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CLIENT ADVISOR

QUALIFICATIONS
REQUIRED: 
1. 
High school diploma and at least six months work experience in security or social services.

OR


Two years undergraduate study in Behavioral Sciences or related course of study.



2. 
Must have a valid Montana driver's license.




3. 
Good writing and verbal skills.




4.
Ability to work on any shift, 24/7. 

PREFERRED:
1. 
Undergraduate degree in Behavioral Sciences.




2. 
Experience working with an offender population.




3. 
Computer operations background.

WORKSITE AND CONDITIONS
Alternatives, Inc. is a not-for-profit corporation located in downtown Billings.  The organization provides residential supervision and treatment programs for state and federal inmates, and alternatives to jail in Yellowstone, Carbon, and Stillwater.

Employment responsibilities require a person with resilience, the ability to deal with stressful situations such as verbal confrontations with clients, and the ability to react quickly to deescalate potentially explosive situations.  While incidents of physically aggressive or assaultive behavior on the part of clients have been infrequent, a significant portion of the clients have been convicted of violent offenses.  As such, the possibility of physical aggression must be anticipated.  Employees are expected to be physically fit and mentally alert so as to be able to handle such incidents with the minimum physical force necessary to defend oneself, others and property.  Alternatives, Inc. also offers services to offenders (mentally and physically challenged), who need extra attention and assistance, but are still to be held accountable to program rules.

Considerable documentation and paperwork requirements exist.  The employees of Alternatives, Inc. must be able to organize, manage time effectively, and keep records orderly and up to date.  Use of computers for record-keeping purposes is commonplace and you may be required to learn computer operations, to enter data and develop reports.

The Alternatives, Inc. building is designated as a tobacco-free facility area.  Employees will be permitted to take breaks for the purpose of smoking or chewing but may not do so in the building.  Employees are asked not to wear cologne, aftershave, perfume or other scented grooming aides.  This requirement has been instituted to promote a healthier workplace, and in consideration of co-workers and clients with chemical sensitivities or allergies.

SUPERVISION/EVALUATION/PROBATION PERIOD
The Client Advisor is directly accountable to the Operations Supervisor of Alternatives, Inc.  

Semi-annual performance evaluations will be conducted by the employee's supervisor with eligibility for salary adjustments occurring on the anniversary of the date of hire.  Written quarterly summaries on the status of assignments may also be required of each employee by his/her supervisor.  There is an initial probation period of 180 days from the date of hire, during which time the supervisor of this position may discharge the probationer without cause.  In the case of promotion to a new job title there is also a 180-day training period (similar to a probationary period).  During the training period, the employee's supervisor may return the employee to his former position and paygrade or a similar position for unsatisfactory performance.

SALARY AND BENEFITS
The current starting salary for the position is $9.00, although consideration will be given the successful candidate's experience and educational background.

Permanent full-time employees of Alternatives, Inc. are entitled to personal time off (PTO), individual health and dental insurance, and retirement benefits.  Alternatives, Inc. participates in the State Workers Compensation and Unemployment Insurance plans.

Permanent part-time employees are entitled to a pro-rata share of benefits based on the percentage of full-time hours worked (full-time = 40 hours per week).

Temporary full-time and part-time workers are not eligible for benefits.

Specific detail regarding benefits will be provided upon request at the time of interview or at the time of hire.

DUTIES AND RESPONSIBILITIES
General Overview:
General Requirements:
1. All employees of Alternatives, Inc. are required to comply with the limits of confidentiality concerning client information.  The specifics of the confidentiality limits are detailed in SOP I1.  In general, no information on clients other than name, current offense, whether or not the individual is a client, where the client works, or if the client is in-house at the present time may be given out in writing or verbally without a signed consent form from the client.  An exception to this is the case of Deferred Prosecution clients, whose names, charges, and status in the program are not a matter of public record and may not be divulged.  File materials may not be copied or distributed without a signed release.  Under no circumstances are prison files, psychological evaluations, or chemical dependency evaluations to be released, shown to or discussed with the client or other persons without a signed release from the source of these materials.  Failure to comply with confidentiality standards will render an employee of Alternatives, Inc. subject to disciplinary action up to termination of employment, depending on the seriousness of the violation.

