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	JOB DESCRIPTION


	Form

JD1

	JOB TITLE:  Adult Services Customer Contact Worker
	POST NUMBER:  SCSHA602

	REPORTS TO (Job Title):  


	Assistant Manager Safeguarding and Intake

	DEPARTMENT:   Adult Services

	GRADE: 7

	JE REF:
	2124
	PANEL DATE:
	170609

	1.
	MAIN PURPOSE OF JOB

To work as part of a team to provide a high quality effective frontline service to the public and other professionals regarding the Health and Social Care of Adults.

· To provide customers, including members of the public, health professionals, police and internal stakeholders with advice and information about the full range of services available for Adult Social Services.

· To establish any customers needs that may be met by the council, other statutory, independent or voluntary organisations, including Safeguarding Vulnerable Adults.

· To make decisions whether further assessment is required within statutory legislation and council policies. This to include gathering all relevant information, screening the referral and assessing the urgency of the need prior to referring on to Social care teams.



	2.
	KEY TASKS:



	
	i.
	To be the first point of contact for customers contacting City of York Council through any access channel, both adhoc and pre-arranged with Adult Social Care or Health needs, advising and assessing against eligibility criteria  and corporate policy and procedure. . While responding to all contact within the agreed customer service standards (i.e. responding to letters within 5 working days; answering telephone calls within 20 seconds; contacting a customer within one working day if they have left a message). Where information is not readily available keeping the customer informed of the process.

	
	ii.
	To undertake initial assessments and decide on what action to take for customers with Adults Social Care or Health needs under relevant legislation, providing advice and information wherever necessary

	
	iii.
	Following the  initial assessment and where advice and information is not sufficient to meet customers’ needs, to screen referrals, including liaising with Health Professionals and other external bodies, gathering all relevant information, before referring onto Social Care teams for specialist assessment. 

	
	iv.
	Where a person does need to be referred on to take responsibility for ensuring that this is done accurately, speedily, securely and to the correct person or agency, following the correct handoff process (ensuring both parties receive a warm transfer).

	
	vii.
	To manage complex and unstable customer needs and provide professional advice and support, including emotional support, conflict resolution, negotiation and mediation.

	
	viii.
	To identify vulnerable adults and follow the appropriate process regarding Safeguarding Adults investigations.

	
	 ix.
	To establish and maintain close working relationships with other team members and both internal and external stakeholders. To take responsibility for specialised areas, ensuring up to date legislation and policy is communicated to the rest of the Adult Services team to maintain a high level of customer service.

	
	x.
	To work as part of a multi-disciplinary team and contribute to the development of services and good practise

	
	xi.
	To ensure that an holistic approach is taken to each customer’s case, with the use of IT systems. Further to ensure that protocols, policies and procedures are agreed that underpin the work of the team and deliver the most appropriate outcome to each customer.

	
	xii
	To ensure that all information for customers is kept up to date, made available in the most appropriate forms and locations and, where appropriate, publicised to improve access to services.

	
	xiii
	To provide a high level of customer service at all times to both internal and external customers.

	
	xiv
	To assist in the development of and compliance of Key Performance Indicators and Service Level Agreements 

	
	xv
	To refer or signpost people to the Voluntary and Community Sector.

	
	xvi
	To undertake continuous professional development as required by the post.

	3.
	SUPERVISION / MANAGEMENT OF PEOPLE

· Training and inducting of new Adult Services Customer Contact Team members, where appropriate. 
· Training of existing team in specialised areas of any new legislation or policy . 


	4.
	CREATIVITY & INNOVATION

· A high level of creativity and innovation is required in order to explore different channels to meet customer needs in a diverse and constantly changing field.

· Ability to creatively apply knowledge across a wide range of professional disciplines in assessing a person’s circumstances both within the range of services available in Adult Social Services, and the independent and voluntary sector. 

