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Recruitment and Hiring of Wraparound Care 
Coordinators 

Finding the right applicant to be a Wraparound Care Coordinator can be somewhat challenging for 

agencies implementing high quality, model-adherent Wraparound.  The National Wraparound 

Implementation Center (NWIC) has developed this resource as guidance to sites as they recruit and hire 

new care coordination staff.  We encourage agencies to individualize their approach in the hiring 

process and this Guide can be used as a reference in that process.  The information in this Guide is a 

combination of NWIC materials, best practices in recruitment practices in social services, as well as 

information gathered by coaches and supervisors nationally.   

It is important for Wraparound providers’ leadership teams to be aware and anticipate the possibility of 

higher staff turnover during the initial phases of Wraparound implementation efforts.   Data from one 

found that 43% of Wraparound staff turned over in less than one year.  There is a huge need for 

additional research in both the frequency and the “why” behind turnover in Wraparound; however, we 

that one component to staff retention is starting with a rigorous recruitment process.  There are many 

additional components to staff retention in Wraparound and Wraparound providers should seek out 

additional resources related to onboarding, workforce development, supervisory techniques, 

organizational culture and performance evaluation.  

Employing a rigorous hiring process can help Wraparound providers to improve staff retention by hiring 

better suited candidates. The process described in this Guide is intensive and will take more time than 

the typical 30 minute interview.  The goal of hiring for Wraparound should be to spend more time 

upfront so that an organization can hire well-matched care coordinators who, with organizational 

support, will successfully contribute to the Wraparound organization for a longer time.  
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The Guide is broken down into three sections: 

SECTION 1—POSTING AND JOB DESCRIPTION: This section includes an example of a Wraparound job 

description to use as a starting point.  You will design your own job description that is inclusive 

of your agency and state language around Wraparound and this example can be used as a 

guideline in that process.    

 

SECTION 2—VALUES, CHARACTERISTICS AND SKILLS:  This section highlights the basic traits that are 

notable in strong Wraparound Care Coordinators.  It is not the expectation that a new Care 

Coordinator would demonstrate all of these traits.  The values, characteristics, and skills of a 

high quality care coordinator develop over time.  This section is designed to help you to know 

what attributes that you are attempting to glean from the interview process that you can build 

on if you hire an individual. 

 

SECTION 3—STAFF SELECTION:  This section will outline what setting we have seen be successful 

for finding the right applicants for the position as well as provide some resources for an agency 

to use during the interview process.  These resources are simply suggestions so please 

determine if any or all of the samples and resources will fit for your agency prior to an actual 

interview.  This section is separated into three sub-sections:  3A) screening, 3B) initial interview, 

and 3C) follow-up interview.  Sub-section 3A includes information on what to look for in the 

initial screening of an applicant.  Sub-section 3B includes information on developing a realistic 

job preview, sample interview questions and an example of an interview scoring sheet.  The 

final sub-section, 3C, provides guidance on strategies to assess engagement with families and 

facilitation skills.  
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SECTION 1: JOB POSTING AND JOB DESCRIPTION EXAMPLES 

Sample job posting for a Wraparound Care Coordinator: 

Example 1. I believe all families have strengths and deserve access to high quality services and 
supports.  I am empathetic, creative, resourceful, flexible and committed to doing what it takes 
to support children with behavioral challenges and their families.  If you read this and are 
thinking “that’s me!” then this Wraparound Care Coordinator position may be the perfect job 
for you.  Apply your understanding of children’s behavioral health and your cultural sensitivity 
to work collaboratively with families, their supports, other professionals, and community 
partners to develop individualized, family determined, strength-based plans of care.   

 

Sample job description for a Wraparound Care Coordinator 

 
Wraparound facilitation is guided by the Wraparound philosophy that emphasizes 
“empowering families.” This is defined through the following value base: Building on strengths 
to meet needs; One family – one plan; Best fit with culture and preferences; Community based 
responsiveness; Increased parent choice and family independence; Care for youth in the 
context of their families; and Never giving up. 
 
CARE COORDINATOR RESPONSIBILITES: 
 

1. The Plan of Care describes the mix of supports individualized to that family. The 
Wraparound Care Coordinator is the primary contact person for the family and is 
responsible for creation of a Plan of Care for each family. Together with the youth and 
family and its natural team members, the Wraparound Care Coordinator collaboratively 
orchestrates the development of the Individualized Support Plans that are determined 
by families. 

2. A Family Interview will be conducted with every family. Flowing from the Family 
Interview, a Family Narrative will be written outlining the history, vision, needs, and 
strengths of each family.  

3. The Wraparound Care Coordinator must create a Child and Family Team for each youth 
and family. This team is comprised of the Wraparound Care Coordinator, the family and 
any advocates, a Family Support Partner, the “lead” agency, and representatives of 
other public and private agencies who are delivering services to the family and other 
persons influential in the child or family’s life that can be instrumental in developing 
effective services. The team is responsible for the Plan of Care. 

