
 

 
Eligibility Worker II #00734 
City of Virginia Beach – Job Description 
Date of Last Revision: 02-04-2021 

FLSA Status:  Non-Exempt Pay Plan:  General Grade:  21 
 
City of Virginia Beach Organizational Mission & Values 
The City of Virginia Beach exists to enhance the economic, educational, social and physical quality of the 
community and provide sustainable municipal services which are valued by its citizens. The City of 
Virginia Beach organization is based upon a belief in the democratic process of government. This belief 
provides meaningful ways for citizens, reflecting the diversity of our City, to contribute to the development 
of public policy. This process is enhanced by organizational values which guide member performance 
within the Virginia Beach Quality Service System. These Values define our desired organizational culture.  
We value quality customer service; teamwork; leadership and learning; integrity; commitment; and 
inclusion and diversity. 
 
Class Summary 
Perform tasks related to the determination of eligibility for eligibility benefit programs; implement effective 
caseload management techniques; assess the customer's need for services; participate in staff and 
program development; and serve as a lead worker within a unit. 
 
Representative Work Functions and Responsibilities 
Conduct face-to-face interviews with customers to determine eligibility for eligibility benefit programs using 
strong interpersonal skills and established interviewing techniques. 
  
Assess customer needs, make appropriate referrals and coordinates services available from other 
programs. 

 
Provide guidance and direction in crisis situations. 

 
Appropriately defuse emotions and foster customer readiness to use available services and pursue self-
sufficiency. 

 
Collect, organize, evaluate, and verify documentation and data to determine eligibility for eligibility benefit 
programs. 
 
Interpret and apply complex federal, state, and local policies. 
  
Provide leadership to the unit by assisting in supervisory functions including training of new staff, while 
modeling a high standard of performance. 
 
Conduct presentations to community groups to increase public awareness of agency programs. 
 
Maintain and update appropriate records and management reports using computer skills and 
documentation. 
 
Schedule activities, establish priorities and comply with deadlines using effective time management and 
organizational skills. 
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Participate in appropriate training sessions to enhance job performance. 
 
Perform other job duties requiring skills, knowledge and physical requirements as demanded by those 
duties described or less. Individual assignments will be determined by the supervisor based on then 
current workloads and department needs. 

 
Performance Standards 
Conduct interviews in a professional manner and maintain follow-up contact with customers; appropriately 
evaluate and verify information obtained and apply federal, state, and local policies and procedures within 
prescribed time frames with a minimal number of errors, overdue applications, and case reviews; 
appropriately assess customer problems and accurately make referrals for other services in a timely 
manner; document case findings accurately to reflect customer's situation and to substantiate verification 
of all eligibility factors; initiate and update data in multiple computer systems accurately and in a timely 
manner; establish activities and priorities appropriately; maintain current records and management 
reports which reflect an accurate accounting of caseload responsibility; appropriately utilize and apply 
training received; maintain up-to-date multiple program manuals on policies and procedures; effectively 
assist the supervisor with training of staff and in making presentations to community groups; and 
effectively serve as a lead worker and carry out designated responsibilities professionally, accurately and 
in a timely manner. 
 
Minimum Qualifications 
Requires a Bachelor’s degree in human services, business administration, accounting, or a related field 
and two (2) years of experience as an Eligibility or other Social Services Benefits Worker determining 
eligibility for SNAP, TANF, Families and Children Medicaid, and/or Aged, Blind, or Disabled Medicaid; OR 
any combination of education (above the high school level) and/or experience equivalent to six (6) years 
in fields utilizing the required knowledge, skills, and abilities.  
 
Special Requirements 
All employees may be expected to work hours in excess of their normally scheduled hours in response to 
short-term department needs and/or City-wide emergencies. 
 
Alpha I Status: Positions within this class have been designated as Alpha I positions requiring employees 
to work during inclement weather, regardless of the City’s operational status. 
 