· Dealing with vulnerable service users means the worker is presented with problems which are unique and complex for which there are no guidelines, therefore the worker must find innovative solutions which meet the needs of the customer by using their professional skill, judgement  and knowledge of legislation.

· Assist in development and innovative use of the website for services to be accessed online.

· The worker will tailor, where appropriate, the methods of communication to suit the needs of the customer (i.e. respecting their need for privacy and offering a private room; seeking an interpreter for British Sign Language customers or for those who English is not their first language).



	5.
	CONTACTS & RELATIONSHIPS

Part of the relationship management of contacts and relationships will be through welcoming and encouraging feedback
· Internal

· Daily contact with Service Managers and professional back office Adult Social Care teams – Occupational therapy, Warden Call, Locality Teams, Mental Health, Learning Disability teams, Hospital team to liaise with various specialist workers re customers needs for support. Workers are expected to identify which services the customer may already be accessing or instances when it might be beneficial for them to do so and advise the team receiving the referral accordingly. At times they will need to negotiate with the back office teams about who should take the lead in providing support to the customer.
· Daily contact with other service areas directly connected with Adult Social Services eg Children’s Service and Housing
· Occasional enquiries from Members

· External

· Daily contact with members of the public, service users, their carers and families. This will involve applying eligibility criteria without reference to a manager in order to determine whether a customer is likely to qualify for a service. The post holder will need to be tactful and sensitive during this process and will need strong negotiating and persuading skills. Some of the contacts may be with people who are distressed, angry or confused and the worker will need to be able to  remain calm, professional and reassuring whilst eliciting information of a very personal nature in difficult circumstances.
· Daily Contact with health professionals – GPs, Community Nurses, Health Visitors, Community Psychiatric Nurses, Discharge and PALS staff in York Hospital Trust

· Daily contact with other professional bodies

· Daily contact with representatives of voluntary organisations ( eg Age Concern)

· Daily contact with the Police, Domestic Violence Unit, and other agencies working within York

	6.
	DECISIONS  - Discretions and Consequences

For all referrals the worker needs to apply discretion in deciding when to refer a person on to more specialist assessment within Adult Services.. This will include applying eligibility criteria without reference to a manager in order to determine whether a customer is likely to qualify for a service. Although there are policies in place they will not always provide sufficient certainty and detail on which to make decisions. For referrals going into the Intake team (approx 30%), the worker will have access to a qualified Social Care Manager who will offer advice when required. For all other referrals (approx 70%) the worker will have to apply a variety of personal judgements on a daily basis without reference to their manager. The judgements made regarding whether to refer a person on could impact upon the quality of life of the customer, where there is concern for a Adults welfare. Passing of referrals incorrectly also has an impact of the efficiency and associated costs to the recipient teams, and the reputation of the Council.

· The job holder is expected to immediately identify any calls that are made regarding Safeguarding Adults. Failure to do so potentially means the vulnerable adult in question continues to suffer harm and in very exceptional cases could lead to the adults death.

· Information recorded by the Adult Services Customer Contact Team must be concise and accurate as this may be used in a court of law where, in exceptional circumstances, the worker may also be required to attend, e.g. safeguarding adults referrals

· It should be noted that every person has a right to receive an assessment for care. However, the judgements made regarding whether to refer a person on could impact heavily upon the quality of life of the customer. 

· Passing of referrals incorrectly has an impact of the efficiency and associated costs to the recipient teams, and the reputation of the Council.



	7.
	RESOURCES – financial & equipment

(Not budget, and not including desktop equipment.)


Description
Value

None



	8.
	WORK ENVIRONMENT – work demands, physical demands, working conditions & work context

Work demands  

· The demand across the working day varies depending on the volume of contacts via all channels and the worker must be able to prioritise work, especially during peak times.  A clear desk policy is in place to ensure that all referrals that need to be processed to other teams are done so before the end of the day

· Certain referrals (e.g. Safeguarding Adults) need rapid action with the urgent collection and collation of a variety of information and liaison with different professionals. This can involve concentrated work for  long periods on specific complex cases.