4. A Crisis/Safety Plan must be developed with the family upon acceptance into the 
program and updated as needed by the Child and Family Team. 
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5. The Wraparound Care Coordinator or an established community crisis support service 
must always be available to the family during times of crisis, regardless of time or day or 
day of week. 

6. The Wraparound Care Coordinator must have an ongoing awareness of the community 
resources and evidence based practices that could potentially be useful to the child and 
their family and be able to develop positive relationships with these providers in order 
to ensure access and quality services to the family. 

7. The Wraparound Care Coordinators must identify other community and individual 
supports that can be used by the family to achieve their care plan; these can include 
friends, relatives, and/or religious affiliations. 

8. The Plan of Care will be regularly evaluated by the Child and Family Team to determine 
the effectiveness of the service delivery to the family and their child with special needs 
so that progress toward less restrictive and intensive services can be accomplished while 
strengthening the family’s ability to function. Prescribed, standardized tools will be used 
to measure program performance. 

9. Wraparound Care Coordinators should not exceed a caseload of 10 families. 
10. Initiates contact with the family or caregiver within three (3) calendar days of receipt of 

referral. 
11. Conduct an initial face-to-face meeting with child and family within seven (7) business 

days of case assignment. Items to be discussed will include, but are not limited to: 
a. Wraparound goals 
b. Wraparound process 
c. Role of the referring agency 
d. Expectations of family/caregiver 
e. Expectations of child 
f. Development of the Child and Family Team 
g. Family/youth/caregiver safety issues 
h. Stability of housing, childcare and respite needs 

12. Wraparound Care Coordinators are required to conduct Child and Family Team 
meetings monthly. A formal Plan of Care meeting with the child and family team is 
required within 30 days of enrollment and at least every 90 days thereafter. 

13. The Family Interview and subsequent Family Narrative will be completed within 30 days 
of enrollment. Family narratives will be updated as needed.  

14. Wraparound Care Coordinators assist the youth and family accessing strength-based 
mental health, social services, educational services and other supports and resources 
required to assist the family to attain its vision. They help the family identify natural 
supports that exist for the family, and work with families to maintain youth in the least 
restrictive setting possible. Wraparound Care Coordinators monitor the provision and 
quality of these services in conjunction with the family. 

15. Wraparound Care Coordinators assure that families have a choice, sustained access to 
an ownership of their plan of care and resources developed. 

16. Wraparound Care Coordinators must comply with all required documentation and data 
collection in support of the program’s implementation and evaluation strategy. 



 

6 | P a g e  
 

17. Regular attendance at meetings and trainings surrounding the roll out of systems of care 
reform are mandatory. 

18. Wraparound Care Coordinators must satisfactorily complete the Wraparound 
Practitioner Certification Program. 

19. Wraparound is not a service or program; rather, it is a definable process that results in a 
unique set of community services and natural supports that are individualized for a child 
and family to achieve a positive set of outcomes. The Wraparound Care Coordinator will 
work with the provider community to develop responsive and flexible resources that 
facilitate community-based interventions and supports that correspond with the needs 
of the families and their children and youth. The care coordination using a Wraparound 
philosophy enables timely response to the needs of all family members across several 
life domains, incorporates formal and informal supports, and develops realistic 
intervention strategies that complement the child’s natural environment. 

QUALIFICATIONS: 

1. Wraparound Care Coordinators must possess a minimum of B.A or B.S. degree in social 
work, psychology or related field with extensive experience in human services. A 
Master’s degree in social work, psychology or related field is preferred. All Bachelor 
level and unlicensed Wraparound Care Coordinators must be supervised at minimum by 
a licensed mental health professional (e.g. LCSW-C, LCPC). Experience can be substituted 
for education.  

2. Ability to create effective relationships and be responsive in service planning with 
individuals of different races, ethnicities, religions, sexual orientations, gender identities 
and expressions, and other cultural beliefs and lifestyles.  

3. Effective verbal and written communication skills.  
4. Strong interpersonal skills and the ability to work effectively with a wide range of 

constituencies in a diverse community.  
5. Ability to analyze complex information, and to define and solve problems.  
6. Ability to work effectively in a team environment.  
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SECTION 2: WRAPAROUND CARE COORDINATOR VALUES, CHARACTERISTICS AND SKILLS 

 
During the initial interview process, it is important to look not only for strong values, but also 

specific characteristics and skillsets that can be built upon through training, coaching and 

supervision.  These are the Fundamental Fives. These Fundamental Fives have shown to be the 

most critical attributes in strong care coordinators. Below, we define the most important 

values, characteristics, and skills found in high-performing care coordinators.  

