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AMENDED
CLASSIFICATION DECISION

Pasition Title: Support Warker
Department: Health and Social Services
File Number: 109172

Evaluation Result: 1IS12

Effective Date: June 17,2018

Evaluation Date: November 12, 2019

Group Allocation Rationale:
IS - Provides support to clients at the Whitehorse Emergency Shelter {(WES).

the relevant subject area to provide support services
to a variety of clients in multiple program settings at
the WES facility.

Paints Summary
Knowledge and Skills | Mental Demands Accountability Working Conditions Total Points
122 35 40 i7 214
KNOWLEDGE AND SKILLS
D interpersonal skills:
Somewhat similar to AR12b — Board Manager, who
1 requires a solid body of administrative and program
knowledge and skills not exceeding beginning
N vocational mastery.
Low Requires the beginning level of vocational mastery in | Stronger than AR10b — Human Resources Assistant,

who requires knowledge of pay, benefits, and leave
entitlements and procedures, and of staffing
principles and practices.

Weaker than ST144a — Conservation Qfficer, who

requires a breadth of knowledge and skills, including
environmental protection, fish and wildlife legislation,
conservation management practices, law
enforcement technigues, investigation and case
management skills.

position requires strong judgement to determine how
to resolve them (e.g. how to deescalate a clientin a
specific situation).

MENTAL DEMANDS
C Similar to ST12a ~ GIS Analyst, where judgement is
required to recommend, utilize, and maintain
3 technologies and methods to integrate, store, analyze,
display, and manage a wide variety of information/
h {high) Problems encountered are varied, and the data related to Yukon land rights and tenure.

onger th - Technician
where problems are of a familiar/recurring nature and
resolved according to standards and procedures. The
project inspector monitors progress on a daily basis
and provides guidance as necessary.

ACCOUNTABILITY
C Stron - ineering Technigcj
where limited options exist for achieving established
1 end results, and where work is frequently reviewed.
S Weaker than TR14a — Building and Plumbing
Inspector, who has discretion to issue building and
Med Decisions regarding complex issues are made in plumbing permits, accept or reject methods of

conjunction with ather Support Workers and the Shift
Lead where possible. Activities have a direct impact
on the physical and emotional wellbeing and safety of
clients.

construction and materials, engineered structural
proposals and fire and health elements of building
construction, and to recommend options to building
owners and contractors to ensure that new and
renovated buildings meets national and/or local
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objectives and standards for safety, health, and
zoning.

WORKING CONDITIONS

L Weaker in Physical Effort than PS6a — Liquor Store
Clerk, who lifts, carries, and moves cases of liquor to

3 stock shelves, and spends much of the day standing
and walking about the store.

8
Stronger in Hazards and similar in Discomfort to

High | Adverse conditions are continuously presert. SS15a — Community Mental Health Nurse, where

there is some exposure to physical harm from
emotional and unpredictable clients, and there is
mental stress associated with dealing with the mental
health issues of clients.

Classiﬁcatuon Analyst Approved by:
Al gy oiq12 . AL

L

20074112 | A

Data entry by:
S o/ na

ISTRIBUTION: PSC (original), Department, Employee
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JOB DESCRIPTION
Section 1 - Identifying Data
Position Title: Support Warker Department: Health and Social Services
Branch: Social Supports Branch, Whitehorse Emergency
Shelter
Position Number: TBD Location: Whitehorse

Supervisor's Title: Supervisor, Whitehorse Medical Clearance Required: Yes
Emergency Shelter Security Clearance Required: Yes
Date Completed; July 2, 2019

Section 2 - General Summary

The Whitehorse Emergency Shelter (WES) is a 24/7 low-barrier facility offering a broad range of both
public and targeted services to vulnerable and at-risk persons, including: supportive housing; drop-in
services, including health and social supports; emergency shelter; food/meals; showers; laundry; respite/a
place of safety; and harm reduction supplies and supports, among others.

The Support Worker is the first point of contact for residents, guests, and visitors, and is responsible for
creating a safe, supportive and respectful environment for all. Formally reporting to the Supervisor - and
taking on-shift direction and working collaboratively with the Support Worker Shift Lead - this position is
responsible for providing support and crisis intervention; initiating basic case planning with residents and
guests; assisting with implementing resident and guest case plans and making referrals to and liaising
with other service providers; orienting guests and visitors to the facility; informing guests/visitors about
their rights and responsibilities and the supports available onsite; and, continually assessing and
mitigating any emergent safety risks within the facility for residents, guests, visitors, staff, and members of
the public.

Section 3 - Principal Duties and Responsibilities

1. Creates a welcoming, non-discriminatory and safe environment that supports individual dignity and
persenal choice for all persons living in or accessing the facility.

