate.

5. Determine degree of monitoring necessary for each counselor in relation to compliance with federal fiscal policies  and set up reporting system as appropriate to the individual situation.

6. Assure that all services provided to clients are within the guidelines of the state and federal law as well as consistent with SSB's policies, procedures and guidelines. 

7. Monitor budget, including case services dollars, to insure maximum utilization of all budget funds is achieved by the end of the fiscal year.

8. Insure that staff bi-weeklies, expense reports, 739's, annual and sick leave requests are submitted accurately and processed according to Department policy.

9. Approve requests for training and related expenses according to SSB and DEED policy and procedure.

10. Communicate regularly with the Director regarding issues identified, actions taken and outcomes achieved in all matters pertaining to case service budgets and other non-personnel budget items.
PERFORMANCE INDICATOR:   The Workforce Development Unit will operate within budget to the extent controllable circumstances allow.

RESPONSIBILITY #3:  Provide vocational rehabilitation counseling services to a designated caseload of blind, visually impaired or Deafblind clients.
Priority


% of Time


Discretion

   A




15


      A

TASKS:
1.  Provide clients with guidance, counseling, information and referral leading to successful achievement of an employment goal in compliance with Federal Law, State Rule and SSB Policy.

2. Determine eligibility and order of selection in compliance with Federal Law, State Rule and SSB Policy.

3. Complete comprehensive assessment, development and implementation of Individualized Plan for Employment in compliance with Federal Law, State Rule and SSB Policy.

4. Develop and implement plan for job acquisition for each client and provide job development, job placement support and services as relevant and as reflected in the plan.

5. Provide Post-Employment services as appropriate and in compliance with Federal Law, State Rule and SSB Policy.

6. Provide case record documentation in WF1 in a timely manner and in compliance with Federal Law, State Rule and SSB Policy.

7. Maintain fiscal responsibility and integrity when authorizing for and approving payment for services reflected in the IPE in compliance with Federal Law, State Rule and SSB Policy.

PERFORMANCE INDICATOR:  Bi-annual case review reflects compliance with Federal Law, State Rule and SSB Policy.

RESPONSIBILITY #4:   Under the mentorship of the Unit Director, direct the overall work activities of assigned staff to ensure compliance with program standards and consistent application of SSB and DEED Policies.   This responsibility includes determining location of staff, classification of staff, determining and/or modifying staff assignments and hiring/transferring/performance management of staff.

      Priority


        % of Time


Discretion

A



    20



      B
TASKS:

1. Hire, promote and/or reprimand/discipline as needed in accordance with Department and contract language.

2. Develop and monitor orientation activities and conduct probationary evaluations of employees with emphasis on their knowledge of and compliance with policies, procedures, mission, vision and values of SSB and WFD.

3. Clearly communicate quality and quantity job-related expectations to all staff.

4. Monitor relevance and accuracy of all staff Position Descriptions, modifying them in conjunction with staff as needed.

5. Review Position Descriptions and Performance Indicators with staff on a regular basis to insure comprehension and compliance.

6. Mediate grievances of employees according to the requirements of the appropriate contract.

7. Monitor caseload/work load size on an ongoing basis, modifying as needed to insure consistently high level of services to all clients.

8. Monitor attendance, cost center reporting and time allocation of all staff so that all services are continually provided and reporting is consistent and accurate. 

9. Develop, implement and monitor corrective action plans with staff as appropriate.

10. Continually assess needs of the Unit as well as the staff being directly supervised and provide feedback to Director and other Supervisors regarding possible staff changes which would result in higher quality of services to WFD clients.

11. Maintain communication with other Supervisors and Director so that staff receive consistent message regarding all aspects of Unit management, philosophy, direction.

12. Maintain current knowledge of program, SSB and DEED, standards to insure staff remain knowledgeable of and compliant with all standards.

PERFORMANCE INDICATORS:

1. Qualified staff are hired, evaluated, trained, recognized, led, promoted, disciplined, and otherwise directed in accordance with established policies and procedures.  

