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	JOB DESCRIPTION


	Form

JD1

	JOB TITLE:   

Control Practitioner


	POST NUMBER:  

	REPORTS TO:  


	Team Leader

	DEPARTMENT: Be Independent

	GRADE: 6 

	JE REF:
	0005
	PANEL DATE:
	04/02/2020

	1.
	MAIN PURPOSE OF JOB 

To provide an efficient call-handling service to customers across York by triaging and identifying customers who need the responder team in an emergency situation and helping to promote the independence of customers in their own homes in line with the principles of early intervention and prevention.


	2.
	CORE RESPONSIBILITIES, TASKS & DUTIES:



	
	i. 
	To answer and respond to calls from customers 24 hours a day, assessing the situation and taking appropriate action e.g. provide reassurance, dispatch  response practitioner, provide first aid, call emergency services etc.


	
	ii. 
	To provide reassurance to the caller during times of emergency and to adopt a sensitive approach when dealing with emotional and difficult situations.

	
	iii. 
	To be able to provide emotional support and reassurance to some customers who may have mental health issues.

	
	iv. 
	To write a report and undertake follow-up action, liaising with different agencies as necessary and recording actions as required on the call handling database and manually in customer records. To make this information available as required according to all regulations and protocols of confidentiality.


	
	v. 
	To provide advice, support and information to colleagues across a range of services and multi-disciplinary teams. Provide access to keys held out of hours for care teams / private agencies as necessary.


	
	vi. 
	To answer emergency repair calls, assess and action in conjunction with guidelines.


	
	vii. 
	To answer and respond to calls from customers and staff of specialist support services. 


	
	viii. 
	To support Independent Living Communities, provide reassurance calls to customers within schemes and assist in emergency.

	
	ix. 
	To create and update customer information on the call handling system and on the customer’s manual records. To maintain a number of database systems, ensuring information is accurate and appropriate.


	
	x. 
	To share with colleagues any relevant information about customers verbally, electronically or in writing to ensure consistency and continuity of service.

	
	xi. 
	To escalate to the team leader any actual or potential problems concerning customers and equipment, in particular any safeguarding issues.

	
	xii. 
	To provide a pivotal role as initial response and coordinator for the Emergency Carers Card Scheme.

	
	xiii. 
	To work within a locality team with response and telecare practitioners, having an understanding of their role and how this impacts on the control practitioner core functions.

	3.
	SUPERVISION / MANAGEMENT OF PEOPLE

Number of staff reporting to jobholder and  nature of supervision 

eg full line management responsibility or day to day supervision of work 

All staff will be expected to support new members of staff through induction and offer ongoing peer support as needed. This involves support with use of specialist call handling equipment and tracking systems
Direct: 0                             Indirect: 0


	4.
	CREATIVITY & INNOVATION

· Respond quickly and assess all possible actions / solutions when routinely dealing with customers in distress covering a wide spectrum of needs.

· Provide advice and support verbally in the event of an emergency situation such as fire.

· To deal quickly and effectively with complex situations arising without direct management consultation.
· Respond appropriately when dealing with a customer who may have complex mental health issues.

· Provide reassurance and appropriate action when dealing with palliative or terminally ill customers, or recently bereaved relatives.
· To review processes continually to ensure efficient service provision and improvement
· Respond flexibly and with empathy and sensitivity to a variety of calls under pressure.


	5.
	CONTACTS & RELATIONSHIPS

Internal  
Contact with customers who are distressed, injured, anxious, angry or confused. Dealing appropriately and sensitively with customers and / or relatives who may be in difficult circumstances. Regular contact with Adults Customer Contact team for all referrals for occupational therapy equipment, respite care, social care, etc. Regular contact with Estate Management and Housing Department concerning Independent Living properties and emergency repairs. Regular liaison with Care Management about customer needs.

External

Contact with the Police about  vandalism, deaths, burglaries, disturbances, gaining entry to properties, with the Ambulance Service about falls, the Fire Service about gaining entry (in particular in the event of a fire), resetting alarms / keys; hospital Social Care Team about discharges from hospital; Age Concern and agencies supporting people with disability, and Housing repair team.
· Engineers - reporting scheme faults
· Radio engineers – contact as necessary
· Call handling system provider – maintenance and advice
· Homeless Hostels / Coordinators
Work within the core values of working together, improving and making a difference.


