
 

JOB TITLE Community Resource Specialist 

REPORTS TO Supervisor, 211/988 Crisis Hotline & Information Center

EMPLOYMENT STATUS Full- or Part-time, or Casual 

FLSA STATUS Non-Exempt 

GENERAL DESCRIPTION Under the guidance of the Shift Supervisor and the Program Director of the 
211/988 Crisis Hotline and Information Center, utilizes the Inform USA and 988 
Suicide and Crisis Lifeline Models to respond to hotline callers and providers 
with information and referral, crisis management, and individualized advocacy 
services. 

QUALIFICATIONS 

     

• Minimum of an Associate’s degree in human services or related field 
required. Bachelor’s degree in social work strongly preferred. 

• Ability to operate personal computers and electronic equipment 
• Ability to work independently and with others 
• Successful completion of 211/988 Crisis Hotline and Information Center 

Training upon hire. 
• Successful completion of Applied Suicide Intervention Skills Training (ASIST) 

when offered 
• Obtain certification as Certified Information & Referral Specialist (CRS) 

through Inform USA when eligible 
• Ability to communicate well both verbally and in writing 



 ESSENTIAL FUNCTIONS Reasonable accommodations may be made to enable individuals with 
disabilities to perform the essential functions. 

• Utilize the Inform USA Model to provide information and referral to callers. 
• Utilize the 988 Suicide and Crisis Lifeline Model to provide crisis 

management to callers. 
• Responsible for scheduling and conducting follow-up calls. 
• Utilize authorized resources to provide information and referral to callers. 
• Act as liaison between callers and contracting agencies for individualized 

call management services. 
• Follow agency and program policies, protocols, and procedures. 
• Process and maintain all appropriate records and reports. 
• Attend staff meetings and training programs. 
• Provide coverage during periods of disaster. 
• Perform tasks as assigned by the Hotline Supervisor, Program Director and/

or Executive Director. 
• Provide on-call services on a rotating basis (full-time staff only). 
• Maintain confidentiality. 

ADDITIONAL WORKING 
RESPONSIBILITIES

Physical Demands: The physical demands described here are representative of 
those that must be met by an employee to successfully perform the essential 
functions of this job. Reasonable accommodations may be made to enable 
individuals with disabilities to perform the essential functions, 

• The employee must be able to communicate clearly in person and over the 
telephone. 

• The employee must be able to read written material and computer screens. 
• The employee must be able to enter data into a computerized record. 
• The employee must be able to serve multiple hours on the telephone and 

computer. 

Work environment: The work environment characteristics described here are 
representative of those that must be met by an employee to successfully perform 
the essential functions of this job. Reasonable accommodations may be made to 
enable individuals with disabilities to perform the essential functions. 

This is a work-from-home position. The employee must maintain residency 
within a one-hour drive of the Pathways office in Newark, OH. The employee 
must maintain a quiet and confidential workspace, use a headset to reduce 
auxiliary noise and keep caller information confidential, and maintain adequate 
internet speeds. Specialists will sign a separate work from home agreement.  
       

These job expectations are subject to change and in no manner state that these are the only duties and 
responsibilities to be performed by the employee. The employee will be required to follow the instructions and 
perform the duties required by the employee’s supervisor/appointing authority. 