Values 
1. Strength-Based 
2. Culturally and Linguistically Responsive 
3. Youth and their Family-Driven 
4. Unconditional Care 
5. Community-Based 

Characteristics 
1. Flexible and Adaptive 
2. Reliable 
3. Curious and Creative 
4. Relational/Empathetic/Compassionate 
5. Team player 

Skills
1. Communication   
2. Organizational and Time Management 
3. Group Facilitation and Blending of Multiple Perspectives 
4. Tailored Planning to Individualized Needs 
5. Focus On Outcomes, Progress and Accomplishments 

 
Values: 
 
1. Strength-Based 

Strengths are defined as interests, talents, and unique contributions that make things better 
for the family.  A Wraparound Care Coordinator needs to be strength-based in their 
approach and this should be evident in how they see others and can extract functional 
strengths about people, environments, culture, community, etc.  An applicant should have 
an optimistic approach and believe that people inherently have strengths and abilities to 
offer.   
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2. Culturally and Linguistically Aware and Responsive 

A competent Care Coordinator is culturally and linguistically responsive and understands 
that culture is a foundation to understanding a family including their values, traditions, 
beliefs and ways they come together as a family.  This includes race, ethnicity, age, sex, 
sexual orientation, gender identity and expression, disability, religion and other attributes 
that are unique to a family.  A responsive Care Coordinator explores culture, makes sure 
that the team honors culture and that planning for the family is responsive to the family or 
individual’s culture.  Access to translation and interpreting services are essential in 
Wraparound should a family need it and a Care Coordinator must ensure that they are able 
to facilitate the Wraparound process so that everyone on the team has a complete 
understanding of every aspect of the planning process.  Care Coordinators understand that 
proper planning requires transparency and that it is their job to bring the tools and supports 
to the table so that everyone can participate and make informed choices.  A successful 
applicant will use language and provide examples of how they would provide culturally and 
linguistically responsive care. 
 

3. Youth and Family Driven 
A competent Care Coordinator believes that youth and their families have authority to 
determine decisions and resources.  The Care Coordinator facilitates the process so that the 
family has access voice, and ownership including: involvement in all decisions; influence, 
choice and authority over services and supports identified in the planning process; and 
feeling heard and listened to.  A successful applicant will speak directly to youth and 
families in the interview process, speak about families in a way that is strengths-based and 
provide examples of how they would value and partner with families.  
 

4. Unconditional Care 
This Care Coordinator values persistence and has a “whatever it takes” attitude when it 
comes to supporting youth and their families.  The Care Coordinator does not give up on, 
blame, or reject children, youth, and their families and does not allow the team to give up 
when faced with challenges or setbacks. Applicants should demonstrate a value of 
unconditional care through the interview questions asked that they have a commitment to 
never giving up. 
 

5. Community-Based 
The Care Coordinator believes that families should be supported to live a life in a 
community rather than a program and they should have the opportunity to participate fully 
in family and community life.  The Care Coordinator believes that children and youth should 
be at home but if that is not possible, that the community is better suited to support an 
ongoing relationship between the youth and their family and a stay in a program should 
only last for a short duration of time. The Care Coordinator also builds and sustains 
relationships in the community to ensure that services and supports are accessible to the 
family and are located in the community where the family chooses to live. The applicant 
should be able to describe why community-based care is critical. 
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Characteristics: 

1. Flexible and Adaptive 
Flexibility is a crucial trait of the Wraparound Care Coordinator who understands that crisis 
begets chaos, and that chaos is the foe of planning.  The successful Wraparound Care 
Coordinator understands that plans can quickly go awry, and instead of being frustrated, 
consider it a challenge to overcome crisis with alternate strategies.  The Care Coordinator is 
able to realize that a creative approach is important when working with an individualized 
planning process.  An applicant who is overly concerned with standard working hours, 
focused on structure and routine, and cannot think on their feet is probably not the 
successful applicant for a Wraparound Care Coordinator. 
 

2. Reliable  
A Wraparound Care Coordinator understands the importance of being reliable and available 
for team members and families.  A successful Wraparound Care Coordinator is focused on 
details and building trust with others. They will return phone calls and emails in a timely 
fashion, meet deadlines, are highly responsive to families, and are prepared and ready for 
team meetings.  A successful applicant should be able to describe examples of how they are 
reliable. 
 

3. Curious and Creative 
Wraparound facilitation requires curiosity in order to truly develop a meaningful family 
story, develop a list of underlying needs and respect each family for the values, traditions 
and culture they define. The Wraparound Care Coordinator also must be curious when 
engaging team members.  A Care Coordinator also needs to demonstrate creativity when 
bringing a team together, facilitating meetings, engaging all team members, brainstorming 
strategies and keeping teams on track.  A successful applicant should be able to describe 
examples of how they would or have been creative in working with people. 
 

