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	JOB DESCRIPTION


	Form

JD1

	JOB TITLE: Response Practitioner

	POST NUMBER:  

	REPORTS TO: 


	Team Leader

	DEPARTMENT: Be Independent

	GRADE: 7

	JE REF:
	0001
	PANEL DATE:
	04/02/2020

	1.
	MAIN PURPOSE OF JOB 

To provide an efficient responder service to customers in York. To support customers in case of emergency and give assistance / support as required. To promote independence of customers living in their own homes. To make first contact with new customers to assess suitability for lifeline / tele-care equipment and install, test and maintain equipment. This is in line with the principles of early intervention and prevention


	2.
	CORE RESPONSIBILITIES, TASKS & DUTIES:



	
	i
	To respond to emergency calls 24/7, 365 days a year.

	
	ii
	Gain access to property & secure on departure using keys from key safe. First to respond to unknown situations. Sole responsibility to assess the situation and take appropriate action e.g. First Aid checks, carry out Resuscitation if required using AED (as trained), use appropriate lifting equipment as provided (to a trained standard). Attend to personal care needs. Call, as required, GP, ambulance, family, emergency services etc.


	
	iii
	Respond to all fire alarms from Independent Living schemes. Liaise with Fire Brigade to ensure customer is safe. Liaise with family & other departments if required. Give appropriate support to tenant and reset fire alarms. Complete call out forms and relate information to Housing Management Officer.


	
	iv
	Maintain contact with control and communicate information. Write a report in care plan and undertake follow-up action, liaising with different agencies as necessary and recording actions on the computer and on paper.


	
	v
	Respond to referrals for new customers within a given timescale or as emergencies i.e. discharge from hospital. Contact the customer to arrange initial visit. Visit the customer, assessing the situation, determining requirements, obtaining suitable lifeline / telecare equipment, installing, programming and testing the equipment ensuring the customer has a good understanding of the service & use of equipment and completing documentation including direct debit forms.


	
	vi
	Complete relevant documentation. This will include processing referral forms and completing finance forms including Direct debit forms. Monitor & oversee progression of the referral throughout the internal systems.



	
	vii
	Visit customers in their own home on a regular basis to test the response call equipment and update records. If any faults noted - rectify or report to engineers as appropriate.


	
	viii
	Assess and attend to any changes in the customer’s emotional, physical & mental health needs and circumstances to make appropriate referrals, with the customer’s consent, to other agencies. Advise customers on benefits available & sign post to relevant agencies. 


	
	ix
	Update and review customer information accurately within the call handling system and on the stock control system as well as within the customer’s manual records.


	 
	x
	Discuss with the Team Leader any actual or potential problems concerning customers, in particular in relation to safeguarding issues. Report on any Safeguarding issues as deemed appropriate and in line with CYC policy and procedure.


	
	xi
	Process all matters relating to the cancellation of response services, liaising with customers and / or relatives, retrieving equipment, cancelling any fees and completing all necessary paperwork.

	
	xii
	Complete annual reviews and risk assessments for all customers updating all systems with any relevant information. Pass on information and / or referrals to other teams as required.

	
	xiii
	Answer out-of-hours emergency repairs for service users throughout York, giving verbal advice and completing forms and faxing to relevant persons. Also answer enquires out-of-hours from general public and other care agencies etc.

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

	
	xv
	Attend to smoke alarms across customer properties, liaise with Fire Brigade & support customer. 

	
	xvi
	Plan most effective routes.

	
	xvii
	Load / unload vehicle with equipment / ladders.

	
	xviii
	Vehicle maintenance – check oil and water levels, lights and tyres in line with daily check sheet.

	
	xviv
	Ensure vehicle is maintained in a clean, tidy and presentable condition.

	
	xx
	Complete and submit check sheet.

	
	xxi
	Report vehicle defects using vehicle defect sheet. Maintain vehicle log sheets.

	
	xxii
	Ensure security of vehicle and equipment.

	
	xxiii
	Maintain knowledge of all areas of work, attending training as identified by line manager.

	
	xxiv
	Check and order van personal stock levels.

	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.

Direct:  0                            Indirect: 0


	4.
	CREATIVITY & INNOVATION

Respond quickly and assess all possible actions / solutions when dealing with an emergency call from someone who has fallen, is ill or in need of assistance or whose home has been burgled.
Responding with appropriate action when dealing with a sudden death in a sensitive manner, assist emergency services and provide statement to Coroner’s officer as required.
Complete initial assessment of needs determining the most suitable equipment and tailoring it to meet the individual customer’s needs, including complex telecare solutions. Make follow up visits / calls to check customers health & well being
Respond to customer’s queries or requests for information/referral to other agencies.
To promote local activities to the service users, to encourage attendance where possible to avoid social isolation.
To promote home visits offered by other organisations to prevent social isolation for those who are unable to leave their homes.

Route planning, taking into account traffic conditions and road closures.

Gain entry to properties for the Ambulance Service, when they are unable to attend to a patient who has being triaged as an  uninjured person.

Review processes continually to ensure efficient service provision and improvement.


	5.
	CONTACTS & RELATIONSHIPS

Internal 
Regular contact with Adult Social Services for all referrals for occupational therapy equipment, respite care, social care, etc. 
Regular liaison with Estate Management, Care Management, Customer Finance and Housing Departments with regard to service user needs.
External Customers 
Contact with customers who are distressed, injured, anxious, angry or confused. 