	 6.


	DECISIONS – discretion & consequences

Use judgement and discretion in the assessment of customers’ needs making decisions as to what action / response may be required.  

Ensure individuals are safeguarded in line with current policy / procedures.
Respond quickly and appropriately to emergency situations e.g. fire, sudden death, suicide, burglary / theft.

In the assessment of a person who has fallen - to determine rapidly the nature of any injury, verbally offer appropriate first aid / safety advice, determine appropriate response, e.g. dispatch response practitioner or emergency services.
The jobholder needs to triage calls and responses and make decisions regarding when to call the emergency services (police, fire or ambulance services).

Provide direct response and constant communication between responders and police when they may be required to ‘break in’.

Decide on appropriate action if a service user calls and there is then no response e.g. contacting relatives, neighbours, key holders, the police as appropriate and without management supervision/guidance.
Communicate effectively with customers or family members who may be aggressive, vulnerable or emotional at a time of emergency and maintain a professional and courteous manner at all times.

The service which the jobholder provides, can have a significant impact on the customer’s wellbeing and their life as well as the reputation of the Council and Be Independent as a service provider.


	7.
	RESOURCES – financial & equipment

(Not budget, and not including desktop equipment.)


All equipment below is specialist desktop - no additional resources needed.

· Call handling equipment 

· Normal office equipment

· Radio controller

· Door entry system/CCTV



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

Work demands

· The jobholder has to deal with conflicting demands, prioritising work and responding to emergency calls. 

· Decision making using appropriate protocols without referring to manager.
· Work shift pattern to cover service over a 24 hour period 365 days a year.
· Answering door entry system to building.
· Log staff on/off for care teams.

· Attend training as appropriate.
· Attend team meetings.
· Assist in training/mentoring new staff. 

Physical demands

· Normal physical demands.
Working conditions

· Lone Working (including at night). Irregular meal / break times. 
Work context

On a regular basis, subject to verbal abuse and challenging and threatening behaviour from service users, tenants and their relatives.

Emotional / stressful nature of calls taken. Pressure of regularly dealing with emergency situations and having to provide support, reassurance, and advice to callers.

Dealing with a variety of unfamiliar customers with wide ranging needs and conditions e.g. mental health, dementia, alcohol or drug problems.
Providing a 24 hour service, dealing with a wide variety of queries from all sources.


	9.


	KNOWLEDGE & SKILLS

· Knowledge and understanding of the use of the responder equipment and of service users’ requirements. 
· Working knowledge of Independent Living Communities and housing schemes equipment.
· Need to have First Aid knowledge.
· Bereavement support skills.
· An understanding and commitment to the principles of good customer care. 
· Able quickly to assess and analyse a situation on information given and to take appropriate action, often with limited information, using active listening skills.
· Able to work as part of a locality team to achieve common goals and objectives.
· Sound oral and written communication skills appropriate to working with the service user population and sensitivity to their needs.
· Ability to ask questions in different ways to gain an understanding of a situation based on tone of voice, emphasis in the voice, level of urgency.
· Able to maintain computerised and manual records. Taking into consideration requirements for GDPR.
· Good knowledge of all functions on call handling equipment, an ability to action programmes necessary in all areas – i.e. create records / scheme test / programming lifeline units.
· Telecare – to respond as appropriate using protocols and procedures.
· Use of signposting and advice to prevent hospital admissions, reduce social isolation and to improve outcomes for people.
· Knowledge of various service user needs such as people living with dementia or other mental health conditions.
· Strong IT skills. 
Ability to converse and provide advice and guidance to members of the public, in spoken English, to Common European Framework of Reference for Languages (CEFR) - level C2 - Mastery or proficiency - Can express him/herself spontaneously at length with a natural conversational flow, avoiding or backtracking around any difficulty so smoothly that the person with whom they are conversing is hardly aware of it. Can understand with ease virtually everything heard or read.



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





Other jobs at this level;  





THIS JOB





Jobs reporting up to this one: 
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