2. No employee of Alternatives, Inc. shall use his or her position and its implied authority for personal gain.  Staff members shall not:

a. Exchange personal gifts or favors or engage in any business barter with clients, their family or friends.

b. Accept any form of bribe or unlawful inducement.

c. Perform duties under the influence of intoxicants or consume intoxicants while on duty.

d. Violate or disobey established rules, regulations or lawful orders from a supervisor.

e. Discriminate against any client on the basis of race, religion, creed, gender, national origin or other individual characteristic.

f. Employ corporal punishment or unnecessary physical force.

g. Subject clients to any form of physical or mental abuse.

h. Demean or intentionally humiliate clients.

i. Bring any type of weapon(s) or item(s) declared as contraband into the facility without proper authorization.

j. Engage in critical discussion of staff members or clients in the presence of other clients.

k. Divulge confidential information without proper authorization.

l. Withhold information which, in so doing, threatens the security of the facility, its staff, clients, visitors, or the community.

m. Endanger the well-being of self or others through intent or neglect.

n. Inquire about, disclose or discuss details of client's crime(s) other than as may be absolutely necessary in performing duties.

o. Engage in any kind of social contact with clients except as a part of a staff member's approved Job Duties and as authorized by supervisory staff.

3. All employees of Alternatives, Inc. are expected to attend meetings as directed by their supervisor.  Those persons receiving permission from their supervisor to not attend a meeting are responsible for the content of the meeting through reading of minutes of the meeting.

Team attendance is mandatory and is a requirement of your employment at Alternatives, Inc.  If for any reason you must miss an assigned Team Meeting, it is your responsibility to notify your Team Leader of your intended absence and request to be excused for a specific Team Meeting.  If you will be absent from an assigned Team Meeting, it is your responsibility to ensure that your team duties are covered.

Supervisory and Administrative personnel are responsible for conducting meetings with subordinates on at least a once monthly basis for the purpose of disseminating information, organizing, planning, and to receive the input of subordinates on operational efficiency.  Minutes are to be maintained for all such meetings.

4. All employees of Alternatives, Inc. are responsible for reading and complying with standards and procedures in the following documents:

a. Personnel Policy Manual

b. Policy Manual

c. Standard Operating Procedures

5. Alternatives, Inc. personnel are responsible for attending and documenting satisfactory completion of 40 hours of supervisor approved training activities each fiscal year.

PHILOSOPHY AND CLIENT ADVISOR ROLE

The role of Alternatives, Inc. is to maintain a structured environment for adult criminal offenders with 24 hour per day accountability while providing a wide range of treatment services and preparing residents for release to the community by giving them an increasing degree of freedom as responsibility is demonstrated. Client Advisors are expected to provide supervision of the residents in a firm, fair, and consistent manner.  The Client Advisors role is primarily one of providing “dynamic security” which is an equal measure of security procedures and quality interaction between the staff and resident. Residents are motivated to perform better and comply with rules and staff requests when they are treated with respect and dignity. 

The Client Advisor is expected to be firm in rule enforcement.  This means that incident reports are to be written for all suspected major and severe violations.  These include the use of alcohol/drugs, violence or threats of violence, crimes in the community (no matter how minor), and agenda/schedule violations.  Incident reports do not necessarily need to be written for all minor rule violations.  Oftentimes it may be more effective to give the resident a reminder or a warning for minor violations if they are not repeat episodes. Staff members are to remember that the residents are adults and expect to be treated as such.   For instance, talking to clients like children is not only inappropriate, it is counterproductive.  A staff member who treats residents as he/she would like to be treated is much more effective and has much more respect from the residents.  Use of threats, insults, etc. is not appropriate.  Explaining options, consequences, choices, etc. is a much better avenue.  Essentially, staff members cannot make the residents behave, but will encourage them to do what is best and right for them and the community.

Client Advisors are expected to be fair.  This means that all residents are to be treated the same.  Favoritism towards individuals or groups has no place here.  It also means that staffers should not be petty when interacting with residents.  Minor matters should be treated as such and not overblown with power struggles.  The Client Advisors also are expected to be genuinely concerned about residents and their problems, and make it a mission to see that the agency appropriately deals with resident needs.

Consistency is another expectation for Client Advisors.  Maintaining an even tempered manner while performing one's job duties is expected of all staff members.  Residents should know what to expect from a staff member in a given situation. Maintaining a positive attitude and good listening skills is essential to the performance of CA duties. The Client Advisor is expected to function as a role model and maintain a professional tone in all interactions.  Therefore, the use of profanity in conversation with residents is not acceptable.  Likewise, comments of a racial or sexual nature are not allowed.

It is important that staff members also remember to treat employers and other community members with respect at all times.  Staff members are representing Alternatives, Inc. when dealing with the public and need to act accordingly.  Maintaining a productive and respectful relationship with the public is imperative and prompt attention will be given to their needs or inquiries and directed to the In Charge CA, Case Manager, Security Supervisor, Deputy Administrator, or Administrator as the need arises.  
Should a community member or employer become belligerent, staff should first attempt to de-escalate the situation and then refer them to the appropriate contact within the agency for resolution.  Upset community members should be assured that Alternatives, Inc. will do everything it can to resolve the issue.  All media inquiries are to be routed to the Administrator.

