	JOB ROLE PROFILE AND PERSON SPECIFICATION


Post Title and Number:  Safe & Connected Response Officer
Present Grade: SO1                   Dept: People                                         
Service/Section/Team: Service Development
Reports to: Safe & Connected Team Manager(s)
	Purpose of the Role:


To receive calls from customers who have triggered their alarm responding to all alerts in a helpful, calm 
and sympathetic manner. 

To assess and identify the nature and reason for the call. To initiate appropriate action e.g. dispatching 

a response officer to the home address, calling emergency services, alerting key-holder
When requested to visit customers who have triggered their alarm providing assistance in emergency 
situations and in times of crisis. 
To ensure customers are assisted in maintaining as independent a lifestyle as possible. 
To contribute towards the development of a culture within the service which is customer focused, 
committed to securing best value and to provide high standard services and the promotion of 
the Council’s core values including health and safety

	Dimensions including Structure Chart:

Annual budgetary amounts with which the role is either directly or indirectly concerned:

£2 million.
Structure Chart
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Number of direct reports: None. 
Nature of reporting relationship between post holder and line manager 

The post holder will be directly managed by the Safe & Connected Team Manager(s) who will provide regular supervision. Also, regular consultation with, and guidance provided to, the Head of Service and Service Manager

	


	Key Accountabilities:


	Accountabilities
	Anticipated level of time  

H = High

M = Medium

L = low


	Call Handling/Control Room:
	

	1. To receive and answer calls from residents, contractors, locally based staff, managers and other internal and external bodies, prioritising responses where necessary.
	H

	2. To assess and identify the nature and reason for the call, fostering a rapport and acting to reassure the caller, appreciating that there may be a degree of impairment or communication difficulties.
	H

	3. To initiate appropriate action e.g. contacting emergency or medical services, dispatching a Response Officer, key-holder or maintenance services in accordance with guidelines on confidentiality and security, ensuring situations are resolved satisfactorily.
	H

	Response Duties
	

	4. To respond immediately to emergency calls and alerts received by the Safe & Connected Control room. 
	H

	5. To gain access and summon whatever assistance may be necessary to resolve the situation, working with the customer at all times, assessing risks as appropriate.
	H

	6. Inform the Control Response Officers of actions taken or to be taken, and to remain with the customer until the situation has stabilised.  
	H

	7. To be responsible for care of the Council vehicles, ensuring all daily vehicle checks are completed and Health and safety processes are followed in the event that the vehicle is involved in an accident however minor.           
	H

	8. To ensure important information is effectively passed on to the next shift.     
	H

	9. To escalate promptly any equipment malfunction or concerns relating to the service outside of your remit to your Managers.
	H

	Combined duties:
	

	10. To maintain full and concise records of all initial customer contacts, requests, visits, incidents and referrals made using computerised and/or manual systems.
	H

	11. Ensuring all client data and key holder record information is current and correct advising of any irregularities.
	M

	12. To be fully proficient in the use of all IT systems and to assist in the creation, development and maintenance of all computerised and manual records and files, and compilation of statistical information.
	M

	13. To carry out general clerical duties, e.g. scanning, photocopying and filing etc in line with the requirements of the service and /or at the request of a colleague or Team Manager.
	H

	14. To ensure important information is effectively passed on to the next shift. 
	H

	15. To take ownership of and actively resolve all levels of customer enquires/queries/complaints and respond using any appropriate communication methods, only escalating it to others where this is appropriate, maintain a high level of confidentiality especially when dealing with clients who receive emergency care and independent living services.
	H

	16. To be fully proficient in the assessment, preparation and installation of Telecare equipment
	M

	17. To install, test and review Telecare equipment in customer’s homes as allocated. Rectify any faults that occur with equipment associated with Telecare service Centre/Sheltered Housing.  If unable to resolve the problem, escalate to the Safe & Connected Team Manager(s) and/or the Safe & Connected service dedicated Engineer
	M

	18. Understanding, knowledge and ability to follow guidelines that ensures compliance to Health and Safety at Work, Data Protection, GDPR and other statutory requirements.
	H

	19. Health and Safety aspects/issues, first aid/manual handling etc in relation to working environment, i.e. hazardous materials and relevant processes/legislations etc.
	H

	20. Understanding and commitment to promoting and implementing the Council’s Equal Opportunities policies.
	M


No job description can cover every issue which may arise in the post at various times and the post holder is expected to carry out other duties from time to time that are broadly consistent with those in this job description.
	Key Relationships (Internal and External):


Key reporting relationships and contacts:  

1. Adult Services 

2. Corporate Finance Team 

3. Safeguarding & Quality Assurance Team 

4. Service Development Team 

5. Data & MI Team 

6. CCG

7. Regulatory bodies such as Ofsted and CQC 

Contacts with the public

Responsible for undertaking meetings, service reviews and investigations of service failure across a range of clients’ groups, involving:

· service users 

· service user’s family

	Equality and Diversity:


The Council has a strong commitment to achieving equality in its service to the community and the employment of people and expects all employees to understand, comply with and promote its policies in their own work.

	Health and Safety:


The post holder shall ensure that the duties of the post are undertaken with due regard to the Council’s Health and Safety Policy and to their personal responsibilities under the provisions of the Health and Safety at work Act 1974 and all other relevant subordinate legislation.