2.   Problems, complaints, and grievances are resolved in a timely and appropriate manner.

RESPONSIBILITY #5:   With the approval of the Unit Director, accept responsibility for development, implementation and management of special projects which support the enhancement of quality services by the Workforce Development Unit.  Special projects may be short term or long term in nature and reflective of the inherent expertise of the individual supervisor.

PRIORITY



% OF TIME


DISCRETION

      
        A



                 20


                      B
TASKS:
1. Assume primary responsibility for completion of programs/projects as assigned.

2. Assess needs, issues and options related to assigned program/project.

3. Develop Action Plan for implementation of assigned program/project.

4. Implement Action Plan with assistance from management or staff as appropriate.

5. Communicate progress of Action Plan to management and staff on a regular basis.

6. Develop and implement evaluation procedures as appropriate for program/project.

7. Report evaluation results to management and staff and solicit feedback for change or future

    options.

8. Communicate with Director regarding personnel issues, proposed changes to projects, and issues of concern on an as needed basis.

9. Provide a weekly verbal report to Director and other Supervisors concerning status of any assigned projects.

PERFORMANCE INDICATOR:  Programs and special projects are completed on time and meet established specifications defined for each.
RESPONSIBILITY #6:  Develop cooperative working relationships with all Workforce Center partners and other local agencies and organizations to enhance the quality and quantity of services for blind, visually impaired and Deafblind clients.

        Priority


% of Time


Discretion

           B


       5 



      A

TASKS:

1. Maintain an active partner role within each Workforce Center in which staff reside.  Attend partners' meetings, provide training and information, develop cooperative relationships.

2. Attend training opportunities to increase knowledge of goals of the Workforce Center system in Minnesota including increased knowledge of goals of the various partner programs.

3. Develop positive relationships with community rehabilitation programs, advocacy organizations, related service provision agencies and other entities to share knowledge, educate regarding issues of blindness and develop opportunities for clients.

4. Serve on local community boards, committees or organizations as appropriate to educate potential employers about the abilities of individuals with a vision loss and about the services of SSB.

5. Interpret SSB's mission, vision and values for all relevant clients, referral sources, community service providers and other stakeholders as appropriate.

6. Develop/implement positive working relationships and communication networks with resources, organizations and personnel external to SSB regarding provision of services to SSB clients.

7. Advocate for individuals who are blind or visually impaired and encourage self-advocacy skills.

8. Facilitate inclusion of SSB staff at Workforce Centers throughout the State as appropriate to meet the needs of SSB clients, negotiating for workspace, shared support, inclusion on committees and workgroups, etc.

PERFORMANCE INDICATOR:   SSB is considered an active partner by other management staff of WFCs where SSB has a staff presence.

RESPONSIBILITY #7:  Under the mentorship of the Unit Director, evaluate individual work performance, conduct periodic reviews and provide support for staff growth and development to determine the level of, increase and/or maintain a high quality of service to all clients and stakeholders of SSB.

          Priority

% of Time

Discretion

            A


      10                               B
TASKS:

1. With each staff, develop a personal professional development plan including SSB support for that 

      plan.   Monitor achievement of plan on a regular basis including modifying as needed.

2. Support staff opportunities for advancement through education, training, increased responsibilities

     and regular feedback on achievement of Knowledge, Skills and Abilities required for career

     advancement.

3. Continually assess the need for clarification, training or coaching of staff regarding their role, the program purpose, technical demands or expected outcomes.
4. Meet at least monthly with each staff to discuss performance and/or case management issues. 

5. Demonstrate mutual respect, professionalism, creativity and positive response to change.

6. Continuously monitor staff knowledge to assess need for additional training.  Communicate with other Supervisors and Director regarding need for/opportunities for additional staff training to increase or maintain quality services to clients.

7. Continuously monitor implementation of WFD, SSB and DEED policies to determine whether additional procedures need to be developed and implemented.  Provide information to other Supervisors and Director regarding content of Procedures.

