
PAGE  

1
Eligibility Office Manager II




State of Alaska
Class Specification
Class Title: Eligibility Office Manager II
Class Code: PF0119
AKPAY Code: K0087
Range: 19
Category: B 
Group: PF 
Job Family:  PF01 

SOC Code: 43-4061 


EEO-4: B    S&L Code: 06
CensusEEO: 525
Series: Eligibility Office Manager 
Series Description

Eligibility Office Managers are professional positions responsible for directing the staff and operations of one or more discrete offices that provide delivery of public and family assistance programs to eligible applicants and ongoing clients and are not otherwise directly managed by a higher-level Eligibility Office Manager, Public Assistance Field Services Manager, or similar managerial class. 
Class Definition

Eligibility Office Manager II is the second level of the professional series in which incumbents direct one or more discrete offices where the scale or logistics of operations are large enough to require the direction of staff and operations through one or more technical eligibility supervisors due to the size and demographics of client populations and/or geographic separation of multiple office sites.

This is a supervisory job class with substantial responsibility for the exercise of independent judgment in employing, disciplining, or adjudicating grievances of subordinates.
Distinguishing Characteristics

The Eligibility Office Manager II may directly supervise non-supervisory technical and clerical or other support staff but is primarily responsible for planning, implementing, and managing the day-to-day operations and needs of the office or offices through direction of one or more subordinate Eligibility Technicians IV. Incumbents are managers and do not routinely carry a caseload on an ongoing basis.

The Eligibility Office Manager II is the senior supervisory staff member in the office whose primary responsibility is to serve as the principal managerial link between technical eligibility supervisors and regional and statewide management teams in order to provide office status reports; discuss and network information regarding emergent delivery trends, issues, needs, or changes in processes and participate in the development and coordinate the implementation of changes in programmatic policy, workload, or staffing in their respective offices. Incumbents contribute subject-matter and operational expertise towards the clarification or development of policy or procedures for the agency but do not independently develop and implement procedures or processes beyond the scope of the office. 

The Eligibility Office Manager II is responsible for and manages the operational logistics of the office site, including the determination of layout and allocation of office spaces; assessment, justification, and recommendation of office staff levels and equipment; and coordination of site security. Incumbents serve as liaisons with other agencies and regularly coordinate operations with Alaska Department of Labor and Workforce Development Job Centers and other onsite partner agencies to ensure that overlapping services, processes, and procedures meet mutual client needs. Incumbents justify, recommend, and control office expenditures to regional management but do not specifically formulate or approve final operational budgets.

Eligibility Office Manager II is distinguished from Eligibility Office Manager I by the latter’s responsibility to directly supervise technical and clerical eligibility staff and manage the day-to-day operations and needs of one or more discrete public and family assistance district offices.

Eligibility Office Manager II is distinguished from Public Assistance Field Services Manager II by the latter’s responsibility to plan and manage the effective delivery of a wide range of assistance and employment programs and services throughout a geographic region of the state.  


Examples of Duties

The listed duties are illustrative only and are not intended to describe every function that may be assigned to this job class. Some duties may overlap with both the Eligibility Technician IV and Eligibility Office Manager I job classes; however, positions in this job class may typically:

Coordinate and direct the personnel activities for one or more units or public and family assistance offices. Exercise independent judgment in appointing, disciplining, and adjudicating grievances for subordinate supervisory staff. 

Conduct special projects designed to evaluate new policies and procedures for special grants or pilot or legislative projects.

Independently develop and establish procedures and processes specific to delivery of client services by the office in accordance with regulations, policies, and guidelines. 

Plan and initiate coordinated delivery of client services through multiple offices and/or technical units and clerical staff.

Review and evaluate the work of supervisory staff and unit performance to ascertain accuracy and compliance with policy, guidelines, and procedures; observe supervisory work practices and interactions with subordinate staff and clients. Identify factors which characterize either excellent performance or may contribute to poor performance. Communicate office expectations to supervisory staff.

Prepare for and discuss with supervisory staff written performance appraisals, which reflect measurable performance criteria that communicate clear objectives, goals, and expectations.

Monitor the work activities and performance standards of unit supervisors through the preparation and review of reports, including office, unit, and individual staff caseloads, case review results, and certification errors in order to plan, organize, and redirect caseloads to ensure timeliness of work product with regard to accurate office implementation of program requirements, policies, and procedures. 

Facilitate meetings with supervisory and general office staff to announce and discuss major changes in policy or practice, updates on special projects and division or departmental initiatives, facilities management issues, or participation in community or regional events. Review changes with subordinate supervisors, assess the operational impact of changes, address concerns, and solicit input and recommendations for the effective implementation of changes. 

Conduct or commit office staff to performance of regular community outreach. Develop and maintain collaborative contacts with community agencies, charitable organizations, and private businesses in order to assess emergent needs, provide training and improve information sharing, and facilitate enhanced delivery of mutual or alternative client services.
Knowledge, Skills, and Abilities

Thorough knowledge of all public assistance programs and subprograms' rules and regulations, requirements, policies, and procedures and the ability to apply that knowledge to the most difficult caseload situations.

Considerable knowledge of available community resources and services and possible application to an individual's situation.

Working knowledge of personnel and office management principles and the practices and techniques of supervision, including those of directing, evaluating and training staff.

Working knowledge of the requirements and procedures of the fair hearing function, including the methods used to analyze case files and related evidence, extract relevant information, draw a conclusion, and present a strong argument or position, or of home visit and quality assurance activities.

Some knowledge of the principles of office management and the administrative processes necessary to support the operations of a business, such as purchasing, inventory, and financial monitoring.

Skill in imparting knowledge to lower level staff in the interpretation and application of rules, regulations, guidelines, policies, and procedures of State and federal programs. 


Skill in maintaining composure, applying diplomacy and tact in order to respond to complaints, mediating disputes, and effectively de-escalating crisis and hostile situations when dealing with a variety of individuals.

Ability to plan, develop, and manage workforce based on organizational goals, budget considerations, and staffing needs. 

Ability to plan, organize, and evaluate office operations and the activities of staff, including training, performance, and productivity.

Ability to hold self and others accountable for measurable, high-quality, timely, and cost-effective results; determine objectives, set priorities, and delegate work; accept responsibility for mistakes; and comply with established control systems and rules. 

Ability to develop and implement office plans, methods, procedures, and standards to ensure the delivery of services in accordance with State and federal regulations.

Ability to collaborate with other community offices and organizations to establish effective public relations, and to speak to large groups to promote and explain the agency's programs. 
Minimum Qualifications

High school graduation or GED certification; 

AND either

One year directing the staff and operations of one or more offices as an Eligibility Office Manager I with the State of Alaska or its equivalent with another employer.

OR

Two years of supervisory level experience as an Eligibility Technician IV with the State of Alaska or its equivalent with another employer.

OR

Three years of lead or advanced level experience as an Eligibility Technician III with the State of Alaska or its equivalent with another employer.
Special Note

[none]
Minimum Qualification Questions

Have you graduated from high school or received your GED certification?

AND

Do you have one year of experience as an Eligibility Office Manager I with the State of Alaska or its equivalent with another employer?

Or Substitution:

Have you graduated from high school or received your GED certification?

AND

Do you have two years of experience as an Eligibility Technician IV with the State of Alaska or its equivalent with another employer?

Or Substitution:

Have you graduated from high school or received your GED certification?

AND

Do you have three years of experience as an Eligibility Technician III with the State of Alaska or its equivalent with another employer?
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