4. Relational/ Empathetic/ Compassionate 
A successful Wraparound Care Coordinator is able to easily empathize with where a person 
is in that moment in time and can see the positives in others.  A Wraparound Care 
Coordinator should not make personal judgments on family members or professionals in 
the community. A Care Coordinator enjoys other people and easily builds rapport with 
others.  Building and sustaining relationships is vital to the success of Wraparound, so the 
Care Coordinator must be able to build those relationships with youth, parents, natural 
supports, community members and mandated service providers.  A Care Coordinator is able 
to walk in someone else’s shoes for a moment to be able to think about how another 
person would think and feel to understand needs.  An applicant with a rigid personality or 
that holds personal grudges would not be a successful Wraparound Care Coordinator.  The 
applicant should demonstrate characteristics such as outgoing, optimistic, someone who 
enjoys the company of others, listening skills, charismatic and genuine.   
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5. Team Player 
The Wraparound planning process requires that all participants be team players, and this is 
especially true for the Care Coordinator.  It is imperative that a Care Coordinator is able to 
engage and respect each team member for the strengths and skills they have.  The 
successful Care Coordinator is able to use those functional strengths to build cohesion on 
the team and ensure that tasks are completed by those on the team.  A Care Coordinator 
who is determined to be the “one” for a family is not likely to succeed long term and runs 
the risk of professional burn-out.  A successful applicant will be able to demonstrate how 
they would work in a team. 

 

Skills: 

1. Communication and Listening 
A Wraparound Care Coordinator needs to be able to communicate and listen effectively 
with all team members including; family, professionals, schools, and natural supports. This 
is evident by being able to gather multiple perspectives for a family story, identifying 
functional strengths, gaining buy-in to support a team process, ensuring that the process is 
determined by families, and that the meetings are meaningful and all team members are 
encouraged to participate and have an understanding of the process. A successful Care 
Coordinator applicant would demonstrate the ability to listen with a goal of understanding, 
not responding. 
 

2. Organizational and Time Management Skills 
Wraparound Care Coordination requires extensive attention to details, timeliness, and the 
ability to multi-task all day, every day.  A successful Care Coordinator is responsive, on time, 
detail oriented, and always follows through.  The successful applicant will be able to 
articulate how they manages their1 own time, maintains a schedule, is strategic in how they 
completes tasks, has a phone calendar or a planner and understands the importance of 
timely documentation, timesheets and is organized in their work duties.  An applicant with a 
reputation for chronic lateness, procrastination or cancellation would not be a good fit as a 
Wraparound Care Coordinator.   
 

3. Group Facilitation and Blending of Multiple Perspectives 
The competent Care Coordinator feels comfortable in front of a group and is able to listen, 
collect and relate information while still keeping a meeting on track.  This Coordinator 
values others input and looks to bring all perspectives to light in the planning process.  By 
having an understanding of multiple perspectives the Coordinator is better able to 
understand dynamics, stressors and assist teams in making informed choices.  An applicant 
should have the opportunity to show that they can stand in front of a group and 
successfully facilitate. 

  

                                                           
1 In this document, we are using gender neutral pronouns of ‘they’ and ‘their’ in place of ‘he/she’ and ‘his/her.’  



 

11 | P a g e  
 

4. Tailored Planning to Individualized Needs 
A Care Coordinator must be able to tie the planning process to the individual culture and 
values of the youth and family.  The Care Coordinator is able to maintain individualization 
by utilizing skills such as brainstorming, strengths in planning and individual needs that are 
true representations of the youth and family.  A successful applicant will not discuss only 
formal services, packaged services and will use language that suggests that they value the 
needs of the individual. 
 

5. Focused on Outcomes, Progress and Accomplishments 
A Wraparound Care Coordinator should be able to determine if progress is being made and 
if outcomes are being met.  The Care Coordinator is diligent about ensuring tasks are 
completed, progress is being measured, and teams are able to celebrate accomplishments 
along the way. The Care Coordinator also is able to use data collection to inform the team 
of what is actually occurring during the planning process over time.  This is an essential 
component in Wraparound planning and a successful applicant will be able to identify how 
they have done this in their previous experience. 

 

SECTION 3: STAFF SELECTION 

3A) Screening 

When hiring new Care Coordinators start with a position posting and think about where you 
want to advertise and do you have a job description.  Examples of these will be found in Section 
1 of this Guide. 

When reviewing resumes, it is important to look for specific aspects for which you are looking.  
This includes: 

• System experience 
• Experience working directly with people 
• Creativity and/or excitement in a cover letter 
• Goals and objectives related to working with youth and their families 
• Experience with diverse cultures 
• Organization skills 
• Writing abilities 

3B) Initial Interview—Setting  

Setting the stage for the interview portion of staff selection is a critical component in the staff 
selection process.  The first recommendation is to have a team interviewing the applicant that 
includes: a care coordinator (or lead care coordinator), parent and a young person who ideally 
has been the recipient of Wraparound, and then two other management level staff (supervisor, 



 

12 | P a g e  
 

clinical director, executive director). If you are partnering with a Center of Excellence or 
collaborating with state agencies it might be helpful to think about inviting local Wraparound 
Coaches or agency representatives as well as a supervisor and care coordinator.  Everyone 
comes to the interview table looking for specific characteristics and skills based on their 
perspective; this is why it is important to have a diverse interview team.  Interviews make 
anyone nervous especially when it is conducted by a team.  The interview team should create 
an environment that is welcoming and comfortable.  The team should know the interview 
process and be prepared for their role for the interview. 