Deal appropriately and sensitively with customers / relatives who maybe in difficult circumstances. This may include people living with dementia, mental health issues, substance abuse and those who are vulnerable.
Providing emotional support to relatives when dealing with incidents of sudden death.
Contact with the Police, Ambulance Service, Coroner, GP and undertaker about sudden deaths, burglaries and disturbances.

Contact with the Fire Brigade about gaining entry, keys, resetting alarms, hospital social care, Age Concern and many other health and social care professional agencies supporting people with disability e.g. Emergency Duty Team, Crisis Team. 
To work within the core values of Working together, improving and making a difference.



	 6.


	DECISIONS – discretion & consequences

Personal safety issues and dynamic risk assessment must be continually carried out during every response call / first visit to ensure safety of all.
Use judgement and discretion in the assessment of customer’s needs in emergency situations that may be distressing. 
Responsible for making dynamic decisions and taking appropriate action under stressful emergency conditions when customer and/or family may also be feeling anxious, angry or confused.
In the assessment of a person who has fallen - to determine rapidly the nature of any injury, administer appropriate first aid, decide appropriate interventions.

Regularly use First Aid training to assist in emergency situations including resuscitation in the event of a collapsed person.

Take decisions as to when it is necessary to involve the Police to help gain access to a property.
Take decisions as to whether it is necessary to call a GP, Emergency Care Practitioner or 999.

Use judgement in determining what suitable equipment should be provided and where it should be sited, including complex telecare solutions.

When in the control room, must decide on appropriate action if a service user calls and there is then no response e.g. dispatching responders, contacting relatives, neighbours, key holders or emergency services as appropriate.

The service can have a significant impact on the customer’s wellbeing, their life and on the reputation of the Council as a service provider.


	7.
	RESOURCES – financial & equipment

(Not budget, and not including desktop equipment.)


Description
Value

Normal office equipment.

Personal radio (£260 approx)

Lifeline equipment (£200 approx)

Van as provided
First aid box

Lifting equipment

AED

Mobile phone



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

Work demands

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

The jobholder has to deal with shift patterns, covering shifts during annual leave and sickness.

Covering control during busy times, weekends and evenings.

Responding to unscheduled visits

Attendance of mandatory training.

The jobholder needs to prioritise routine visits and faults.

Physical demands

Physically assisting customers when they have fallen, using appropriate equipment.
The post is physically quite demanding, the post holder will be expected to move and handle equipment and household furniture.
Accessing difficult situations to install and check equipment, sometimes involving stretching and crawling.
Hoisting customers.
Moving and positioning equipment and ladders in and out of cars, up and down stairs.
Installing smoke detectors and carbon monoxide detectors, and replacing batteries which involves climbing steps to reach as far as ceiling height.

Working conditions

Driving in all weather conditions. Driving, particularly in busy traffic, in darkness and during long shifts.
Frequent home visits installing and checking equipment, sometimes in dirty, dusty or smelly circumstances.

The jobholder frequently has to deal with customer’s dogs, cats and other animals.
Sometimes have to deal with unpleasant, unsanitary conditions involving all types of bodily fluids.
Handling chemicals/ biological cleaning agents; prevention of cross infections.
Working in a smoking environment.
Environmental risks i.e. fire, gas leaks, carbon monoxide leaks water and heating.


	
	Work context

Regularly attend customer homes without any knowledge of circumstances that may be faced e.g. suicide attempts, sudden deaths, violent customers or drug / alcohol issues, living with dementia or mental health issues. The Job Holder can be first on scene in cases of sudden deaths. The job holder is the first person to make contact / physical contact with the customer & contact with relatives.

Responding directly to customer / relative’s complaints & at times having to deal with aggressive and confrontational customers / relative’s, often as a lone worker in their home. On a regular basis, subject to verbal abuse and challenging and threatening behaviour from service users and their relatives.

Visiting, and using manual handling techniques on customers who have contagious/infectious conditions.

The jobholder could visit unfamiliar customers.
Visits customers in the hours of darkness, leaving the vehicle to enter a property in quiet, unlit areas, often after dark.


	9.


	KNOWLEDGE & SKILLS

Knowledge and understanding of the use of the response call equipment and ability to identify and rectify faults and repair or replace as required.
Will need to develop knowledge of a range of telecare products, how to programme, install & carry out tests on equipment.
Have a trained knowledge of Health and Safety, and Moving and Positioning policy in relation to working in customers own homes. 
Strong ability to quickly assess ongoing situations & make appropriate decision’s for responses in times of emergency (see Task ii).
Able quickly to assess and analyse a situation and to take appropriate action.

Skills to carry out dynamic risk assessments.

Regularly using skills of conflict resolution and problem solving to achieve the most appropriate, safe and effective outcome for the customer. Taking into account previous risk assessments.
Needs to have successfully completed a First Aid Certificate Course, Moving and Handling and AED training.  Renew certificates as required.
Understanding of people management & negotiating skills are required when supporting customers and carers.

Active listening skills and an empathetic outlook to work & support vulnerable people. 
Knowledge of other, complimentary services and benefits with ability to signpost. Good time management skills.
Excellent oral and written communication skills appropriate to working with the customer and sensitivity to their needs.
Good knowledge & understanding of the departments & Council’s policies, procedures & practices.

Able to maintain factual and accurate computerised and manual records
To have an understanding of GDPR (Data Protection Act) and customer confidentiality.   
Ability to work as part of a team to achieve common goals and objectives, as well as Lone Working.

The jobholder must possess a full driving licence.

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


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





Other jobs at this level;  
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Jobs reporting up to this one: 
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