PERFORMANCE INDICATORS:

1. Each employee has an active plan for personal growth and development in accordance

                with relevant Procedures.


2.  There is documentation that employee plans for personal growth and development are

      reviewed at least annually.

The following Responsibility Statements are included in all SSB WorkForce Development Position Descriptions as clarification of universal expectations in these areas.

Principal Responsibilities, Tasks and Performance Indicators

RESPONSIBILITY STATEMENT

1. Exhibits a professional demeanor at all times, including positive and effective working relationships.  Complies with applicable statutes, rules, regulations and policies in order to effectively carry out the requirements of the position, and the goals of the Division and DEED.

Tasks

A.
Completes work assignments willingly and without complaint.

B. Develops and sustains productive, effective, positive relationships with staff and all constituencies.

C. Possesses current knowledge of applicable statutes, rules, regulations, and policies including, but not limited to: Affirmative Action, Americans with Disabilities Act (ADA), and Harassment policies; Code of Ethics; Zero Tolerance of Violence.

D. Attends all required training and other sessions necessary to remain current in job knowledge and skills, and for growth and development purposes.

E. Reports for duty as scheduled.  Uses time wisely.  Minimizes all types of waste, is conscious of costs.

Performance Indicators

· Successfully completes job assignments, meeting established goals and objectives.

· Builds and sustains effective working relationships with co-workers, supervisors, subordinates, clients, and others as appropriate to the position.

· Receives no valid complaints regarding professionalism or demeanor in performing the job.  Maintains control during difficult and stressful situations to instill a calming effect on others.  

· Presents the proper image for the position held.

· Has no significant violations or misinterpretations of statutes, rules, regulations or policies.

· Participates in training and development sessions as required.

· Has minimal use of sick time.  Assures attainment of an efficient, effective, and secure operation.  Makes wise use of all resources.

RESPONSIBILITY STATEMENT

2. Workplace Values:  Every individual is responsible for adhering to and implementing the Agency’s core values while performing their job so that the working environment is supportive of and conducive to improving team and individual capabilities, productivity and quality.  Each of us has accountability for achievement of the mission and vision of the department.

We value one another by:

· Respecting each other’s skills, talents, and contributions.

· Recognizing that all jobs are equally important and that each and every one of us plays an important role in doing the work of the group.

· Listening to each other and acting on that which we hear.

· Supporting each other during times of change.

· Being flexible, tolerant, and adaptable; incorporating our different ‘styles’ so that objectives are achieved taking advantage of diverse methods and varying ideas.

· Taking responsibility to share learning and growth.

· Constantly seeking and being open to opportunities to improve both personal and task performance.

RESPONSIBILITY STATEMENT

3.
Customer Service:  You are responsible for satisfying the needs of your customers by providing quality customer service.  You represent your division and the Department of Employment & Economic Development as well as the State of Minnesota.

Tasks

A. Greet customers (both in person and on the phone) with a smile while presenting a positive attitude and pleasant image.

B. Determine purpose of the visit/call.

C. Provide assistance in a timely, courteous, knowledgeable and professional manner.

D. Deliver technical information in a user-friendly, non-technical manner, when appropriate. 

E. Promptly respond to voicemail and email messages.

F. Ensure accurate, current voicemail messages.

G. Utilize automatic reply for e-mail messages, whenever possible.

H. Dress neatly and be well groomed at all times.

I. Recommend improvements.  

J. Cultivate respect for individual differences.

Performance Indicators

· All customers receive information/assistance in an appropriate and understandable manner with a courteous and professional approach.

· All customers are greeted within 30 seconds of entering/approaching.

· All calls are answered within 3 rings.  Callers are not “on-hold” for longer than 1 minute.

· All information/promises/commitments is provided in a timely manner (varies with each request/situation).

· Voicemail and email messages are responded to within 1 business day.

· Voicemail message is changed daily/weekly to reflect the day/week schedule.

· Automatic reply for email messages is activated for extended absences, giving appropriate contact information and length of absence.

