POSITION DESCRIPTION

Arrowhead Regional Development Commission (ARDC)

Title:			Minnesota Aging Pathways (MAP) Quality Analyst 
Classification:	Program Specialist III   
Division:		Area Agency on Aging
Reports To:		MAP Contact Center Manager/Director of Area Agency on Aging
FLSA Status:	Non-Exempt

Summary of Functions: This is a high-level program specialist position responsible for ensuring that services provided by Minnesota Aging Pathways staff are consistent statewide and meet established standards for quality, compliance and client satisfaction. This role evaluates staff performance, monitors operational processes, and delivers actionable feedback to improve service delivery and outcomes. 

The Quality Analyst works closely with supervisors, contact center manager, and the Minnesota Board on Aging to support continuous improvement, maintain regulatory compliance, and enhance the overall client experience through data-driven insights and performance management.   

 Responsibilities
1. [bookmark: 1._Operations]Quality assurance & evaluation
· Conduct structured quality evaluations of staff interactions (calls, chats, in-person, and case documentation) using established standards and tools. The following frequencies are subject to change in coordination with the Minnesota Board on Aging and the contact center.
· Information and assistance: 
· One call evaluation per staff per week
· One chat evaluation per month 
· Resource coordinators: two call evaluations per staff per month
· Outreach/volunteer coordinators: one call evaluation per month 
· Complete evaluations within designated systems (e.g., Genesys), including:
· Accurate scoring and detailed staff-facing feedback 
· Supervisor-specific notes 
· Coaching snapshots with key focus areas, impact, and call timestamps 
· Perform audits of records, workflows, and case management activities to ensure compliance and accuracy 
· Maintain evaluation logs, documentation standards, and audit-ready records 
· Ensure consistency in scoring methodologies and adherence to QA standards 

2. Coaching & performance management support
· Provide timely, constructive feedback to staff and supervisors to improve performance and client outcomes
· Partner with supervisors to support coaching delivery and monitor follow-through 
· Assist in performance management processes, including: 
· Coaching and development planning
· Performance discussions
· Collaborate with supervisors and training staff to develop targeted improvement plans 
· Recognize and reinforce high-quality performance 


3. Reporting & data analysis
· Track, analyze, and report on key performance indicators, including:
· Quality scores and evaluation trends
· Productivity metrics (on-queue time, calls handled, service levels)
· Post-call survey results
· Program-specific metrics (RC, I&A, etc.)
· Develop and maintain dashboards, scorecards, and tracking tools
· Identify trends, root causes, and systemic issues affecting quality and compliance
· Provide regular and ad hoc reports for leadership, including mid-year annual summaries
· Deliver insights to support decision-making, process improvements, and training priorities

4. Operations & compliance oversight
· Monitor real-time operations and provide support during high-volume or escalated situations
· Ensure adherence to policies and procedures and contractual obligations
· Review staff adherence and provide workforce management (WFM) insights
· Take calls (minimum four hours/month; target eight-twelve calls) to maintain operational awareness
· Communicate operational updates, risks, and concerns to leadership in a timely manner

5. [bookmark: 2._Customer_service]Training, calibration & continuous improvement
· Participate in and support calibration sessions to ensure scoring consistency across teams
· Identify training gaps and support development of training materials and initiatives
· Serve as a subject matter expert on quality standards, policies, and procedures
· Contribute to continuous improvement efforts, including workflow enhancements and process redesign 
· Support onboarding and ongoing staff development
[bookmark: 3._Person-centered_assessment][bookmark: 4._Options_counseling]
6. Build an inclusive and positive contact center culture
· Foster a positive, inclusive, and high-performing team environment
· Promote accountability, collaboration, and continuous learning
· Support initiatives to improve staff engagement, morale, and retention
· Recommend strategies to enhance staff experience and team effectiveness
· Model professionalism and a commitment to service excellence

7. Other duties as assigned.  

[bookmark: _Hlk163741199]Minimum Qualifications 

Position Requirements: To perform this job successfully, an individual must be able to perform each essential duty satisfactorily.  The requirements listed below are representative of the knowledge, skill and/or ability and physical demands required, and environment characteristics encountered.  Reasonable accommodations may be made to enable individuals with disabilities to perform essential job functions. This position is contingent upon a successful background check.