2. Pravides crisis management and intervention by responding to emergent situations within the facility
through, the utilization of best-practices in conflict resolution, suicide prevention, and de-escalation
techniques. Assesses angoing safety risks and pravides supports such as lay-counselling and other
stabilizing assistance to mitigate future crisis and/or safety risks.

3. Completes shelter intake and orients shelter guests to the facility and resoutces available on-site,
guest rights and responsibilities, and key policies and procedures. Assesses shelter guests’ ievel of
care and health/support needs at intake, and connects with other services and supports when the
guest's medical or other care needs are beyond what can be provided onsite at the facility.

4, Maintains oversight of the facility as required to mitigate conflict amongst all persons accessing the

facility. Completes regular and routine walk-through checks within and outside the facility, and makes
safety recommendations to the Shift Lead, Supervisor and/or Program Manager, as needed. Liaises
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with the Supervisor or Program Manager when necessary to implement facility access limitations for
persans who may compromise the health, safety or security of other facility users or staff.

Initiates and implements basic case planning with residents and guests, in collaboration with other
staff (i.e., Social Worker and Outreach Worker), in a proactive and supportive way and consistent with
hard reduction and housing first philosophies and practices. This includes building a trusting and
suppaortive relationship with residents and guests; assessing and identifying residents’ and guests'
immediate and medium-term needs; working collaboratively with residents/guests to identify and
prioritize their needs; working on an individualized plan to address residents’/guests’ goals and
aspirations; taking action to assist the person to meet those goals; monitoring their progress and
achievements; and providing encouragement and positive reinforcement,

Recommends, refers, and assists residents and guests with accessing services and supports, or other
resources as needed, as part of their case plan and the case planning process. Liaises and works
collaboratively with other service and support providers to implement and follow-up on residents’
and guests' individual case plans. Provides advocacy supports on behalf of residents and guests,
ensuring they have equitable access to housing, resources, and services. Maintains positive and
collaborative working relationships with collaterals and other community service providers, including
government, non-government, and First Nations service providers.

Assists residents and guests with the Instrumental Activities of Daily Living (IADLs), including but not
limited to: laundry, general hygiene, managing personal communication, getting to medical and other
appointments, connecting to informal supports, liaising with community resources, securing financial
supports, and managing and administering medication.

Ensures a safe and supportive living environment for residents, providing assistance with maintaining
their household, using shared spaces and areas, enforcing building or residential area access
restrictions for guests/non-residents, and assisting with managing interpersonal dynamics between
residents and other facility guests and visitors to ensure the safety and security of building residents.

Prepares and maintains up-to-date case notes and comprehensive individual records in a professional
manner that protects residents’ and guests’ privacy and confidentiality and is consistent with the
Access to Information and Protection of Privacy Act and Health Information Privacy and Management
Act, and other applicable legislation, regulation and policies. Maintains technical knowledge and
understanding of the onsite camera system; use of the Homeless Individuals and Families Information
System (HIFIS); use and application of the Critical Incident reporting procedures and database; and all
policies and procedures, and communications logs and processes. Maintains job-related knowledge
of best-practices in conflict resolution, suicide prevention, harm reduction, cultural competency and
various applicable legislation related to wark functions (i.e.: Social Assistance Act, Residential Landlord
Tenant Act, Mental Health Act, Family and Children Services Act, Adult Protection and Decision Making
Act, etc.).

Participates regularly in team meetings and makes recommendations to Supervisors and/ar the

Program Manager regarding service delivery gaps, program development, and policies, procedures,
and practices, to better meet residents’ and guests’ support needs.
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Section 4 - Contacts

e Daily and frequent contact with residents, guests, visitors, and members of the public to
proactively problem-solve and manage crises and emergent situations and safety risks within the
building.

« Daily and frequent contact with residents and guests to provide assistance with [ADLs and
support implementation of case plans.

o Daily contact with the Shift Lead, Social Worker, Outreach Warker, and other onsite health and
social service support staff to address crises and emergent situations, and coordinate care for
residents and guests.

o Daily contact with shelter guests to complete intakes and orientation, initiate and implement
basic case planning, and provide ongoing supports and referrals.

* Regular contact with other Support Workers to share information for purposes of service delivery
and care coordination.

» Regular contact with Shift Leads and Supervisor/s to exchange information on the operations of
the program, provide updates on residents and guests, and to receive direction and supervision.

« Contact with the Shift Lead to exchange information and receive direction and support.

« Contact with the Supervisor to exchange information and receive direction and support.

« Contact with the Program Manager to exchange information on operations, provide updates on
residents and guests, and receive direction, as needed.

¢ Frequent contact with other service providers to exchange information on behalf of residents and
guests as part of the case planning process.

