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CASE MANAGEMENT COORDINATOR

Job Code
300693

FLSA Status
N

Summary

Under general supervision, provides outstanding case management, customer service and guidance to 
7,000+ union and nonunion employees in multiple entities by managing COVID intakes, notifying 
employees who may have been exposed, performing contact tracing and answering employee 
inquiries pertaining to a variety of general human resources questions as they relate to Covid-19. 
These may include, but not limited to, benefits, paid time off (PTO), HR and Corporate policies, 
collective bargaining agreements, payroll, COBRA or flexible spending programs, as well as health, life, 
or disability insurance. Answers moderately complex questions regarding policy changes, company 
communications, eligibility guidelines, and the Company's response/protocols related to Covid-
19. Coordinates with leadership communications and protocol.

Essential Functions
This job description reflects management’s assignment of essential functions; it does not prescribe or 
restrict the tasks that may be assigned.

• Manages case management of COVID intakes.
• Contacts front line leaders and employees to do contact tracing and communication of protocols 
based on that situation. This includes conducting intake interviews, communicating with 
leaders/stakeholders, and escalating as appropriate.
• Communicates sensitive information to those that may have been exposed.
• Follows documented policy and protocols for communications using scripted messaging.
• Performs independently to answer questions and/or resolve general employee issues related to 
Covid-19. 
• Engages in active listening and works with a sense of urgency to provide accurate information in a 
friendly, professional, and empathetic manner translating to superior customer experience. 
•  Manages open cases in ServiceNow system to resolution in shortest possible timeframe while 
keeping employees regularly informed of status and anticipated resolution timing. 
• Ensures proper triage, escalation and effective resolution of higher-level issues and challenging 
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employee interactions through escalation to Subject Matter Experts. 
•  Builds and maintains effective business relationships with all departments. 
• Interprets EHS, Payroll and HR Policies. 
• Meets and or exceeds established Key Performance Indicator metrics as defined by management. 
• Meets or exceeds all established call quality standards. 
• Maintains confidentiality at all times. 
• Functions as a part of a team contributing to the goals of the department with a positive and 
professional manner. 
•  Works in a rotation with peers to provide appropriate business coverage. 
• Serves as the first point of contact for inquiries and incident command communications regarding 
Covid-19. 
•  Identifies issues, recommends solutions, and ensures resolution based on documented standards in 
an expedited fashion. Escalates as needed.
• Maintains satisfactory attendance, to include timeliness.
• Responsible for understanding and complying with applicable quality, environmental and safety 
regulatory considerations.

Supervisory Responsibilities

• N/A

Qualifications
To perform this job successfully, an individual must be able to perform each essential duty satisfactorily. 
The requirements listed below are representative of the knowledge, skill and ability required. Reasonable 
accommodations may be made to enable individuals with disabilities to perform the essential functions.

Minimum Qualifications
• High School or State-issued equivalency certificate plus 1years of customer service experience.
•  Outstanding customer service and interpersonal skills.
•  Excellent verbal and written communication skills.
•  Ability to identify and resolve issues in a timely fashion.
•  Ability to handle multiple priorities at once.
•  Possesses a friendly, positive, and professional demeanor in a team setting with strong listening 
skills.
•  Basic computer skills to include MS Word and MS Excel.
•  Experience handling sensitive and confidential information.
•  Required to be available to work shifts on weekends (6am-midnight) and evenings (3pm-midnight) 
during the week.

Preferred Qualifications
• Bachelor’s Degree plus 1 years of Human Resources or Environmental, Health and Safety experience.
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•  Experience in contact tracing or customer service.
•  Bilingual in English and Spanish.

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.

While performing the duties of this job, the employee is frequently required to sit; use hands to finger, 
handle or feel and talk or hear. The employee is occasionally required to stand and walk.

Work Environment
The work environment characteristics described here are representative of those an employee encounters 
while performing the essential functions of this job. Reasonable accommodations may be made to enable 
individuals with disabilities to perform the essential functions.

The noise level in the work environment is usually moderate