· DEED’s Dress Guidelines are followed.

· Recommendations for improvements are submitted to management, whenever practicable or upon request. 

· All customers are treated equitably, regardless of differences.

RELATIONSHIPS:

The Rehabilitation Counseling Supervisor 2 is a designated representative of SSB and must maintain an exceptionally wide array of effective working relationships to be successful.  In the course of a working day the Supervisor may have significant contact with rehabilitation counselors and other SSB staff, clients, stakeholders, local Workforce center staff, post-secondary education representatives, vendors, and city, county, state and federal officials.  To remain current regarding local and statewide issues and to maintain a close working relationship with consumer organizations, the Supervisor 2 must know the mission, goals, and initiatives of SSB and be able to articulate these using a variety of communication skills.   Additionally, on any given day the Supervisor 2 may have intensive contact with clients and/or their advocates.  Creating and maintaining quality relationships with all clients and stakeholders is critical to solving complicated problems and facilitating the progress of the rehabilitation process.  The resolution of such problems may have a lifelong impact on the clients served by State Services for the Blind.  

In consultation with the Unit Director, the Supervisor 2 is responsible for managing the development and implementation of SSB policy in the assigned regional offices.  Communication regarding policy and support is conducted via verbal, written, telephone and electronic mediums; however, it is critical that all communication focus on developing and maintaining positive working relationships.  The interaction between the Supervisor and staff, the Supervisor and Workforce Center partners, the Supervisor and clients, the Supervisor and vendors, the Supervisor and advocates and the Supervisor and all other stakeholders is critical to the accomplishment of the mission of the Workforce Development Unit of State Services for the Blind.

Finally, because the mentor-mentee relationship is critical to the success of the incumbent, the Supervisor 2 must establish and maintain a positive, interactive relationship with the Director of the Workforce Development Unit.  This relationship needs to be based on mutual trust and respect as well as open communication and honest dialogue.  
Knowledge, Skills, and Abilities:

1. Knowledge of human relations including the ability to build partnerships with community agencies and organizations.  

2. Ability to impart their knowledge to staff in a clear, concise and professional manner.  

3. Ability to improve work processes and communications systems in conjunction with others.  

4. Knowledge of products and services that support the successful employment outcomes of blind and visually impaired Minnesotans.

5. Knowledge of the various listening skills to support fact-gathering, staff support and personnel management.

6. Ability to utilize the various listening skills as appropriate to provide support, guidance and discipline as needed with staff of all levels and responsibility.

7. Basic knowledge of budget development and assessment .

8. Knowledge of employee time reporting, payroll and record keeping systems.

9. Ability to develop and implement position descriptions based on current assessed Unit needs.

10. Ability to develop individual performance indicators which are discrete, objective and measurable.

11. Knowledge of counseling techniques and the ability to teach and coach these techniques and theories of counseling staff for application in customer service delivery.

12. Knowledge of federal and state vocational rehabilitation laws and regulations.

13. Ability to apply federal and state laws to specific customer service delivery situation.

14. Maintain expert knowledge of:  Americans with Disabilities Act; the Rehabilitation Act as amended; Ticket to Work, Work Opportunities Tax Credit; Social Security Administration regulations and work incentives; Data Privacy Act; IDEA and numerous other laws and federal programs which directly or indirectly affect clients served by SSB.

15. Knowledge of psychological, medical, occupational measurement techniques sufficient to direct the counselor in the interpretation and incorporation of test results to a customer's rehabilitation plan.

16. Knowledge of rehabilitation counseling theory, principles and techniques sufficient to orient and train staff.

17. Knowledge of dispute resolution techniques and the ability to assist staff regarding the resolution of extremely difficult or unique client case problems. 

18. Knowledge of human relations and communication skills including group facilitation and adult learning techniques.

19. Knowledge of various marketing techniques which could be utilize to further an agenda, and idea or proposal from inception to fruition.