Knowledge-Skills-Abilities Required to Perform Satisfactorily 
A.  Knowledge 

1. Knowledge of interviewing techniques. 
2. Knowledge of community and agency resources. 
3. Knowledge of interpersonal relationship techniques. 
4. Knowledge of human behavior and principles of social work. 
5. Knowledge of group dynamics. 
6. Knowledge of policies, programs, and procedures. 
7. Knowledge of training techniques. 
8. Knowledge of leadership techniques. 
9. Knowledge of automated data processing. 

B. Skills 
1. Skill in using diplomacy in obtaining information through oral questioning. 
2. Skill in providing guidance and direction to customers enabling them to meet their needs 

through their own efforts or with the aid of others. 
3. Skill in utilizing different interviewingtechniques and methods of communication to adapt to 

the varying capabilities of individuals. 
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4. Skill in explaining technical programs in an easily comprehensible manner. 
5. Skill in assembling information into a clear and organized format. 
6. Skill in completing accurate mathematical computations. 
7. Skill in independently making decisions. 
8. Skill in maintaining objectivity in stressful situations. 
9. Skill in analyzing oral and written data. 
10. Skill in applying abstract policy to concrete situations. 
11. Skill in oral and written communications. 
12. Skill in evaluating a person's ability to perform assigned tasks. 
13. Skill in gathering and deciphering pertinent information to identify both stated and unstated 

needs. 
14. Skill in reading comprehension. 
15. Skill in functioning as a member of a team. 
16. Skill in evaluating information and situations to identify problem areas. 
17. Skill in working with others. 
18. Skill in the use of personal computers. 

C. Abilities 
1. Ability to be objective and distinguish personal value judgments from program regulations. 
2. Ability to determine or anticipate the impact of policy changes on the customer. 
3. Ability to interpret and apply ambiguous policy. 
4. Ability to handle stress and accept constant change. 
5. Ability to file systematically. 
6. Ability to seek new resources from the community. 
7. Ability to speak in public. 
8. Ability to be a group leader. 
9. Ability to gather and compile statistical data into an appropriate format. 
10. Ability to make decisions independently. 
11. Ability to assess and respond to unit's needs. 
12. Ability to assess and appropriately respond to customer's feelings. 
13. Ability to establish and maintain good relationships with the community. 
14. Ability to maintain flexibility to cope with the stress of variable workloads including paperwork 

and customer contact. 
15. Ability to use computer software and hardware. 
 

Working Conditions 
The below stated working conditions are intended to provide a general overview of the environmental 
conditions inherent in the job setting, as well as the physical, mental, and sensory requirements 
necessary to perform the essential functions of positions in the noted job title.  A more detailed 
description will be made available at the position (PCN) level. 
 
NOTE: Per HR Policy 6.19, Americans with Disabilities, the City follows the requirements of the 
Americans with Disabilities Act (ADA) in all hiring and employment decisions.  The City shall not 
discriminate on the basis of disability in its hiring and employment practices.  The City shall make 
reasonable accommodations for the known physical or mental limitations of a qualified applicant or 
employee with a disability upon request unless the accommodation would cause an undue hardship on 
the operation of the City’s business. 
 
Physical Requirements: Physical refers to the requirement for physical exertion and coordination of limb 
and body movement. 
Requires sedentary work that involves walking or standing some of the time and involves exerting up to 
10 pounds of force on a regular and recurring basis and routine keyboard operations. Constant use of 
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both hands/arms in reaching/handling/grasping/fingering while keyboarding, using phone, calculator, 
copier, and other office equipment, writing instructions, filing, and performing other administrative duties. 
 
Mental Requirements: Mental refers to the degree that the job involves cognitive activities, and use of 
mental processes 
May perform technical work requiring the application of principles and practices of a wide range of 
administrative or technical methods in the solution of administrative or technical problems; may apply 
general understanding of operating policies and procedures to solve complex administrative problems; 
may require continuous, close attention for accurate results or frequent exposure to unusual pressure.  
 
Environmental Conditions: Environmental refers to job conditions inherent to the job setting, including 
those that may lead to injury or health hazards even though precautions have been taken. 
This job involves a risk of limited to no exposure to any environmental hazards. 
 
Sensory Requirements: Sensory refers to hearing, sight, touch, taste, and smell required by the job. 
The job requires normal visual acuity, and field of vision, hearing and speaking. 
 

 


