LEAD TASK DEFINITIONS-Updated 9/11/25
HELP QUEUE	1) The leads on duty will be scheduled to take calls from both EBD and Family workers. The shifts are: AM 8:00-12:00 and PM 12:00-4:00.  Please be considerate and stay on the HQ until afternoon leads are logged in so we have appropriate coverage during the transition. The expectation is that all leads are logged in promptly at their assigned times and if they are going to be late, to please send an email to communicate this.
	***After 4pm, if a worker has an escalated call or needs help with a case, they should be directed to reach out to their own lead. 
	
2) Leads assigned to HQ will take escalated calls from the workers on the Call Center.  If the HQ lead is not able to de-escalated the situation, the lead will be the one to determine which supervisor needs to handle the call. It was agreed that if the call pertains to a certain worker, it needs to be addressed by their supervisor. If it is regarding policy, that could potentially lead to a Fair Hearing, then it should be given to the assigned worker’s supervisor. Please reach out to your own supervisor, if you need help determining who should handle the call.
	
3) While on HQ duty, the proper statuses are:
		* Idle—ready for another call
		*Busy--currently on a call
		*Away--restroom break
		*Break--please email the other HQ leads when taking a break
	After call time-- should be limited. If you feel you need to be in after call status, please check to see if there are any other calls waiting in the queue first and if it is going to take longer than 10 mins, communicate with the other HQ leads. It is important to pay attention to your status in case there are issues with Genesys and to ensure we have appropriate coverage. 


LISTS	1) The List Lead will determine the number of absent workers and assign the work to the rest of the leads scheduled on lists. When the volume is high, please email out to the lead’s team for volunteers to help. 
	*The absent workers can be found in the SharePoint Calendar and the unplanned absences will be emailed daily to the Leads email from each county (Refer to the written instructions under SharePoint for how to coordinate). 
IF THERE IS A PARTIAL ABSENCE (comes in late or leaves early), the supervisor of that worker will coordinate completion of their daily priorities. They will not be included on list coverage unless at the supervisor’s request.
*Assign the workers to the list team and email it out to the Capital Leads
	General Procedure
*Check the workers dashboard for items due today
*Run 7/20/30 report and complete the verifications due. For EBD cases pending ONLY for Waivers Start date or DDB decision, extend due date out 1 month
*Process ALL Mainframe alerts due today. If there are mass alerts that were generated and you are unable to complete, those can be completed by the worker when they return or their supervisor will coordinate the completion.
	FOR WORKERS ABSENT 1 DAY, ONLY COMPLETE THEIR 7/20/30 LIST, MAINFRAME ALERTS AND DASHBOARD ITEMS DUE TODAY
	
	Workers absent 2+ days:
*Complete documents, changes/SMRFS, renewals to within 2 business days. 
	When completing documents, make sure to use the Case Management search tool, not the worker’s dashboard. This ensures that you are processing from the correct days
	*Leads assigned to lists who are unable to complete all of the items by 2:30pm will email the Capital Leads team for assistance to ensure timely completion.
Note: If the lead assigned to an absent worker sees that the worker is more than 2 days behind on their work and the lead will not be able to get them caught up. Please email their supervisor and they will need to make other arrangements to get the worker caught up. The expectation is for the lead to work on current items received during the worker’s absence to make sure it is within 2 business days and applications within 10 days.

WORKLOAD REPORT	All leads will watch the overdue items from the Daily Workload report for their own unit or county. The lead will discuss the overdue item with their supervisor and coordinate the completion of this item. Do not automatically complete it unless asked by their supervisor.
	If on report before absence---handled by unit lead/supervisor
	If on report during absence---completed by lead assigned on lists
	Note:  FFM applications will need to be processed in that county so you will need to send an email to the Monitoring Team to get that completed

PRT EMAIL INBOX	Managing the Capital PRT inbox for system and policy questions from Capital works and supervisors. Send to State Help Desk if necessary and/or respond to workers/supervisors and/or fix the problem cases as necessary. 
	NOTE: If help is needed for review of new workers cases, please email the entire Leads team for assistance. All leads aiding during this period should feel free to share your experience working with the new worker with their assigned lead and supervisor.
DANE LOBBY	Lead lobby shifts are 7:45am-12:15pm and 12pm-4:30pm
	The clerical team, front desk ESS staff, and JCO lobby supervisor can ask for help from lobby lead to:
		Coordinate and get the on-call lobby ESS to the front. 
		Coordinate with CCC supervisor for additional ESS help 
		Do CC adds for W2
	Take care of BC/MAPP premiums (this includes premiums received in the mailroom)
	Provide support to clerical when there is urgent need to do so
	Help oversee the lobby area
During lobby shift, lead should:
				Make the initial round to the front desk at 8am and again at Noon
				Let workers know you are the lobby lead for that shift
		Remind workers to email you when taking breaks
Make a round to the lobby at 4pm to evaluate lobby lines and coordinate if more help is needed
The lobby lead is the one to act and assign the email requests from Capital staff seeking call back to handle Hmong and Spanish Dane CC and EBD programs
PARTNER LOBBY	Varies by county
CC APPT 	Each county is responsible to check for their own absent workers appointments and re-assign when necessary. Appointment coverage is no longer a shared duty for Capital leads

UNIT COVERAGE	Provide back up support to unit supervisor, including running reports and attending meetings.
	Emergency permission to leave (non-emergency needs to go to unit sup) when no other supervisor can be found
	Act as the unit’s go to person for questions/problems solving when worker unable to get through to the Helpline
	Help workers on their daily priorities or help with complicated case
	Provide overview or clarify Ops Memos and program policy
	Discuss with supervisor of workers that are behind on their work and create action plan to assist
	Attend fair hearing with workers if needed
	Help arrange coverage for workers that have to leave urgently




OTHER MAJOR		Policy Coordinator
DUTIES; EACH			CARES Coordinator
INDIVIDUAL LEAD		Newborn Coordinator
MAYBE RESPONSIBLE		CS Good Cause Coordinator
FOR WITHIN THEIR COUNTY	Childcare Coordinator
				CCC Administration back up
				Forms Coordinator
				EBT Vault Card Coordinator
				Transfer Coordinator
				Fraud/Overpayment
				EVR Reports
				ACCESS Inbox Coordinator
				State Second Party Review Coordinator
				State FS/HC QC Coordinator
				Internal Targeted Case Review
				New Worker Training
				Develop Training Materials
				Hold trainings/meetings/create agendas/take minutes
				Coordinate special projects for consortium staff