20. Knowledge of labor market conditions and the ability to access labor market information and train staff in same.

21. Ability to plan, organize, assign and evaluate the work of subordinate staff.

22. The ability to interpret data and trends and accurately project workloads based on this information.

23. Skill in making effective in-person presentations.

24. Ability to access information on new trends and developments in organizational improvement methods, quality measurement, and communication and the ability to integrate same into the workplace as appropriate.

25. Ability to develop solutions to needs into grant proposals, pilot project proposals, etc., to obtain external support for these solutions and further the mission of the Agency.

26. Ability to monitor and evaluate delivery of program services and develop solutions as needed.

27. Skill in resolving administrative, technical or educational problems detected within a particular delivery system.

28. Ability to effectively communicate services offered through the Workforce Development Unit of SSB to aid in customer or stakeholder understanding of program purpose and policies.

29. Ability to brainstorm, provide creative problem solving, think outside the box and generally present a solution-oriented attitude toward problem-solving.

30. Knowledge of the mission, vision and values of the Agency and the Department and how these are applied to issues of the State.

31. Ability to respond quickly to requests for assistance and work well under deadlines.

32. Ability to analyze and resolve complex problems in a positive, solution-oriented manner.

33. Excellent verbal and written communication skills including the skills necessary to write grants, develop legislative requests and communicate internal needs to external entities in writing. 

34. Ability to convey complex, technical issues at the adult learning level of the audience for which it is intended.

35. Ability to be self-motivated, independent, creative, innovative, persistent, and responsible.

36. Ability to take guidance, constructive criticism and supervisory suggestions in a positive manner leading to professional growth and development.

PROBLEM-SOLVING

Due to the wide scope of the Supervisor 2 position, the extensive knowledge, skills and abilities required by the job are complex and varied.  Of equal importance is the incumbent’s ability to match the level of supervision and direction they require with a given decision-making situation.  The needs of the clients of SSB are unique to the blind, visually impaired and Deafblind populations and often require an extraordinary level of problem-solving to provide appropriate services.  Both interpersonal and technical problems occur daily with clients and staff.  Solutions often require creativity in expediting or adapting normal procedures or determining proper application of laws and policies.  It is important to understand that the manner in which resolution of customer problems occurs may have a life-long impact on that individual.  Every effort must be made to maintain positive relationships with internal and external clients.

Additionally, this position is required to closely monitor the fiscal compliance of staff whom they supervise.  Consistent monitoring and a thorough understanding of the ramifications of counselor decisions are critical to maintaining fiduciary integrity.  Through regular consultation with the Unit Director, the incumbent is expected to make decisions regarding expenditures that are in compliance with federal law and DEED fiscal policy.  

In conjunction with the Unit Director and the Supervisor 4 staff, this position will be required to problem-solve how to best structure office operations and develop new procedures based on staffing issues, budget limitations or changes in federal law.   Decisions regarding the location of staff throughout the State as well as the number of clients who can be effectively served by staff are made by this position in consultation with the Unit Director and Supervisor 4 staff.  As changes are made in staffing patterns, this position will coordinate with the Unit Director to insure that quality customer service is maintained both internally and externally.  

The person in this position is expected to serve on internal, departmental or statewide committees and, with permission from the Unit Director, may consult with local, departmental or state officials to develop and implement change.

FREEDOM TO ACT

Under the general supervision of the WFD Unit Director, the Supervisor 2 is responsible for the performance of designated staff being directly supervised.  The Supervisor 2, after consultation with the Unit Director, has the authority to interview and hire staff, assign staff, discipline staff, allocate non-personnel resources, allocate and manage case service dollars, and assist with the development and maintenance of a comprehensive quality service delivery system. The Supervisor 2 is the representative of the Workforce Development Unit of State Services for the Blind within a designated region of the State and the WSA's in that region.  As such, the Supervisor is authorized to act on all matters affecting or involving agency programming and services after consultation with the Unit Director.  Because the Supervisor 2 position is mentored by the Director of the Workforce Development Unit, this position reports on an as-needed basis to discuss administrative directions, fiscal management and agency policy/procedure.
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