· Staff need to be able to prioritise certain cases which can cause interruption in their working pattern Some cases, such as urgent Safeguarding adults referrals, have response times set down in law and thus the deadlines need to be met. The Adults Services Customer Contact Team member of staff needs to have a sound working knowledge of such deadlines and must prioritise and respond accordingly. 

· Staff are also required to process referrals from internal stakeholders (social workers, mobile wardens, occupational therapists, staff from the Community Equipment Loans Service etc.) in addition to dealing with enquiries from the public. Often these are received by e-mail.

Physical demands

· There is very occasional lifting of boxes containing leaflets

Work conditions

· Work takes place in two locations, both at 10-12 George Hudson St.
· an office for telephone contact 

· the Customer Advice Centre for face to face 
Work context

· The worker is often in a position of having to explain that the council is not in a position to provide help because of its policies and is the “face” of the council for many people. This can lead to some antagonism and the worker needs to be skilled in de-escalating volatile situations and handling the reactions of customers. 

· The nature of the work means that the worker will need to deal on a daily basis with people who are distressed, confused or angry.

· The worker will gather information on a daily basis about situations that could be of a distressing nature to the member of staff e.g. vulnerable adults. Issues arising from such situations should be discussed at regular supervision. Staff can request a more urgent ‘debrief’ if needed. 

· Customers can be angry distressed or abusive because of their circumstances e.g. mental health. or because they are under the influence of alcohol or drugs. This may occur on a daily basis.

· Very occasionally Adult Services Customer Contact Workers may be directly verbally threatened and very occasionally experience physical assault.


	9.


	KNOWLEDGE & SKILLS

· Detailed and up-to date knowledge of Adult’s Social Care legislation and its practical application

· Comprehensive knowledge of the nature and range of vulnerable adults issues and of alternative communication methods. 

· Extensive experience in customer care

· Comprehensive understanding of how referral processes work within City of York Council and other statutory , independent and voluntary organisations
· Sound understanding and experience of a range of sometimes complex administrative work procedures, which requires formal training. 

· Proven ability to work unsupervised, prioritising own workloads in a demanding environment and working to tight deadlines.

· Extensive experience of working with vulnerable people in a phone based front-line service.
· Proven ability to understand, explain and apply complex legislation in the context of an individual customers’ circumstances.

· Proven ability to assimilate and understand the significance of variety of information and reach quick and balanced/reasoned decisions

· Excellent level of social and interpersonal skills with the ability to empathise.

· Able to work in a sensitive manner with people who may be under considerable stress, employing a sensitive approach and skilled at defusing negative/ angry reactions

· Prepared to undertake continuous relevant professional development  acquired by formal training courses, self study and on the job training and to apply and share that knowledge effectively through a training regime.

· Up to date knowledge of the Data Protection Act

· Ability to demonstrate an understanding and commitment to the Councils policy on anti-discriminatory practice and equal opportunities to value diversity and challenge all forms of unfairness.

· Excellent active listening skills

· Sound oral and written communication skills

· Ability to record information accurately and succinctly in line with council policies and guidance

· Computer literate, competent in the use of IT systems. The ability to adapt to and learn new systems when required.

· Good keyboard skills.

· Have an understanding of the CYC customer strategy vision and a through knowledge of the organisation, its delivery structures or the capacity to acquire and maintain this knowledge. With commitment to the organisation’s values and objectives.

· Have the ability to work effectively as part of a team

· Have the proven ability to problem solve and handle complaints effectively

This post requires the post holder to undertake an enhanced – adult workforce criminal record check via the Disclosure and Barring Service.



	10.
	Position of Job in Organisation Structure
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Job reports to: 


Assistant Manager Safeguarding & Intake





This post





Other jobs at this level:





Jobs reporting up to this one: None
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