Performing one's job duties in this manner will not only provide a more harmonious and predictable atmosphere for residents, it will provide a less stressful and more rewarding work situation for the staff member.

EMPLOYEE SCHEDULING 
Client Advisors are expected to be flexible in assuming new duties and schedule changes with the understanding that occasionally last minute schedule changes may be required due to immediate need. The Client Advisor is expected to provide his/her supervisor written notice of leave requests and schedule change requests obtaining prior authorization for such action. Reporting in sick will be done as far in advance as is possible.  When calling in sick, you must speak to the Operations Supervisor or CA IV.  If they are not available, you must speak with the In-charge CA.  The person taking the call (Operations Supervisor, CA IV, or In-Charge CA) will also make a log note about the absence and leave a voice mail for the Operations Supervisor. Client Advisor positions must be staffed 24 hours per day and therefore all Client Advisors are subject to rotating shifts. They may be required to work days, swings, or nights, including weekends and holidays, in accordance with the needs of Alternatives, Inc. In cases of emergency the Client Advisor may be subject to on-call duty.

CA TRAINEE
Employees new to the CA area will have a three week training period during which time the initial training portion of the CAI Training Checklist will be completed. During the first two weeks of this training period the employee will not perform on-line duties except as required for training and then not without immediate supervision by the CA IV or mentor. They will then begin to work towards completing the rest of the CAI Training Checklist.  Except under immediate supervision, at no time will Client Advisors perform on-line duties for which they have not been trained.

CAI SPECIFIC DUTIES
The primary areas of the Client Advisor's involvement include, but are not limited to:  customer service, security, accountability of residents, monitoring life safety issues, supervision of maintenance requirements and sanitation requirements, resident recomvent, transportation and recreation.  Client Advisors are also expected to interact with residents on a daily basis and communicate with Supervisory Staff and the resident’s casemanager regarding special problem areas and/or assessing residents' needs.
Client Advisors are expected to remain in circulation throughout the resident occupied areas of the center on a regular basis and to work as a member of a team in accomplishing task requirements.

1.
Accounting for residents whereabouts on a 24-hour basis by implementing Alpha House policies concerning head counts, walk-throughs, pass checks, on-site agenda checks, and employment checks.  Includes documentation requirements.


2.
Monitoring those resident sign in/out procedures which the CA has been approved to monitor.  


3.
Maintaining the Alpha House as an alcohol and drug free environment by implementing prescribed procedures for urinalysis and Alco-sensor testing. 


4.
Writing incident reports for rule violations and serving incident reports.

5.
Insuring against the existence of contraband on the Alternatives, Inc. premises by implementing personal, room, and vehicle search procedures.


6.
Supervising resident activities in the center, maintaining an awareness of residents’ attitudes and whereabouts through regular interactions which includes informal contact with residents.


7.
Notifying counseling staff of important resident-related issues through direct conversation, logging procedures, resident team meetings, staff meetings, and use of informational incident reports.

8.
Participate in maintaining the residential facility through a coordinated plan of action between CA’s and the Housekeeping Manager.

9.
Meeting transportation needs of residents in emergency situations, and during recomvents and shopping runs.

    10.
Participation in judicial investigations and hearings as a lay advisor or witness as needed.

    11.
Participation in resident team meetings, CA team meetings, and weekly staff meetings.

    12.
Expectation to report to his/her supervisor in an expedient fashion all areas of noncompliance with program and security procedures.

    13.
Responsible within the best of his/her ability for maintaining a positive and professional customer service orientated image of Alternatives, Inc. within the community and within the agency.

    14.
Intra-agency issues are to be dealt with in a direct manner within the confines of the agency chain-of-command or grievance procedure.

    15.
Through CA Team, Client Advisors are encouraged to question and then provide creative input in establishing or modifying operational procedures.

    16.
The Client Advisor is responsible for ensuring that agency chain-of-command is fully appraised of significant developments related to the security and program operations of Alternatives, Inc. Examples include, but are not limited to:

· Escapes/Walkoff

· Residents who are sick, need or seek medical attention or are involved in accidents

· Resident involvement in the legal system

· Threats of legal action

· Physical threat of any kind regardless of who makes it or to whom or what it is directed

· Public relations problems

· Resident employment/employer problems

· Resident or staff grievances 

· Fraternization involving staff and/or residents

· Repair/safety issues regarding the facility or agency property including the vans

    17.
Crisis intervention must be done under the immediate supervision of the In-Charge CA.  

    18.
Read and comply with all S.O.P. Policies and Procedures on the CAI Training Checklist.
CA II - IV SPECIFIC DUTIES
The specific duties of CA II include all of the CAI Specific Duties. CA I, item #16 has been reworded in the CA II list of specific duties and is item #1. Review the difference in wording. The CA may not assume these duties unless they have completed all the Class II addendums and received this designated level. The same holds true with CA III. 