Section 5 - Specific Accountabilities

The incumbent is responsible for providing low-barrier services and supports to a high needs, highly
vulnerable population group who has limited ability to access other services and supports. Duties and
respansibilities of this position directly impact the physical and emotional wellbeing and safety of
vulnerable persons with complex care needs, including; extensive trauma, physical and cognitive
disabilities, and mental health and substance use challenges. The incumbent is responsible for making
sound assessments and decisions related to emergencies, crises, and suicide interventions to ensure
minimal harm for all persons accessing the facility.

The incumbent must also have sound problem solving skills, the ability to independently manage and de-
escalate crisis and conflict, and the ability to determine how to leverage community resources to meet
residents’ and guests' needs in both the short- and long-term. These decisions will have a critical impact
on the safety, health and wellbeing of both individuals and the collective of persons accessing the facility
on a daily basis.
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Section 6 - Budget

1 What is the annual budget under the direct control of the position? NOTE: usually only applies
to positions at the director and assistant deputy minister level

Fiscal Year

Annual Payroll

Q&M (excluding payroli)
Capital {excluding payroll)
Revenues

Recoveries

P N N 0 S

2. For positions that have an influence on expenditures and/or revenues, provide examples and
describe the position's influence.

N/A
Section 7 - Working Environment

The incumbent is frequently exposed to individuals who present with unpredictable behaviours and they
must have the ability to immediately assess and manage complex and competing high-risk situations. The
majority of the work happens on-site within a mixed-use 24/7 facility where there are a range of both
public and targeted programs and services. There is only partial ability to separate population groups in
the facility, and the incumbent must have a strong level of comfort in managing and de-escalating crises
and conflict situations — both for individuals and with different population groups - by using soft skills and
a supportive team-based approach.

This position works with highly vulnerable clients who may present with challenging survival behaviours.
Residents, guests and/or visitors may be under the influence of substances, presenting in crisis, or
experiencing significant mental health challenges. The incumbent must have the ability to assess these
situations and manage and respond appropriately for the context, circumstance, and individual.

The incumbent will be exposed to undesirable or unpredictable resident or guest behaviours and other
hazards, such as: pest infestations, infectious diseases, bodily fluids, exposure to second hand smoke
(cigarettes and cannabis), and dangerous substances. It is expected that the incumbent will have sound
knowledge and expertise on facility safety protocol and crisis de-escalation and management to minimize
health and safety risks ta themselves and others.

There may be instances where, in order to ensure guest safety, appropriately manage the facility within
the neighbourhood contact, and to support offsite programming and service delivery, staff are required to
leave the facility to do block patrols or other outreach into the immediately surrounding area and
community. This would happen in an open and public environment, but potentially with limited
environmental controls.

There are limited access controls within the facility, particularly the drop-in and common spaces which are
shared with staff, other guests/visitors, and the general public. There are four different program
components operating within the facility, and staff are responsible for having oversight of all of these
programs and services which support distinct population groups, including the general public. The facility
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is very busy, with a range of activities and persons served requiring frontline staff to have strong conflict
resolution and de-escalation skills.

This position may also work with unhappy stakeholders and community partners (i.e., neighbors and

business owners, other organizations) and must have the ability to listen to, acknowledge, diffuse, and
address any concerns that may arise.
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Section 8 - Signatures
Director, Human Regources:

Signature: L »f : (,01/‘/ |
e Bt 99501

_| Date: ,W 25_1,1, 70/7

Deputy Minlster (or delegete): I approva this job
description as being representative of the work
required to be performad, and confirm that the
necassary authorities have been delegated to the
position.

e, AN
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Section 9 - Organization Chart

Supervisor, Whitehorse Emergency Shelter

[ ]
Support Worker Shift Lead Support Worker
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AMENDED
CLASSIFICATION DECISION
Position Title: Support Worker Shift Lead
Department: Health and Social Services
File Number: 109173
Evaluation Result: IS13
Effective Date; June 17,2019
Evaluation Date: November 12, 2019

Group Allocation Rationale;
IS - Provides support to clients at the Whitehorse Emergency Shelter.

provide general oversight and guidance to Support
Workers.

Points Summary
Knowiedge and Skills | Mental Demands Accountability Working Conditions Total Points
140 40 46 17 243
KNOWLEDGE AND SKILLS
D Similar to SS13a — Child and Youth Case Waorker,
who requires solid knowledge of the topic area to
1 participate in the development, implementation, and
assessment of treatment plans and monitor the work
N of residential care workers and the safety of
youth/staff.
Med Requires a solid knowledge of the topic area to

w - unity M

Nurse, who requires a strong level of specialized
knowledge and skills to provide mental health
services to a diverse clientele.

problems are resolved in reference to previous
experience, as well as overarching best practices and
methods.

