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UNITED WAY OF GREATER ST. LOUIS
INDIVIDUAL WORKPLAN

Strategic Priority #

Organizational Goal

Division Goal/Metrics

Division Strategies

Individual Goal

Activities and Tasks

1

2

Timeline

Measurements:

Strategic Priority #

Organizational Goal

Division Goal/Metrics

Division Strategies

Individual Goal

Activities and Tasks

1

Timeline

Measurements:

Strategic Priority #

Organizational Goal

Division Goal/Metrics

Division Strategies

Individual Goal

Activities and Tasks

1

2

Timeline

Measurements:

Fully implement agency tracking process to determine outcomes of 2-1-1 referrals to United 
Way of Greater St. Louis Agency Partners

NAME:  I & R Specialist DIVISION: 2-1-1

Instructions:  Use the following to outline your individual goals, metrics and tasks toward achieving your Division's metrics 
to accomplish the organization's Strategic Priorities. Please specify the Strategic Priority Area and Organizational Goal; 
and the Division goal and strategies. Then state your individual goals, activities/tasks, timeline and measurements.

QUALITY AGENCY PARTNERSHIPS

Maintain our system of Quality Agencies committed to being a "partner" with us

Expansion of Agency Awareness of 2-1-1's Value Proposition & Re-focus Resource Specialist 
Role to Drive Key Partnerships Around the State
Achieve a score of 85% on closure scores and schedule follow ups with 5% of qualified 

calls.

Adhere to closure procedures

Schedule follow ups with 5% of qualified calls and document appropriately

12/31/2013
85% goal achieved on closure beginning 2nd quarter and continuing through the 4th quarter.  
Schedule follow up on 5% of qualified calls and document eligible calls. 

STAFF DEVELOPMENT

Continue to build an engaging platform for staff that position both in their highest and best use

Staff Empowement and Performance

Attend training sessions

Staff Development for Management Team
Attend trainings provided by management 

Document trainings received
12/31/2013
Attend and document trainings provided. 

REGIONAL LEVERAGE

 

Continue to be a leader in the region / state by taking on appropriate leadership roles
Use new Service Point system properly to document calls

Document calls appropriately using new system

6/30/2013
Complete Service Point training, can demonstrate how to document three basic call types 
(Referral, Non-Referral and Crisis) on own.

11/5/12
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UNITED WAY OF GREATER ST. LOUIS
INDIVIDUAL WORKPLAN

Strategic Priority #

Organizational Goal

Division Goal/Metrics

Division Strategies

Individual Goal

Activities and Tasks

1

2

3

4

5

6

Timeline

Measurements:

Strategic Priority #

Organizational Goal

Division Goal/Metrics

DivisionStrategies

Individual Goal

Activities and Tasks

1

2

3

Timeline

Measurements:

Achieve an average of 4.5 on satisfaction surveys

STAFF DEVELOPMENT

Meet individual departmental goals

Achieve an average of 85% or better on CARE scores

Be available to take calls an average of 75% of worktime
Mark an average of 90% of referral calls for satisfaction surveys
Talk time average of 5-7mins
Average 3% or less absences and < 15% tardiness
12/31/2013
Achieve all metric goals as outlined above.

VOLUNTEER DEVELOPMENT

Continue to build an enhanced sense of ownership for volunteers and an engaging platform for 
Maintain, recruit and train a base of 20 2-1-1 Community Volunteers
Volunteer Development
Support training of volunteers and new staff

Providing training to volunteers as assigned
Shadow and be shadowed by volunteers
Act as mentor to volunteers and new staff during shifts
9/30/2013
Complete assigned training sections and attend volunteer planning meetings as assigned.

21/5/12
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