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Director of Quality Assurance
Workforce Development Division

Agency Description:

The New York City Department of Small Business Services (SBS) helps unlock economic potential and create
economic security for all New Yorkers by connecting New Yorkers to good jobs, creating stronger businesses, and
building a fairer economy in neighborhoods across the five boroughs.

Job Description:

The New York City Department of Small Business Services is seeking an experienced Director of Quality Assurance
(QA) to join our Quality Management and Control Unit within the Workforce Development Division. The Director of QA
will be primarily responsible for designing and managing observations of service delivery at Workforcel Centers
throughout New York City, ensuring that services across the Workforcel system are delivered according to minimum
standards. The Workforcel system is a collection of Centers that provide recruitment, career advice, and training
grants to jobseekers. The Director of QA will manage a team of QA Managers to undertake the observations. The
Director will design data collection tools and oversee the QA team’s observation schedules, data collection, analysis,
and presentation of findings. The Director will also work with managers and directors throughout the Workforce
Development Division and with Centers’ management to ensure Workforcel services are delivered according to
minimum standards and to improve services in general.

The ideal candidate must be innovative and possess a strong technical background in quality assurance or program
evaluation. The Director role reports to the Executive Director of the Quality Assurance Team and will work closely
with other teams within the Workforce Development Division.

Specific Responsibilities:

e Schedule the QA team’s observations of Workforce1 services to ensure sufficient coverage and sample sizes

e Create observation tools and user guides

e Oversee the QA team’s observation work, including data collection, analysis and presentations — by way of
ongoing exercises, coaching and training, and setting clear expectations for the level of quality

e Work with heads of other teams within the Workforce Development Division to set and refine minimum
standards of service

¢ Investigate the relationship between compliance to minimum standards and other aspects of service delivery,
including customer satisfaction and contractual performance targets to improve Centers’ performance and
customer service

e Design and implement improvements to tools and processes used in the data-collection for, and delivery of,
Workforce Innovation and Opportunity Act (WIOA) Compliance reports

e Ensure the QA team’s work informs other Workforce Development Division teams to drive service
improvement and to represent the experience of the customer

e Analyze process and outcome data to identify areas for improvement in the delivery of Workforcel services

e Work closely with the Executive Director of Quality Assurance, and the QA team, to refine QA work and
create a strategy for the QA team’s professional development

e Assist with other duties related to the work of the unit as needed

Required Skills:
e Excellent analytical skills, work ethic, and attention to detalil
e Innovative self-starter who can work and lead a team with little direction
e Demonstrable ability to lead and manage a team and ability to coach team members
e Experience managing government employees
e Strong interpersonal skills and a proven ability to manage change
e Proven project management skills
e Intermediate or Advanced Excel, and demonstrated proficiency in statistical analysis of large data sets
e Excellent oral and written communication skills and a demonstrated proficiency in conveying complex,
technical ideas to a general audience through writing and speaking

The Department of Small Business Services and the City of New York is an equal opportunity employer. Auxiliary aids
and services are available upon request to individuals with disabilities.
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e Experience conducting observations, documenting processes, and assessing quality
e Creative and strategic customer-focused thinker
e Practiced ability in working with a rigorous and changing schedule

Qualifications:

1. A master's degree from an accredited college in business or public administration, operations research, statistics,
or a closely related field, and five years of satisfactory full-time professional experience in one or a combination of the
following: human or social services, organizational research, program evaluation, project management, or a related
area OR
2. A baccalaureate degree from an accredited college and one year of full-time satisfactory experience in one or more
of the following:
a. business development, retention, expansion and relocation or assisting businesses in accessing public and
private services and programs including workforce development; or
b. analysis of business records and documents to determine eligibility of businesses for programs and
services; or
c. economic, market or site research and analysis for business and neighborhood development; or
d. facilitation and promotion of the film industry through the processing of various permits, marketing
technigues and incentive programs

How to Apply:

To apply for this position, please email your resume and cover letter including the following subject line:
WDD Quality Assurance Director to: careers@sbs.nyc.gov

Also Apply:
City Employees: Apply through Employee Self Service (ESS) at www.nyc.gov/ess search for Job ID #
231071

All Other Applicants: Go to www.nyc.gov/careers search by agency Small Business Services and search
for Job ID # 231071

Salary range for this position is: $70,000 - $75,000 per year

NOTE: Only those candidates under consideration will be contacted.
NYC residency is required within 90 days of appointment (does not apply to all positions)

If you do not have access to email, mail your cover letter & resume to:
NYC Department of Small Business Services

Human Resources Unit

110 William Street

New York, New York 10038

The Department of Small Business Services and the City of New York is an equal opportunity employer. Auxiliary aids
and services are available upon request to individuals with disabilities.
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