MENTAL DEMANDS
D Somewhat similar to ST14a - Conservation Officer,
where judgement is limited by the legislation and
3 established program policies, guidelines, and
priorities. Although situations are unique, they are in
h {low} Although individual situations are unique, familiar areas and a limited range of solutions exists

for dealing with them. Sensitive and complex issues
are referred,

Weak - ity Mental

Nurse, who deals with a wide range of mental
ilinesses, and where judgement is required to provide
an integrated approach to the treatment of multiple
issues and to assess the level of risk of suicidal and
forensic clients.

guidance to Support Workers during shifts; activities,
decisions, and recommendations impact the physical

and emotional wellbeing and safety of clients.

ACCOUNTABILITY
C ewhat similar t -
Worker, who is respansible for shift supervision,
1 performs a major role in the development,
implementation, and assessment of treatment plans,
S and where activities have a direct affect on youth,
High | Position has freedom to provide oversight and Stronger than TR12a — Partsperson, where activities

and decisions have a solid impact on equipment
accessibility, availability, and downtime, and on
branch operations.
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WORKING CONDITIONS
L Weaker i i P - Liquor
Clerk, who lifts, carries, and moves cases of liquor to
3 stock shelves, and spends much of the day standing
and walking about the store.
B

High | Adverse conditions are continuously present.

St inH I | simitar in Di f
SS15a — Community Mental Health Nurse, where
there is some exposure to physical harm from
emotional and unpredictable clients, and there is
mental stress associated with dealing with the mental
health issues of clients.

\ 2 —
/,“‘Jf,{t/mfm(m o011/ 12 -

Classification Analyst: Approved by: ,

Data entry by:
A -300G9 ) iz -

DISTRIBUTION: PSC (original), Department, Employee
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JOB DESCRIPTION
Section 1 - Identifying Data
Position Title: Support Worker Shift Lead Department: Health and Social Services
Branch: Social Supports Branch, Whitehorse
Emergency Shelter
Position Number: T8D Location: Whitehorse
Supervisor's Title: Supervisor, Whitehorse Medical Clearance Required: Yes
Emergency Shelter Security Clearance Required: Yes

Date Completed: July 2, 2019
Section 2 - General Summary

The Whitehorse Emergency Shelter (WES) is a 24/7 low-barrier facility offering a broad range of both
public and targeted services and supports to vulnerable and at-risk populations, including: supportive
housing; drop-in services, including health and social supports; emergency shelter; food/meals; showers;
laundry; respite/a place of safety; and harm reduction supplies and supports, among others.

The Support Worker Shift Lead is responsible for creating and modeling for other staff a safe, supportive
and respectful environment for all residents, guests, visitors, and members of the public accessing the
facility. Reporting to the Supervisor, this position is primarily responsible for providing general oversight
and guidance to Support Workers during each shift, in the absence of an onsite Supervisor; for being the
lead worker on shift responsible for key decision making and directing responses to urgent or emergent
situations, as needed; and, for making key decisions on behalf of the Supervisor (when needed and as
directed).

The Shift Lead is also responsible for frontline duties, including: providing support and crisis intervention;
initiating basic case planning with residents and guests; assisting with implementing resident and guest
case plans and making referrals to and liaising with other service providers; arienting guests and visitors
to the facility; informing guests/visitors about their rights and responsibiiities and the supports available
onsite; and, continually assessing and mitigating any emergent safety risks within the facility for residents,
guests, visitors, staff, and members of the public.

Section 3 - Principal Duties and Responsibilities

1. Provides general oversight and guidance to Support Workers during each shift, and is responsible for
key decision making and directing responses to urgent or emergent situations, utilizing collaborative,
team-based decision making where possible. This includes coaching Support Workers on conflict
resolution, modelling effective methods of engaging with persons accessing services, and providing
or directing appropriate responses to crises as they emerge, May make key decisions on behalf of the
Supervisor for that shift, as directed and/or in the absence of the Supervisor, to ensure effective
operations and efficient use of resources {i.e., overtime approvals, as needed; shift coverage callouts,
etc.).

2. Provides training and mentorship to new Support Worker staff, to orient them to their role and
responsibilities, facility policies and procedures, and overall program and service operations. May
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provide side-by-side training, as needed, to model positive and supportive engagement and
relationship building with residents, guests, and visitors, and to provide direction, support, and
correction as needed.

Provides crisis management and intervention by responding to emergent situations within the facility
through the utilization of best-practices in conflict resolution, suicide prevention, and de-escalation
techniques. Assesses ongoing safety risks and provides supports such as lay-counselling and other
stabilizing assistance to mitigate future crisis and/or safety risks.