Education and Experience: 
A minimum of a *Bachelor’s degree from an accredited college or university in a human services-related field, such as social work, nursing, public administration, gerontology and two years of experience in quality assurance, performance management, data analysis, or operational leadership in a contact center, and experience evaluating calls, documentation, or case management activities and experience providing coaching and performance evaluation; OR a *two-year certificate or degree in a human services-related field or a community health certificate and four years of experience as described above; OR *six-years of experience as described above. 

Knowledge and Skills:
1. Strong analytical skills with attention to detail
1. Ability to interpret data and translate insights into actionable improvements
1. Excellent written and verbal communication skills
1. Strong interpersonal and collaboration skills across multiple teams
1. Knowledge of quality assurance methodologies, regulatory requirements, and customer service best practices
1. Ability to manage multiple priorities in a fast-paced environment
1. Demonstrated commitment to continuous improvement and operational excellence
1. Flexibility to adapt to changing policies, regulations, and organizational needs
1. Exceptional oral and written communication skills
1. Knowledge of community resources, public assistance programs and a basic understanding of Medicare
1. Computer proficiency

Other Requirements: This position must be able to work remotely at times.  Therefore, sufficient high-speed internet, secure and password protected service is required.  
	
Knowledge of quality assurance methodologies, regulatory requirements, and customer service best practices; LTC services including formal, quasi formal, and informal organizations and providers; housing options, public LTC and housing benefits; Medicare; Medical Assistance; health and LTC insurance; pension rights; caregiver support; challenges of families related to aging and caregiving; aging process; public financial assistance programs; county Long-Term Care Consultation Services.

Skill in data analysis; quality assurance; performance management; client interview techniques; empathetic listening; assessment; researching and choosing service options; problem-solving; presenting ideas in a logical order; public speaking; working with groups and organizations.

Ability to utilize the technology tools available including, but not limited to Excel, Teams, Outlook, VOIP communications, Power BI, copy machines, mobile printer, web cams and laptops; communicate clearly; interpersonal counseling skills; maintain confidentiality; make independent judgments; react quickly in time-sensitive situations; participate in relationship-building activities and information and assistance service system development; efficiently and accurately use systems for client-tracking; provide basic health insurance counseling; use of a vehicle and ability to drive; keep up-to-date about changes in services and benefits; assist with data collection and preparation of reports; participate in agency work groups and initiatives about the operation of the Area Agency on Aging and its programs and services

Language Skills: Ability to read, analyze and interpret technical procedures and governmental regulations.  Provide outreach in the region virtually and in person. Ability to write reports, business correspondence, and procedure manuals.  Ability to effectively present information and respond to questions from planners, managers, clients and general public.

Mathematical Skills: Ability to add, subtract, multiply and divide in all units of measure.  Ability to interpret charts and graphs.

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.

Physical Demands: The employee is regularly required to talk or hear; occasionally calls extend to and past an hour.  The employee is frequently required to keyboard. The employee must occasionally stand, walk, and lift and/or move up to 25 pounds.  Specific vision abilities required include close vision and ability to focus, as well as sufficient vision to maintain a driver’s license.

Work Environment:  Employees could be located in any of the seven NE MN Counties (Aitkin, Carlton, Cook, Itasca, Koochiching, Lake, St. Louis) or WI (Douglas County). There are three work options: work in the Duluth office, a hybrid model meaning partial work in the Duluth office and partial work from home, or fully remote.  When working offsite, employees must meet specific internet criteria including demonstrated high speed connect ability and the ability to meet privacy and security standards with secure (password protected) internet.  Employees must be able to work and attend meetings in the ARDC office at times and pick up and/or return equipment to and from the office upon hire, when leaving employment, and when directed. The office is professional. The noise level in the office environment is usually quiet.  There are no hazards or unsafe conditions in the office.

Travel: This position requires minimal travel within the region and occasionally, the state. Some on-site training in Duluth required. 


ACKNOWLEDGEMENT SIGNATURE: The above statements are intended to describe the general nature and level of work being performed by people assigned to this position.  They are not intended to be an exhaustive list of all responsibilities, duties and skills required.

	
_________________________________________________	________________________
Signature									         		Date
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