3B) Initial Interview—Preparation 

It can be helpful to provide a vignette to an applicant prior to the interview so that that 
applicant has an opportunity to demonstrate some of the profile points identified in Section 2.  
Some of these skills include; writing abilities, ability to identify strengths, team building, 
assessing needs, and demonstrating empathy for families.  A sample vignette is included below 
that can be used prior to the interview to assess these attributes.  

Vignette: Darius Jones family Narrative 

Alicia Jones is 37 years of age and is an older sister to Janet age 29.  In 1990 their father went to 
prison for several armed robberies.  Their mother Laticia began showing signs of mental illness 
following her husband going to prison.  Over the next four years, Laticia was hospitalized 
several times.  At the time the family was living in Louisiana and moved to Mississippi.  Alicia 
graduated high school in Mississippi and had her first child Kendra with her high school 
boyfriend Marcus that same year.  Following Kendra’s birth Alicia moved back to Louisiana to 
live with Laticia and raise Kendra.  The family experienced some challenges living under the 
same roof and Alicia moved back to Mississippi after 2 years.  While in Mississippi, Alicia met 
Harold and soon became pregnant, and gave birth to Darius.  Darius had seizures and stomach 
issues as a baby and Alicia struggled to make sure his medical needs were being addressed.    
Harold and Alicia got married after Darius’ birth and decided to move back to Louisiana and 
moved back in with her mother Laticia.   
 
The family was living in Louisiana during the time of a hurricane and they lost their home and 
belongings in the disaster.  The entire family was uprooted to Mississippi and experienced a 
difficult time rebuilding their life together.  At the same time of the hurricane and move, 
Kendra’s father Marcus died of a heart attack at the age of 36.  Kendra was very upset at the 
loss of her father and was unable to attend her father’s funeral as a result of the displacement.  
Janet, Alicia’s younger sister, became aware of the financial struggles of the family and began 
supporting them financially to help them get on their feet again.  
 
Darius started kindergarten at age 5 and began demonstrating behavior problems around that 
time.  Harold and Alicia were arguing constantly the couple decided to file for divorce the same 
year that Darius started school.  Harold moved and did not inform anyone in the family of his 
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whereabouts, but continues to send child support checks.  Two months later, Alicia met Lucas 
Jones and remarried one year later. Alicia’s mother continued to live in Mississippi near her 
daughter and continued to cycle in and out of psychiatric hospitals for years.  Darius’s problems 
in school continued to worsen and the teacher recommended that Alicia take him to a 
therapist.  He was subsequently diagnosed with ADHD.   Darius repeats 6th grade and is expelled 
from school in 8th grade after multiple instances of aggression.  Darius is moved to an 
alternative high school and begins to show signs of depression.  Laticia moves in with her 
daughter and grandchildren after her most recent release from the hospital. Darius was 
hospitalized following a suicide attempt in 9th grade at age 14 and was then referred into 
Wraparound.  At the time of this referral, Alicia, Lucas, Laticia, Kendra and Darius are all living in 
the home. 

Potential Questions and Applicant Responses for the Vignette 

1.  Please write out what strengths you see for each of the family members. 

For question 1, you are looking for the applicant to think about strengths in a functional 
way for every family member.  This would include coping skills, personality traits, 
different resources that the family member uses, natural supports that have been there 
for the family etc. 

2. Who may be potential team members for this family? 
For question 2 we are looking to see if the applicant can think about team members 
both formal and informal.  Can the applicant identify people who would be relevant to 
the team process?  This is an opportunity for the applicant to be creative and what we 
would like to see is that they think beyond paid professionals. The skills we are looking 
for here related to the profile points are; team player, flexible and creative, relator, 
communication skills, etc. 
 

3. What potential needs do you see for the youth and family members? 
Questions 3 is a way to see if the applicant can see beyond basic needs such as food, 
clothing, and shelter and really think about what may be happening for each family 
member and what needs they each have that need to be met for them to be successful.  
This is simply an exercise to look for the ability to empathize, communicate effectively, 
relate to others, and demonstrate curiosity. 
 

4. Why was this family referred to Wraparound? 
Question 4 will assist you in determining if the applicant can interpret the behaviors that 
brought this family to Wraparound, can express it in a non-judgmental way and can 
demonstrate empathy for the family 
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3B) Initial Interview Questions for Wraparound Care Coordinator Applicants 
 
During the initial interview, it is important to use specific questions that allow you to pull out 
the Fundamental Fives. Below are examples of questions and the responses an interview team 
should look for in the process. 
 