Maintains oversight of the facility as required to mitigate conflict amongst all persons accessing the
facility. Completes regular and routine walk-through checks of the facility and makes safety
recommendations to the Shift Lead, Supervisor and/or Program Manager, as needed. Implements
facility access limitations on persons who may compromise the health, safety or security of other
facility users or staff, potentially liaising with the Supervisor or Program Manager when making these
decisions, as may be required.

Initiates and implements basic case planning with residents and guests, in collaboration with other
staff (i.e., Social Worker and Qutreach Worker), in a proactive and supportive way and consistent with
hard reduction and housing first philosophies and practices. This includes building a trusting and
supportive relationship with residents and guests; assessing and identifying residents’ and guests’
immediate and medium-term needs; working collaboratively with residents/guests to identify and
prioritize their needs; working on an individualized plan to address residents'/guests’ goals and
aspirations; taking action to assist the person to meet those goals; monitoring their progress and
achievements; and providing encouragement and positive reinforcement.

Recommends, refers, and assists residents and guests with accessing services and supports, or other
resources as needed, as part of their case plan and the case planning process. Liaises and works
collaboratively with other service and support providers to implement and follow-up on residents’
and guests’ individual case plans. Provides advocacy supports on behalf of residents and guests,
ensuring they have equitable access to housing, resources, and services. Maintains positive and
collaborative warking relationships with collaterals and other community service providers, including
government, non-government, and First Nations service providers.

Assists residents and guests with the Instrumental Activities of Daily Living (IADLs), including but not
limited to: laundry, general hygiene, managing personal communication, harm reduction,
coordinating medical appointments, connecting to informal supports, liaising with community
resources, securing financial supports, and managing and administering medication.

Ensures a safe and supportive living environment for residents, providing assistance with maintaining
their household, using shared spaces and areas, enforcing building or residential area access
restrictions for guests/non-residents, and assisting with managing interpersonal dynamics between
residents and other facility guests and visitars to ensure the safety and security of building residents.

Prepares and maintains up-to-date case notes and comprehensive individual records in a professional
manner that protects residents' and guests’ privacy and confidentiality and is consistent with the
Access ta Information and Protection of Privacy Act and Health Information Privacy and Management
Act, and other applicable legislation, regulation and policies. Maintains technical knowledge and
understanding of the onsite camera system; use of the Homeless Individuals and Families Information
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System (HIFIS); use and application of the Critical Incident reporting procedures and database; and all
policies and procedures, and communications logs and processes. Maintains job-related knowledge
of best-practices in conflict resolution, suicide prevention, harm reduction, cultural competency and
various applicable legislation related to work functions (i.e.: Social Assistance Act, Residential Landiord
Tenant Act, Mental Health Act, Family and Children Services Act, Adult Protection and Decision Making
Act, etc).

10. Participates regularly in team meetings and makes recommendations to Supervisors and/or the
Program Manager regarding service delivery gaps, program development, and policies, procedures,
and practices, to better meet residents' and guests’ support needs.

Section 4 - Contacts

o Daily and frequent contact with Support Workers to provide training, oversight, guidance and
coaching in effective guest engagement, and appropriate responses to crises as they emerge.

e Daily and frequent contact with residents, guests, visitors, and members of the public to
proactively problem-solve and manage crises and emergent situations and safety risks within the
building.

» Daily and frequent contact with residents and guests to provide assistance with IADLs and
support implementation of individuals' case plans.

» Dally contact with the Social Worker, Qutreach Worker, and other onsite health and social service
support staff to address crises and emergent situaticns, and coordinate care for residents and
guests.

 Daily contact with shelter guests to complete intakes and orientation, initiate and implement
basic case planning, and provide ongoing supports and referrals.

» Regular contact with other Shift Leads to share information for purposes of service delivery and
care coordination.

« Regular contact with the Supervisor/s to exchange information on the operations of the program,
provide updates on residents and guests, and to receive direction and supervision.

« Contact with the Supervisor to exchange information and receive direction and support.

« Contact with the Program Manager to exchange information on operations, provide updates on
residents and guests, and receive direction, as needed.

s Frequent contact with other service providers to exchange information on behalf of residents and
guests as part of the case planning process.

Section 5 - Specific Accountabilities

The incumbent is responsible for providing aperational on-shift oversight to Support Workers, and for
delivering low-barrier services and supports to a high needs, highly vulnerable population group who has
limited ability to access other services and supports. Duties and responsibilities of this position directly
impact the physical and emotional wellbeing and safety of vulnerable persons with complex care needs,
including; extensive trauma, physical and cognitive disabilities, and mental health and substance use
challenges. The incumbent is responsible for making sound assessments and decisions related to
emergency, crisis, and suicide interventions to ensure minimal harm for all persons accessing the facility.