1. Take responsibility for short term crisis intervention while keeping the CA In-Charge aware of de-escalation progress.  

2. Conducting intake orientation and security procedures for incoming residents.

3. Implementing escape procedures and completing all related documentation. 

4. Maintain current/working inventories of Alternatives, Inc. equipment, conduct resident inventory checks and properly handle the possessions of residents absent from the facility.

5. Demonstrated ability to handle medical emergencies through CPR and First Aid training.

6. Conduct resident termination/revocation and release procedures and complete all necessary documentation.

7. Acquire an understanding of chemical dependency concepts.

8. Properly handle resident and in house medications including completion of all documentation requirements.

9. Acquire a working knowledge of resident funds/accounting procedures and related documents.

10. Respond to panic alarms as a first responder or member of a response team.

11. Acquire a working knowledge of resident status and accompanied security issues.

12. Read and comply with all S.O.P. Policies and Procedures on the CAI Training Checklists in addition to complying with the training requirements and S.O.P. requirements of each level as assigned.

13. Specific CA IV duties are outlined in CA IV Job Description.

CA LEVEL SYSTEM TRAINING REQUIREMENT

CA Trainee

CAI

· CAI Basic Training Checklist Complete

· Complete All Level I Addendums




CAII
· Chemical Dependency (2 hour in-house tape)
· De-escalation Training (6 hour) NVCI

· Read and review FBOP Manual (SOW) and test

· One year experience Law Enforcement / Corrections / Human Services

· Minimum 6 Months Client Advisor

· Evaluation with no areas marked lower than “Good”

· Working with Manipulative Inmates (ACA) Certificate

· Read “The Art of the Con” and test

· Complete all Level II Addendums to Job Description

CAIII
· Suicide Prevention in Custody (ACA) Certificate

· One year experience Corrections / Law Enforcement / Human Services
· Complete all Level III Addendums

· Minimum 1 Year as Client Advisor (can be waived – experience)

· Read “Games Criminals Play” and test

· Annual Evaluation with no areas marked lower than “Good”

· Attend a 1:1 session with Case Manager

· Attend CP&R Group

· Attend Contract Team

· Attend local Screening

· Attend Class III Incident Report Hearing

· CA Test
Addendums
· Sanitation/Housekeeping/Maintenance
II



· Class III Hearings 






III


· Auditing








II
· In charge








III
· Mentorship







II
· Recomvent/Transports




I
· Rover 









I
· Medication Auditing





II
* 
Note: CAI Training Checklists must be completed within 6 months from date of hire.  
  

Any request for exceptions to the above need to be approved by Operations Supervisor.
**
If someone who has not completed all of the CA I – III training requirements is hired as a CA IV, the person must meet all of the CA I – III training requirements within six months.

Other:
1. In order to enhance the quality of services, the Client Advisor is expected to:

A. Attend to orientation procedures as directed by their Supervisor.

B. Familiarize self thoroughly with House Rules and Regulations.

C. Familiarize self thoroughly with Standard Operating Procedures (SOPs).

D. Attend all in-house training sessions.

2. The Client Advisor is responsible for informing their supervisor of significant developments related to Alternatives, Inc.  Such issues are to be reported expediently, based on his/her assessment of the importance of the issue.  Examples include:

A. Any resident involvement in the legal system or in violation of program rules and regulations.

B. Threats of legal action.

C. Public Relations problems.

D. Resident complaints.

E. Fraternization issues.

F. Medical incidents/accidents.

G. Repair requirements on van or facility.

H. Schedule changes, leave requests, reporting in sick and any unauthorized departures from the office.

3. The Client Advisor is expected to report to his/her supervisor in an expedient fashion all areas of noncompliance with program procedures, along with suggested remedial plans or interventions.

4. The Client Advisor is responsible within the best of his/her ability for maintaining a positive and professional image of Alternatives, Inc. in the community and within the agency.  The Client Advisor is required to deal with intra-agency concerns in a direct manner within the confines of the agency’s chain-of-command or grievance procedures.

5. The Client Advisor is expected to be flexible in assuming new duties and schedule changes.  He/she is to be creative in establishing or modifying program operation procedures, and obtaining approval of the appropriate authority previous to implementation.

I have read and understand the content of this Job Description and agree to comply with the terms and conditions of my employment as described herein.

 ________________________________________ 

Employee   


              
Date         


_________________________________________ 

Supervisor             
        


Date