Question Response 
1. Please tell us about yourself, 

your experiences and what 
brings you here today? 

The successful applicant will be able to share with you 
what they think are important about themselves and have 
an easy manner about them as they openly discuss who 
they are, different experiences they have had and why they 
have applied for this job.  You are looking specifically for 
the profile points that would indicate strong 
communication skills, ability to relate to others, 
experiences that they has had that are accepting of others 
and supportive of others.  You are also looking to see if the 
Care Coordinator has the ability to nurture others but not 
enable others so please key in on this if you hear things 
about how it is their mission in life to save others or they 
were the only one who knew what was happening for 
someone in need.  These responses may indicate someone 
who will have a difficult time supporting a team and taking 
on tasks in the CFT meeting. 

2. Wraparound facilitation 
requires some flexibility and 
independence for our Care 
Coordinators.  Please tell us 
about how you have been 
successful scheduling your 
work, meeting deadlines, and 
managing your day to ensure 
that your tasks are completed. 

You are looking here for some information about 
organization and time-management skills.  A successful 
applicant usually already has a system that works for them 
and can discuss this openly with you.  The applicant should 
also be able to describe how they would manage with that 
flexibility in scheduling and how they would be 
accountable to meet the requirements of the job. 

3. Would you please tell us about 
a person that you have helped, 
and how you helped them? 

 

The answer to this question will point to whether your 
applicant is a nurturer or enabler.  If they are a nurturer, 
the answer will revolve around how the applicant helped 
another person to help themselves, or how the applicant 
discovered resources that could be utilized to support self-
efficacy.  If the applicant is an enabler, the answer will 
revolve around what the applicant did personally for 
another person. 
 

  



 

15 | P a g e  
 

Question Response 
4. Would you please tell us what it 

is about people that bugs you 
the most? 

 

While the responses to this can vary greatly, by the time 
the response is completed there should be no doubt 
whether you are dealing with a judgmental or non-
judgmental person. 
A good follow up question would be have you ever had 
to work with that kind of person and if so how did you 
do that? 
This will give you some insight into whether the applicant 
can look past initial judgements and demonstrate the 
ability to successfully work with this individual.  Some key 
profile points to look for here would be, empathy, team 
player, flexibility, curious, conflict management skills, etc. 

5. It is an expectation of a 
Wraparound Care Coordinator 
that you will partner with 
individuals across multiple 
organizations.  Professionalism 
will be expected as you work 
with these organizations that 
have different strengths and 
areas of growth.  How would 
you foster partnership while 
still being respectful across 
multiple organizations? 

A successful applicant will be able to demonstrate the 
skills of being a team player, professional courtesy, and 
accepting others where they are.  You are also looking for 
someone who can relate to others professionally. 

Follow up question would be the mother of the youth 
identified has a close friend that has been known to 
use drugs and is suspected of possibly dealing drugs 
but mom would like her on the team.  How would 
you manage that? 

You are clearly looking to see if this applicant may be too 
rigid to develop natural supports that are identified by the 
family.  It is important for us to know if there are hot 
issues for each Care Coordinator and this way we get to 
see how they would manage a very real possibility and if 
they can relate, empathize and focus on the team. 

6. Please describe your 
experience with office tools 
such as word processing, 
emails, how you feel about 
phone calls etc. 

 

While this is simply to see if the applicant can describe 
how they have used computers it also indicates some 
information about communication, reliability and team 
building.  You want your Care Coordinators to feel 
comfortable using email and phones regularly and being 
able to navigate the internet for resources and ideas.  You 
also live in a time where many of other professionals use 
email and Outlook as a way to stay organized and these 
skills will be helpful in ensuring that the Care Coordinator 
can do their job well. 
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Question Response 
7. Let me give you a hypothetical 

scenario, and tell us how you 
would react:  You are 
facilitating a team meeting 
when you notice that the Child 
Protective Service worker rolled 
her eyes when dad was 
speaking about how important 
his kids are to him.  You know 
that dad and this worker have a 
history of not getting along.  
What would you do? 

You are looking for an applicant that can negotiate conflict 
when it occurs without over reacting.  It is important that 
a Care Coordinator be aware of the conflict in the room 
and be able to address it.  You would look for an applicant 
to ask more clarifying questions about the conflict before 
jumping right into a place of “fixing” the issue. 

A follow up question would be that dad saw the 
worker roll her eyes and stood up and started yelling 
at the worker how would you manage this situation? 

This is about crisis management and seeing if the Care 
Coordinator is uncomfortable with the scenario or is at a 
loss of words.  If the applicant can discuss strategies that 
they would use that could de-escalate the situation and 
stay calm and neutral while keeping the meeting safe this 
would be an indicator that the Care Coordinator has the 
skills and the experience to work in difficult situations. 