The incumbent must also have sound problem solving and crisis management skills, the ability to

independently manage and de-escalate crisis and conflict, and the ability to determine how to leverage
community resources to meet residents’ and guests’ needs in both the short- and long-term. The

Page 3 of 7



incumbent must also have the ability to provide clear decisions and direction in the midst of crisis, and
convey this direction to staff in a supportive way that models compassionate engagement and working
relationships with persons who access the facility. These decisions will have a critical impact on the safety,
health and wellbeing of both individuals and the callective of persons accessing the facility on a daily
basis,

Section 6 - Budget

1 What is the annual budget under the direct control of the position? NOTE: usually only 2pplies
to positions at the director and assistant deputy minister level

Fiscal Year

Annual Payroll

O&M (excluding payrall)
Capital {excluding payroll)
Revenues

Recoveries

R R - B T

2. For positions that have an influence on expenditures and/or revenues, provide examples and
describe the position’s influence.

N/A
Section 7 - Working Environment

The incumbent is frequently expased to individuals who present with unpredictable behaviours and they
must have the ability to immediately assess and manage compiex and competing high-risk situations. The
majority of the work happens on-site within a mixed-use 24/7 facility where there are a range of both
public and targeted programs and services. There is only partial ability to separate population groups in
the facility, and the incumbent must have a strong leve! of comfort in managing and de-escalating crises
and conflict situations — both for individuals and with different population groups - by using soft skills and
a suppartive team-based approach.

This position works with highly vulnerable clients who may present with challenging survival behaviours.
Residents, guests and/or visitors may be under the influence of substances, presenting in crisis, or
experiencing significant mental health challenges. The incumbent must have the ability to assess these
situations and manage and respond appropriately for the context, circumstance, and individual.

The incumbent will be exposed to undesirable or unpredictable resident or guest behaviours and ather
hazards, such as: pest infestations, infectious diseases, bodily fluids, exposure to second hand smoke
(cigarettes and cannabis), and dangerous substances. It is expected that the incumbent will have sound
knowledge and expertise on facility safety protocol and crisis de-escalation and management to minimize
health and safety risks to themselves and others.

There may be instances where, in order to ensure guest safety, appropriately manage the facility within

the neighbourhood contact, and to support offsite programming and service delivery, where staff are
required to leave the facility to do block patrols or other outreach into the immediately surrounding area
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and community. This would happen in an open and public environment, but potentially with limited
environmental controls.

There are limited access controls within the facility, particularly the drop-in and common spaces which are
shared with staff, other guests/visitors, and the general public. There are four different program
components operating within the facility, and staff are responsible for having oversight of all of these
programs and services which support distinct population groups, including the general public. The facility
is very busy, with a range of activities and persons served requiring frontline staff to have strong conflict
resolution and de-escalation skills.

This position may also work with unhappy stakeholders and community partners (i.e, neighbors and

business owners, other organizations) and must have the ability to listen to, acknowledge, diffuse, and
address any concerns that may arise.
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Section 8 - Signatures

 Director, Human Resources: ' Deputy Minister (or delegate): 1 approve this job
description as baing representative of the work
required to be performed, and confirm that the
necessary authorities have been delegated to the
position.

ol (U i | [ 5150

[ W’ 9\3"/80/? | Date: Wzs‘l ?7/7
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Section 9 - Organization Chart

Supervisor, Whitehorse Emergency Shelter

Support Worker Support Warker Shift Lead
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CLASSIFICATION DECISION
Position Title: Whitehorse Emergency Shelter — Outreach Support Worker
Department: Health and Social Services
File Number: 110027
Evaluation Result SS13
Effective Date: March 9, 2020
Evaluation Date: April 1, 2020

Group Allocation Rationale:
SS - Provides housing and community outreach supports to individuals accessing the Whitehorse Emergency Shelter.

Points Summary
Knowledge and Skills Mental Demands Accountability Working Conditions Total Points
140 40 46 23 249
KNOWLEDGE AND SKILLS
D Somewhat similar to AR12b — Board Manager, who
requires a salid body of administrative and program
1 knowledge, and skills not exceeding beginning
vacational mastery.
Y
Excluding interpersonal skills
Low | Requires a depth of knowledge in the topic areas, as Weaker than AR13a — Human Resource Consultant,
well as solid skills to provide outreach supports to who requires a solid knowledge of a breadth of
vulnerable clients with complex care needs. human resource management areas.

problems encountered can be unique and situations
can be unpredictable, requiring strong judgement to
respond.

