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ELIGIBILITY TEAM MANAGER
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Responsibilities

Eligibility managers help their teams function like well-oiled machines. They play
a role in case segmentation, staffing, onboarding, and troubleshooting difficult
cases.

They are the primary liaisons with partner organizations, often serving as the
face of their programs in the community. They learn the capabilities of community-
based organizations—nonprofits, churches, social enterprises, and community
centers—mapping the suite of services provided and building relationships
with these organizations. They facilitate an ongoing dialogue with organization
partners, discussing the trends in their agency’s caseload, the efficacy of various
interventions, and unmet needs.

With dashboards, artificial intelligence (AIO) and sophisticated analytics
capabilities at their disposal, team managers use data to identify best practices and
cross-pollinate successful ideas and interventions within the organization. They
make sure their teams can allocate their time effectively to maximize time spent on
their core mission: social work.

Time spent on activities

W 2019 (past) W 2025

20%
15%

Administrative
and coaching tasks

Training and Analysis and Team management

learning

problem-solving

Partner outreach

Managing a team of eligibility coaches
and support staff

Participating in onboarding and training
new team members

Connecting clients to governmental and
nongovernmental resources in their
community to help address specific
needs

Using analytics to assess team
performance and the effectiveness of
interventions across the team'’s caseload

Motivating and coaching staff

Engaging with clients alongside their
caseworkers on cases requiring
additional expertise and troubleshooting

10% 15%
5% 10%

Client engagement
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Top skills

HUMAN
Coaching

People management

TAMMY McGRAW

ELIGIBILITY TEAM MANAGER
Wisconsin Department of Children and Families | Milwaukee, Wisconsin

Leadership

Team managers oversee eligibility coaches and other staff members.
Communication (empathy, influence, persuasion)

Partnering for impact

I—
Experience Education

TECH
Eligibility team manager University of Michigan C t
Wisconsin Department of Children and Families MSW d>€ Mdfndgemen
2020-present 2013-2014 |
Eligibility coach Analytics software
Wisconsin Department of Children and Families Other certifications
2015-2020 ‘

Performance management metrics
Program specialist * edX * MIT Online |
Casey Family programs People management Data analytics for the social

sector
2013-2015 . Udemy
The art of giving feedback * Lynda.com

Volunteer Active listening

Teach for America
2012-2013
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TOO LBOX THE TOOLBOX SUPPORTS THE WORKER AS A WHOLE—IN ACHIEVING EXTERNAL OUTCOMES SUCH AS
PRODUCTIVITY AS WELL AS INTERNALLY FOCUSED ONES SUCH AS WELLNESS AND PERSONAL DEVELOPMENT.

@ Worker 360° case dashboard @ Smart voice assistant @ Track it dashboard ﬁﬁﬁ Community pulse

This omnichannel dashboard and case management This voice-based smart This tool tracks various case metrics and outcomes to This tool provides a curated

system uses cognitive computing to automatically assistant helps the workforce help coaches answer questions such as “What did the newsfeed of news and developments
prioritize tasks. It uses a graphical intuitive stay productive throughout employee actually accomplish?,” “What didn’t work?,” that impact the communities and
representation of complex data for data-driven the day. Workers can use and “What interventions have been most successful?” clients a department serves. This
insights. It also makes recommendations by analyzing the assistant to schedule Metrics include timeliness, accuracy, reduction in benefit helps managers identify changes

the outcomes of similar cases. The manager view appointments, find answers loss (reduced churn), number of clients who graduated that could impact demand—for
displays case progress, provides input and suggestions to case-related questions, or for the right reasons, and risk reduction. Insights example, a plant laying off workers—
when needed, and prioritizes issues escalated by the type up case notes using a gleaned from the dashboard are also used to inform which improves planning and service
team for review (e.g., suspected fraud). voice command. wider operational improvements across the department. delivery.

@ Opioids 360 @ Staffing 360 @ Resource engine RegXplorer HHS connect

This tool uses predictive This Al-enabled tool and This tool allows residents to access This tool helps managers and This tool connects
analytics and rich data sets dashboard provides community-based resources to support staff members stay informed human services

to predict the probability managers a 360-degree view their social and health needs. It integrates about policy and potential professionals

of drug use/addiction on into their teams—showing individual program and household details changes that impact their work. working with the

an individual level. This current staffing, past cases, and circumstances from case management In addition to push notifications same client. It allows
information empowers skills, specializations, and systems, and then uses that information to on policy change, the tool also them to share
teams to intervene at the other data—and allows suggest applicable community resources. has a chatbot-enabled search information securely
right time and potentially them to make and manage It also generates referrals for community function for quick access to and develop unified
protect those most at risk. case assignments. partners and can record and track outcomes. information. client strategies.

Productivity
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Policy awareness

Community connect

This tool helps managers
connect with partner
organizations in the
community. It is an active
database that allows
managers to mobilize and
coordinate with new and
existing partners.

Training
Well-being




Job description Employee profile Toolbox A day in the life

A DAY IN THE LIFE

0 9 . 0 0 AM Working from home, Tammy tunes into a webcast on Skills U on “the science 01:00 PM After lunch, Tammy meets with a client with Dave, the client’s assigned eligibility
: behind superstar teams,” where a panel of public and private sector managers ' coach on her team, to troubleshoot a particularly difficult situation that has
share their experiences building high-performing teams. She makes note of a few recently emerged.

techniques she’d like to try with her own team.

Tammy does a review of her team'’s weekly reports from the Track it dashboard.
The dashboard shows team productivity in terms of outcomes, helping Tammy
identify which interventions worked, which didn’t work, and why.

) Tammy reviews staffing and case assignments on the Staffing 360 tool on her 0 2: 3 0 PM
1 O . 0 0 AM laptop. The system has already matched some new cases to coaches based on
factors such as availability, experience, and successful outcomes with similar
individuals and families. Tammy reviews the suggested matches and makes a few e
adjustments. She knows, for example, that one of her more experienced coaches —

is caring for a sick parent, so she modifies that coach’s assignments to allow for

more flexibility. 03:00 PM It's time for the weekly Pulse meeting that Tammy leads. Staff members get

d together to review metrics and data from their week’s case activities and
| - ‘*JI“ glean insights that might influence decision-making. They also discuss some
developments in the news that the Community pulse tool flagged as impacting
- demand. Tammy will also communicate any changing needs flagged in the
e

,l O . 4 5 AM At the office, Tammy has an onboarding meeting with a new eligibility coach meeting to community partners.

who has joined the team. Since it's his first week, she introduces him to some

colleagues who can show him the ropes, helps him identify appropriate training |
modules, and also recommends simulation training he can complete on Go case

VR and learning to prepare for his first case.

0 44 5 PM Tammy uses her smart voice assistant to dictate a few notes and to schedule
| ' some follow-up meetings. She then heads out to the local senior center to meet
up with her elderly mom for their weekly mahjong game.

Tammy meets with Lisa, one of the eligibility coaches on her team, for a
11:30 AM troubleshooting session. They discuss loss of benefits of her client, Anne. Tammy

uses Community connect to help her identify other community-based partners
that can assist Anne.
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