8. Please tell me about what you 
like to do in your spare time 
away from work? 

A successful applicant will be able to explain how they 
take care of themselves and hopefully reflect on the 
importance of his or her own personal health.  Listen for 
how they explain to you what interests they have and how 
they take care of themselves. Someone who presents as 
rushed or stress may not be ready to commit themselves 
to supporting others as a Care Coordinator.   

9. Tell me about previous 
experiences that you have had 
having multiple meetings in the 
same day and having to drive 
yourself to those appointments 
as well as maintain your 
administrative duties. 

This will give you some insight into the ability the 
applicant has to be reliable, task oriented, and organized, 
as well as has dependable transportation.  This question is 
designed to elicit past experiences and/or the ability to 
problem solve independently. 
 

10. Part of your job will be to 
gather a family story from each 
family you work with and be 
able to document that story in 
a way that reflects the family in 
their terms as well as helps to 
gain trust from team members.  
What kinds of questions would 
you ask and what information is 
important for you to be able to 
successfully complete this 
assignment? 

You are looking for an applicant who is genuinely 
interested in learning about others and can see beyond 
traumatic events and behaviors.  Your successful applicant 
will demonstrate the skills of being curious, relating to 
others, strong communication skills, empathy and team 
building. 
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Question Response 
I’m going to read you a brief 
scenario: Julie has a diagnosis of 
bipolar disorder.  She has lived with 
her mother since birth.  Julie 
recently has ended up in a 
residential treatment facility and 
Robin, her mom, wants to come by 
the facility every day to see her.  
Line staff thinks this will interfere 
with the milieu of the program.  
What do you think should happen? 

The applicant should respond by describing the 
importance of family connection during out of home 
placement as well as noting the strengths of the caregiver 
for her desire to be part of the child’s life.  The applicant 
should describe ways in which he or she would mediate 
this decision with the leadership in the facility and the 
mother to allow visitation as often as possible.  The 
applicant’s response should not be in favor with the 
program without identifying potential solutions. 

I’m going to read you a brief 
scenario. When Johnny, a 12 year 
old boy, is scheduled to go to 
therapy sessions he and his mom 
get in arguments, which end with 
Johnny hitting his mother.  What 
do you think his unmet need is and 
which strategies would help meet 
the unmet need? 

The applicant should brainstorm what could possibly be 
going on for any child who responds this way to going to 
therapy in a normalized way (ex. Afraid of therapist, not 
ready to address prior trauma, talk therapy is not helpful 
to this young person).  The applicant should not blame the 
mother (ex. Mother should not tolerate behavior, mother 
needs to enforce punishment).  Strategies should be 
strength-based, normalized and not stigmatizing. 

I’m going to read you another brief 
scenario: Melissa is a 16 year old 
girl who has a history of prior 
trauma and has been reporting 
suicidal ideation as well as ongoing 
self-injury.  Melissa and her family 
have only recently emigrated from 
Haiti to the U.S.  Her family is not 
willing to seek therapeutic 
treatment and does not believe 
Melissa has mental health issues.  
How would you work with this 
family? 

The applicant should describe an understanding of cultural 
responsiveness and the need to meet the family where 
they are from their cultural perspective.  The applicant 
should be able to describe strategies that would help to 
educate the family on mental health issues and connect 
the family with resources specific to their cultural 
perspective.  The applicant should not describe how he or 
she would mandate treatment in any way. 
 

Tell me about caregivers of a child 
with mental health needs that you 
have worked with and found most 
challenging by describing what they 
did well. 

The purpose of this question is also to assess the applicant’s 
ability to see strengths with caregivers.  For many staff, finding 
strengths in children can be easier than with their caregivers.  
Again, you are looking for the applicant to describe at least 5 
strengths about the caregiver(s).  The applicant’s story should 
not be framed in a way that suggests that the child’s behavior is 
a result of the caregiver’s actions (i.e. blaming the parent). 
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(SAMPLE)Interview Scoring Sheet for Wraparound Care Coordinator 

Name of applicant  
Date of interview  
 
1. ADD SELECTED QUESTION HERE 
Rate on a scale of 1-7 with 4 being an average response 

1 2 3 4 5 6 7 
Notes: 
 

 
2. ADD SELECTED QUESTION HERE 
Rate on a scale of 1-7 with 4 being an average response 

1 2 3 4 5 6 7 
Notes: 
 

 
3. ADD SELECTED QUESTION HERE 
Rate on a scale of 1-7 with 4 being an average response 

1 2 3 4 5 6 7 
Notes: 
 

 
Question Score Question Score 

1  6  
2  7  
3  8  
4  9  
5  10  

Total score  
excellent 60-70 

Very good 45-60 
average 30-45 

Below average 15-30 
Poor 1-15 

 
Positives about applicant Concerns about applicant 

 
 
 
 

 

Hire Applicant YES NO 
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3C) Second Interview Techniques 

Second interviews give a hiring team a chance to reconvene after the first interview and begin 
to narrow down their choices.  It is also a way to find out more about specific candidates who 
stood out or who your team had more questions about.  By utilizing some of the techniques 
listed below you will gain greater insight into the values, characteristics and skills of your 
potential coordinators.  We find that just one interview may not be beneficial due to high 
volume, weariness of interview team, and focusing on the adminsistrative needs.  The second 
interview should be about Wraparound skills and should highlight what it is your agency is 
looking for.  It is also a chance for a candidate to distinguish themselves in differently.  