MENTAL DEMANDS
C Stronger than AR11a — Supervisor, Licencing, who
encounters issues in familiar areas, and where
3 problem solving is somewhat repetitive and
constrained by established standards or methods.
h (high} Responds to emergency and crisis situations;

Weaker than ST14a - Conservation Officer, where

there are varying methaods for conducting
investigations of environmental or resource violations,
and responding to complaints with regards to problem
wildlife.

of independence; reflects the latitude for which this
position has to provide input into the case plan and
make decisions while working in the community and
in emergency and crisis situations, as well as its
impact on the physical and emotional wellbeing and
safety of clients with complex care needs.

ACCOUNTABILITY

C Similar to SS13a — Child and Youth Case Waorker, who
performs a major role in the development,

1 implementation, and assessment of treatment plans,
and where activities have a direct impact on youth.

S
Stronger than IS11a — Corrections Officer, who

High | Position’s daily work is carried out with a high degree | promotes positive inmate behaviour change, and

make decisions about the handling of particular
situations within established procedures. Provides
information to program staff and reports can be
subpoenaed.
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WORKING CONDITIONS
L So imilar - i fficer
where the ratings reflect the overall negative
3 environment.
C Stronger in Hazards and Discomfort than SS153a -

High | Adverse canditions, including mental stress, are

Community Mental Health Nurse, where there is some
expaosure to physical harm from emotional and

A TR 207 ot

2020 04 -OF

constant. unpredictable clients, and there is mental stress
associated with dealing with the mental health issues
of clients.
Classification Analyst: Approved by: Data entry by:

_JB ;. 2020 JoY [ o9

DISTRIBUTION: PSC (origindl}, Department, Employee
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JOB DESCRIPTION
Section 1 - Identifying Data
Position Title: Whitehorse Emergency Shelter - Department: Health and Social Services
Outreach Support Worker Branch: Whitehorse Emergency Shelter - Social
Supports
Position Number: TBD Location: Whitehorse, YT
Supervisor's Title: Supervisor, Whitehorse Medical Clearance Required: Yes
Emergency Shelter Security Clearance Required: Yes

Date Completed: February 3, 2020
Section 2 - General Summary

The Whitehorse Emergency Shelter (WES) is a 24/7 low-barrier facility offering a broad range of both public
and targeted services to vulnerable and at-risk persons, including: supportive housing at the Housing First
program; emergency shelter, drop-in services to the wider community and including health and social
supports; meals; showers; laundry; respite/a place of safety; crisis intervention; programming; and harm
reduction supplies and supports, among others.

This position provides a broad range of housing and community outreach supports to vulnerable individuals
with complex care needs who are accessing the Whitehorse Emergency Shelter. This would include supporting
individuals with physical, cognitive and developmental disabilities, acute and/or chronic mental heaith
conditions, high risk substance use challenges, and complex trauma and/or behaviours.

The incumbent develops and provides client-centred intervention and supports to assist individuals in areas
related to the social determinants of health, including maximizing individual wellbeing and the ability to live
as independently as possible in the community. While working with residents, clients and/or visitors, the
incumbent is expected to triage a large number of people based on critical and urgent care presentations and
prioritize interventions and case planning based on need. This position works out of the Whitehorse Emergency
Shelter

Section 3 - Principal Duties and Responsibilities

1. Conducts and prepares assessments to identify clients’ housing, mental and physical health and safety,
rehabilitation, life skills, finances and legal and inclusion suppart needs. This includes compiling and
summarizing results of assessments to inform the development and implementation of clients’ individual
case and support plans.

2. Provides outreach supports and individual capacity building, which include securing housing, harm
reduction, accessing health care and other social services, navigating interpersonal relationships and
problem solving, activities of daily living and making and appointments.

3. Monitors and assesses clients’ deviation from base-line behavioural state to determine their well-being

and progress against their individual case plan, and adjusts supports as required, for both short- and long-
term client outcomes.
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4, Provides crisis intervention and crisis management as related ta immediate needs, such as; housing, health,
financial, mental health, and risk to self-harm. Assesses ongoing safety risks and provides regular supports
such as informal counselling, regular check-ins, and ather stabilizing supports to mitigate future crisis and
safety risks. Adapts and responds to emergent situations by determining how to leverage and utilize
community resources and supports to best meet client needs.

5. Frequently recommends, refers, and assists clients to access other resources necessary to support their
individual well-being. Provides advocacy on clients' behalf, ensuring they have equitable access to
resources and services, and maintains positive and collaborative working relationships with collaterals and
other community service providers. This also includes working closely with Whitehorse Emergency Shelter
Support Workers with incoming referrals for urgent and complex situations that require concentrated focus
and care plans for clients and/or residents.