For a more detailed definition of these responsibilities, refer to the current versions of the Corporate Health & Safety Policy, Group Safety Policy and employee information leaflet entitled "Health & Safety Policy; Guidance on Staff Health & Safety Responsibilities".

Corporate Health and Safety Responsibilities

All employees have personal responsibilities to take reasonable care for the health and safety of themselves and others.  This means:

1. 
Understanding the hazards in the work they undertake;

2.
Following safety rules and procedures;

3. 
Using work equipment, personal protective equipment, substances, and safety devices correctly; 

4. 
Working in accordance with the training provided and only undertaking tasks where appropriate training has been received. 

Employees shall co-operate with the Council by allowing it to comply with its duties towards them.  This requires employees to:

· take part in safety training and risk assessments and suggest ways of reducing risks; and

· take part in emergency evacuation exercises.

Employees shall report all accidents, ‘near miss’ incidents and work-related ill health conditions to their manager/supervisor/team leader.

Employees shall read the Corporate Health & Safety – Organisation Part B Policy to ascertain and understand their responsibilities as an employee, line manager, Assistant Director or Director of the Council.

	Information Security:


In order to protect the confidentiality, integrity and availability of Council information, including information provided by customers, partner organisations, and other third parties, where applicable, employees will comply with the Council’s Information Security Policy.

	Statement of Commitment to Safeguarding of Children and Vulnerable Adults through safer employment practice:


Enfield Council is committed to safeguarding and promoting the welfare of children and vulnerable adults. Safe recruitment of staff is central to this commitment, and the Council will ensure that its recruitment policies and practices are robust, and that selection procedures prevent unsuitable people from gaining access to children, young people and vulnerable adults.  All staff employed to work with or on behalf of children and young people in the Council must be competent.

All staff working with Children & Vulnerable Adults should be aware of and share the commitment to safeguarding and promoting the welfare of children, young people and vulnerable adults when applying for posts at Enfield Council. 

	PERSON SPECIFICATION


Job Title: Response Officer


Grade: SO1
Department: People – Health & Adult Social Care


Team: Safe & Connected
	Job Specifics – Skills, Experience and Competencies
1. Experience of working with older people, disabled people or vulnerable groups. 

2. Full and Current UK Driving Licence
3. Being flexible, adaptable and responsive in relation to working hours, being able to work unsociable hours, on a day or night shift basis 
4. Proven experience of working in an environment assessing risks when responding to emergency requests from the elderly and /or vulnerable persons in the community (please demonstrate on application form)
5. Ability to work in a demanding environment and under sustained pressure responding to emergency calls in times of crisis and assessing the best course of action in a situation where customers are unable to respond directly (please demonstrate this in your application form).
6. Ability to be self-motivating to listen, access, interpret, communicate and make complex decisions across a range of disciplines to a wide and diverse range of customers ensuring customer satisfaction at all times (please demonstrate on application form)
7. Ability to work within a performance management environment and performance objectives…. (please demonstrate on application form)
8. Good Knowledge and understanding in the use of IT and communication systems
9. Good written and verbal communication skills

10.  Ability to plan, prioritise own workload,

11. Ability to work alone or as past of a team.

12. Ability to undertake training appropriate to the role
13. Understanding or experience of working within a Safe & Connected service 
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	Takes Responsibility 

We want staff who are willing to make decisions and be accountable for them. Staff should have a positive can-do attitude where they see problems as challenges which can be overcome. They should accept responsibility for service delivery, be clear about their service offer and deliver what they promise.

Is Open, Honest and Respectful
We want staff who are comfortable and confident to acknowledge the difficulties and the barriers they face. They should also be able to constructively challenge the way things are done where there is evidence that it impedes service delivery. Challenge should be conducted in a professional, courteous manner with the aim of reaching a mutually agreeable resolution.

Actively Listening and Learning 

We want staff who are prepared to actively listen and reflect on customer concerns with a view to understanding the customer’s point of view. Staff should be able to receive constructive criticism and be prepared to adapt the way they operate and deliver services where appropriate.

Working Together to find solutions

We want staff who can work collaboratively with other departments and partners, freely sharing their knowledge and skills to identify solutions to address customer concerns. 

Candidates: Please ensure you address these behaviours in your responses to the essential and desirable (if applicable) criteria above.

Competencies:

Candidates: Please ensure you address these competencies in your responses to the essential and desirable (if applicable criteria above).

Management information: Please choose a maximum of 6 most important competencies for the role from either the (Staff Competency Framework (up to SO2) or Leadership Competency Framework (PO1&above) and list here in ranked order. Candidates will be asked to address these when making their application.

1.    Uphold Standards                                                                                                     4. Manage Change

2.    Build relationships                                                                                                    5. Customer Focus 
3.    Plan and organise                                                                                                     6. Drive Success

Qualifications & Professional registration criteria

Candidates: Please ensure you address these qualifications in your responses to the essential criteria, you will be expected to meet these requirements of the role and they will be explored with you at interview.

1. N/A

Special requirements

Candidates: Please note you will be expected to meet these requirements of the role and they will be explored with you at interview.

1. Officers at times will need to work outside normal office hours to carry out their duties. 

2.

3
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