Techniques can include: 

• Initial Meeting with a Family Role Play 
• Documentation with a Vignette 
• Facilitation Exercise 
• Using a Complex Image of a Family 

Initial Meeting with a Family Role Play 

Role playing is an essential part of a Care Coordinator’s training so those who stray away from 
role playing may have amore difficult time building the skills needed to facilitate Wraparound.  
Setting this up can be a very useful,interviewing skills os that the hiring team can see how 
comfortable the applicant is engaging a family, how the Care Coordinator uses casual 
conversation to gain information needed about the family instead of “interviewing” the family, 
and if the applicant demonstrates interest in strengths, supports, culture and potential team 
members.  It is not an expectation that the Care Coordinator would be able to model the 
engagement skills trained in Wraparound, but it would offer some insight into natural style, 
comfort level, genuine curiousity and cultural competence. 

To set the stage it would be benificial to explain to the applicant how your agency uses role play 
for training and that the second interview you are scheduling will be an opportunity for that 
applicant to demonstrate basic engagement skills while trying to learn about the family.  This is 
also an exercise where you may want to consider utilizing youth and family members who were 
part of the interview process in the first interview so that the applicant is familiar with those 
that they will be role p[laying with.  If that is not possible use other experienced Care 
Coordinators or Supervisors who have been in the field. 
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Documentation with a Vignette 

Wraparound Care Coordinators are responsible for documentation on a daily basis and need to 
have sufficient writing skills.  If you are interested in an applicant after the first interview you 
could give them a vignette and ask them to think through what they may do or what may 
happen with that family in one day.  Acknowledge that they may not understand the intricacies 
of Wraparound; however, they should be able to think about something that may happen with 
a family that would be documented in a progress note.  This process will give you some insight 
into how the applicant views families through the language they use to describe the situation. 
Having them write this information down also gives the hiring team an opportunity to review 
their writing skills.   

Facilitation Exercise   

Setting up an exercise that Care Coordinators do on a regular basis is helpful to see if an 
applicant can stand in front of a group and facilitate.  Exercises could include: 

1. Facilitating Developing a Team Mission 
2. Facilitating Strengths Identification in a Team Meeting 
3. Managing Conflict During a Team Meeting 
4. Facilitate a Brainstorming Session Around a Need  

The applicant is not expected to have refined skills; this exercise should give the interview team 
some insight about how the applicant would talk to team members including formal support or 
natural supports; how they manage facilitating a group of people; how comfortable they are 
with strength identification; how they would resolve a difficult situation such as conflict while 
still staying on task; or how they would facilitate creative brainstorming.  This exercise requires 
some preparation and it is helpful to inform the applicant of what this would look like so that 
they have an opportunity to demonstrate their own personal creativity. 

Using a Complex Image of a Family 

Another helpful technique can also be done in one of two ways.  The first is to email an image 
like the one below when you offer the applicant a second interview.  Ask them to write down 
any thoughts they have about the picture.  Keep it vague as you want to glean their instincts 
about families and too much information may guide them one way or another.  During the 
second interview, ask the applicant to review their work with the hiring team and develop some 
more advanced questions depending on what they wrote.  When you meet with the applicant 
utilize those questions or reflections to gain more insight into their values, characteristics and 
skills. 
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The second way again is to give this to them when they arrive for a second interview.  They can 
spend some time noting some ideas about the picture while waiting for the interview.  This will 
not be as in depth but still beneficial.  The hiring team is looking to see if the applicant can see 
positives as well as some strengths and how the applicant may react to this kind of 
environment.  This gives the team a glimpse into the applicants values system, their ability to 
see positives, their understanding of family dynamics, etc.   
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Conclusion: 

This Guide’s purpose is again to give you and your agency some ideas about moving forward in 
your hiring process.  The samples and suggestions are only to help stimulate your thoughts 
about your hiring process, so you are encouraged to individualize for your agency.  By being 
strategic about the position you are looking to develop, you will hopefully be able to reduce 
staff turnover, onboard staff that are fully aware of the responsibilities of care coordination, 
and set up a proactive agency culture that is focused on quality skill development to support 
youth and their families in Wraparound.   


	Values
	Characteristics
	Skills