6. Participates as part of an interdisciplinary case team. Provides up-to-date reports on evolving client needs
to various service providers and other clinical supports. Makes recommendations to inter-agency case
tearns based on assessments and observed changes in overall client functioning. In consultation with other
interdisciplinary case team members, implements, modifies, and evaluates client case and support plans
as needed.

7. Provides leadership to Whitehorse Emergency Shelter Support Workers and Shift Leads in areas of
intervention and care plans and eviction prevention, with the goal or reducing restricted access to the
Whitehorse Emergency Shelter. This would include providing education on best-practices in relation to
safety plans, care plans and eviction prevention, and provides information on and referral to available
housing supports available to clients.

8. Provides information, training, and capacity building to community partners and other service providers
to ensure complex care, housing and outreach-related supports are provided consistent with service
delivery best practices and current research and evidence,

9. Prepares, maintains, and provides up-to-date case notes and comprehensive client records in a manner
that maintains client privacy and confidentiality and is consistent with the Access to Information and
Protection of Privacy Act and Health Information Privacy and Management Act and other applicable
legislation, regulation and policies.

Participates regularly in team meetings and makes recommendations to Supervisor/Manager regarding
service delivery gaps, program development, and policies, procedures, and practices, reflective of client
support needs.

10
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Section 4 - Contacts

« Daily contact with Whitehorse Emergency Shelter clients, residences and visitors to conduct
assessments, gather information and problem-solve emergent issues to provide outreach supports

to optimize wellbeing
» Daily contact with Whitehorse Emergency Shelter Social Worker(s) to provide up-to-date information
on clients to coardinate the delivery of services as outlined in the case plan and to address emergent

issues.
» Regular contact with other service praviders to exchange client information to coordinate

appointments, referrals, and other supports,
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¢ Regular contact with the WES Supervisor and WES Manager to exchange infarmation on the
operations of the program, to provide updates on clients, and to receive direction and supervision.

e Regular contact with external organizations and agencies to exchange information, interpret
legislation/regulation/policies, and to address questions, concerns, or complaints.

« Regular contact with other organizations to provide information and capacity building support
regarding service delivery best practices,

e Contact with staff and managers in other departments or branches to provide information on WES and
to work coliaboratively on service delivery integration.

Section 5 - Specific Accountabilities

Duties and responsibilities of this position directly impact the physical and emotional wellbeing and safety of
clients with complex care needs, including physical and cognitive disabilities, mental health issues, and
substance use challenges. The incumbent is responsible for making sound assessments and decisions related
to emergency and crisis intervention, housing suitability, and supports provided for clients.

The incumbent must also have sound problem solving and crisis management skills, and the ability to
determine how to leverage community resources to meet client needs in both the short- and long-term. These
decisions will have a critical impact on an individual's ability to recognize their strengths and work towards
their goals.

Maintains job-related knowledge of best-practices, cultural competency and various applicable legislation (i.e.:

Social Assistance Act, Residential Landlord Tenant Act, Health Information and Privacy Management Act, Mental
Health Act, Family Services Act, Aduit Protection and Decision Making Act, etc.).

Section 6 - Budget

1. What is the annual budget under the direct control of the position? NOTE: usually only applies to
pasitions at the director and assistant deputy minister level:

N/A

2. For positions that have an influence on expenditures and/or revenues, provide examples and describe
the position's influence.

The incumbent may make recommendations to the social worker regarding financial aid required to
support an individual to maintain their housing or improve individual well-being.
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Section 7 - Working Environment

The incumbent is frequently exposed to individuals who present with aggression or other behavioural
challenges, and they must have the ability to immediately assess the client’s and their own personal safety and
risk to de-escalate crisis.

This position requires the incumbent to work independently and frequently be out of the office and actively
providing supports in the community.

This position works with highly vulnerable clients who are precariously housed and/or absolutely homeless and
the incumbent will be exposed to undesirable or unpredictable client fiving conditions. Most of the work
happens one-on-one between the worker and client, with exceptions where there may be a known safety risk
and workers will be paired together. it is expected that the incumbent will have knowledge and expertise on
department safety protocol and crisis de-escalation and management to minimize health and safety risks to
themselves and to clients.

This position may also work with other unhappy stakeholders and other community partners and must have
the ability to listen to, acknowledge, diffuse, and address any concerns that may arise.

This position requires the incumbent to spend some time in a regular office environment when not providing
community outreach services. ’

This position may be required to travel within Whitehorse.
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Director, Human Resources:

Signature: C M/‘// %’/M/«;fﬂ” -
Date: % é /8 | /52 o>

Deputy Minister {or delegate): | approve this job
description as being representative of the work
required to be performed, and confirm that the
necessary authorities have been delegated to the

position,
Signature: / W

Date: Jcé %} QDQD

Revised: February 3, 2020
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Section 9 — Organization Chart
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