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Karol Feliz 
Healthcare Studies 

The Implementation of a Phone Screening Program 
Improving Hiring Practices 

Introduction 

• The Northeast Arc is a nonprofit organization that aims to help people with 
disabilities and all abilities achieve their full potential. This happens by engaging 
individuals in the community; such as work, school, or even playing. The 
organization offers a variety of services, which range from Early Intervention, Long  
Term Support Services, Community Employment, Family Services and Recreation, 
and Personal Care Management at home (Northeast Arc, 2022). 

• With almost 70 years in the industry, this agency has changed the lives of many 
individuals through discovering abilities and having a positive impact on each and 
every person that receives their services (Northeast Arc, 2022).

• The Personal Care Management Program has been in dire need of case managers/ 
skills trainers for the past several months. The Program Director reached out to 
Human Resources to help with the recruiting process by posting the openings on 
multiple websites and managing incoming applications. The Talent Acquisition 
Supervisor assigned me the task to handle this process (Northeast Arc, 2022). 

• The Case Manager/ Skills Trainer is responsible for conducting home visits to 
ensure that the consumer is receiving the proper care, has a healthy environment, 
and report any observations based on their inspection. They also help the 
consumer find a Personal Care Attendant and educates them on how to maintain 
their services and be up to date with their evaluations (Northeast Arc, 2022). 

• To recruit as many applicants interested in serving individuals with disabilities as 
possible.

• The main objective is to find the right candidates while saving time and money. 
• To pre-screen and prepare potential candidates for their interview by determining 

if they meet the basic job qualifications and by providing information about the 
position to them. 

Objectives

• So far, five potential candidates and have screened. Their information was 
forwarded onto the hiring manager (including my notes). These applicants were 
willing to travel, held a valid driver’s license, and reliable transportation.

• This is an entry level position, therefore the position does not require a degree, 
although it is preferred. Each candidate had customer service experience, some 
have prior experience in working with individuals with disabilities, and others 
were bilingual.

• Out of the 12 people that applied, five have been rejected due to no response, 
and one was rejected for not having reliable transportation. One withdrew their 
application as they decided to pursue a different career path. 

• Four candidates have been hired for the positions. The positions were filled and 
removed from ApplicantStack. 

• One candidate remained in the phone screen stage but was referred to other 
available positions.

• The positions were posted from September 23,2022-November 21,2022. They 
were active for a total of 59 days. 

• The hiring manager was very satisfied with the process and the candidates’ 
understanding of the job responsibilities. 

Results 

• Reviewed incoming applications and application materials to determine potential 
candidates. 

• Emailed prospective candidates to schedule phone screening.  
• Conducted phone screening to discuss Northeast Arc’s mission and provide the 

candidate with a description of the skills trainer position. 
– Questions asked of the candidate:
– Are you currently employed?
– Do you hold a valid driver's license and reliable transportation?
– Are you willing to travel?
– Are you comfortable with the proposed rate for the position?
– How soon can you start? 

• If the conversation went well, then their information was passed onto the Hiring 
Manager for a formal interview. If applicants did not respond to an initial email, 
they were contacted again a week later. If still no response was obtained; they 
were rejected. 

• Created a spreadsheet to track candidates' response, their scheduled phone 
screen date, add comments, and their contact information. 

Methods and Materials 

Conclusions 
The overall phone screen experience was positive for the team as we were all able to 
move forward effectively. By conducting phone screens, candidates became more 
knowledgeable about the position(s) before moving onto the formal interview. 
Which expedited the overall interview process. A key takeaway from this internship 
experience was the impact I had on the candidates, and the assistance and 
knowledge I was able to provide to the agency with their hiring practices. Hiring is 
one of the most important practices in companies. Therefore, it is very important to 
maintain an effective hiring process. 
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• Posted the listings for the job openings on ApplicantStack, which is the system that 

Northeast Arc uses to manage recruiting and onboarding for applicants and new 

hires. 

• Conducted phone screenings to obtain more information about applicants such as 

their interests. 

• Explained the  job responsibilities to give applicants a better sense of what they 

would be doing and help them prepare for the formal interview with the hiring 

manager.  

Internship Responsibilities 

Related Literature 
• On May 12, 2022, The Northeast Arc celebrated raising more than $600,000 to 

the site’s “life-changing” programs. This organization is committed to serve and 
include individuals with disabilities by helping them achieve their full potential. 
The money raised during this fundraising event will be allocated towards the 
agency’s different programs, which include Early Intervention, Day Services, 
Personal Care Management, etc. (Northeast Arc, 2022). 

• The author explains the journey since his son’s birth and the difficulties they have 
faced. When returning to work, Craig notices certain jokes about individuals with 
disabilities and how people use the word ‘retarded’ to call someone “worthless or 
stupid equating them to a person with a cognitive disability. This ties back to 
ableism and the terms people use to describe individuals with disabilities 
(Thomas, 2022). These people are often categorized as incompetent and dependent 
on others (Nario, 2020). 

• The COVID-19 pandemic caused a shift all around the world. At my internship site, 
personal care managers were not allowed to go into the consumers home in order 
to conduct their annual visit due to COVID. However, they implemented new ideas 
and protocols for employees to follow. They seemed to be very effective in taking 
care of the consumers and employees altogether (Kjauron, 2020). 

These spreadsheets show the candidates, status 
of the application, and the position they applied 
for. 

The spreadsheet to the left displays the job openings 
along with a description and the salary are listed to 
better keep track. 

The spreadsheet to the right displays additional 
comments with final determinations for each 
candidate. 

The chart to the left displays 
the outcome from the entire 
phone screening process 
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