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	Department:
	Adults & Communities

	Job Title:
	Reablement Duty Officer & Programmer

	Grade:
	Tbc

	Post Number:
	

	Service/Section:
	Reablement, Direct Services

	Base/Location:
	Anstey Frith, County Hall

	Responsible To:
	Reablement Programming & Performance Manager

	Responsible For:
	

	Key Relationships/

Liaison with:
	Colleagues and managers, users of the service, their families, Occupational Therapists, Physiotherapists, Social Workers and Nurses, roster system staff.

	

	Job Purpose

	The HART service helps people return home from hospital, or prevent them from being admitted to hospital, and regain their independence by providing reablement support.  Reablement is short term support which helps someone to become as independent as possible for them, by giving them the opportunity, motivation and confidence to relearn or regain some of the skills for daily living that may have been lost as a result of illness, accident or disability.  

The purpose of the job is to:

· Be the first point of contact for all internal and external customers to the HART service.

· To provide a comprehensive initial contact and duty function, which ensures that queries, issues and referrals are prioritised accordingly and progressed in line with service response timescales.

· Accept initial referrals into the service and triage against the HART criteria.

· Programme the efficient deployment of culturally appropriate reablement support to meet identified goals and support needs.

	

	Main Duties and Responsibilities

	1
	To provide a consistent level of customer service for all enquiries and channels of contact. Interactions should be professional, courteous and customer centric.

	2
	To be knowledgeable of and handle and resolve where appropriate a wide range of service queries, including ascertaining where risks are present and ensure that issues are escalated as quickly as possible to senior colleagues.

	3
	To accurately record sufficient relevant customer information to enable appropriate decisions to be made.

	4 
	To take ownership and responsibility for queries and provide the correct resolution.  Where this crosses shifts, ensuring that issues are transferred and accountability is clear in this process.

	5
	To manage and prioritise workloads ensuring all queries and cases are managed within specified timescales, including identifying, taking action, and if appropriate escalating issues to successfully resolve customer complaints.

	6
	To ensure that confidentiality is maintained, and customer information is managed effectively in line with the General Data Protection Regulation.

	7
	To complete a desktop triage of new referrals against the service’s criteria and ensure that all necessary referral information has been provided.

	8
	To allocate work to Reablement Support Workers (RSWs) using computer based programming systems under the direction of the HART Duty and Programmer Manager

	9
	To maintain accurate Service User and RSW records on all relevant systems.

	10
	To liaise with Service Users and their families regarding any package of care offers following receipt of communication through the brokerage team

	11
	To work flexibly to meet service requirements.  Post holder must be able to work to a service rota working between 7am to 10.30pm (Monday to Sunday), working weekends and bank/public holidays.

	12
	To work flexibly as part of the team (including taking on additional tasks as appropriate to the grade) to ensure individual and service performance standards are achieved. 

	13
	To attend Supervision, Annual Performance Reviews, Team Meetings and Training as instructed to maintain high standards and compliance with regulations and Council strategies.  

	14
	To be responsible for carrying out all the duties of the job in accordance with the Council’s Equality Strategy and Policy.

	15
	Responsible for protecting and managing information securely, and reporting breaches or suspected information security breaches, in line with Council policies.

	

	Special Factors

	· The nature of the work may involve the jobholder carrying out work outside of normal working hours.
· This post is eligible for a DBS check under the Rehabilitation of Offenders Act 

1974 (Exceptions) Order 1975 (i.e. it involves certain activities in relation to children and/or adults) and is defined as regulated activity under Part 1 of the Safeguarding Vulnerable Groups Act 2006. Therefore a DBS enhanced check for a regulated activity (includes a barred list check) is an essential requirement.

· This post is eligible for a DBS check under the Rehabilitation of Offenders Act 

1974 (Exceptions) Order 1975 (i.e. it involves certain activities in relation to children and/or adults) and defined as regulated activity under Part 1 of the Safeguarding Vulnerable Groups Act 2006 before the coming into force of section 64 of the Protection of Freedoms Act 2012 on 10th September 2012. Therefore a DBS enhanced check (without a barred list check) is an essential requirement.


	

	This job description sets out the duties and responsibilities of the job at the time when it was drawn up.  Such duties and responsibilities may vary from time to time without changing the general character of the duties or the level of responsibility entailed.  Such variations are a common occurrence and cannot in themselves justify a reconsideration of the grading of the job.

	

	Leicestershire County Council is seeking to promote the employment of disabled people and will make any adjustments considered reasonable to the above duties under the terms of the Equality Act 2010 to accommodate a suitable disabled candidate.

	

	Date Prepared/Revised: July 2020
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	Essential
	Desirable
	How assessed

	Qualifications
Minimum of 4 GCSE’s A-C grades including English Language or other qualifications of an equivalent level
	(
	
	Doc/Int

	Experience
Experience of working in local government
Experience of working in a customer facing role.

Experience of managing risk and ensuring the best outcome for the customer.

Experience of undertaking research to identify agencies to effectively signpost relevant queries.

Experience of working effectively as part of a team.

Experience of supporting and developing colleagues.

Experience within customer service or customer contact centre. 

Working toward and meeting KPI’s and service level targets. 

Experience of direct customer contact via the telephone 

Experience of using complex ICT customer service databases to record and retrieve customer information
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	Knowledge

Clear understanding of the role and function of the local authority and it’s customer services.

Clear understanding of the need to effectively manage risk

Able to utilise information technology

Knowledge of how to deliver excellent customer service

Knowledge of adult social care and its priorities
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	Skills and Competencies 
Excellent written and verbal communication skills
Diplomatic and tactful in dealing with sensitive confidential matters
Able to learn and process new information quickly and accurately
Organised, and able to respond to conflicting demands and to prioritise work
Able to identify and record critical information and demonstrate quick thinking and problem solving

Able to demonstrate resolution of customer enquiries in one contact

Able to signpost and advise of more appropriate services.

Fast and accurate keyboard skills with good attention to detail

Able to deal with sensitive enquires with empathy

Able to work on own initiative
Ability to remain calm and deal effectively with a pressurised workload

Able to effectively manage contacts from a range of sources
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	Other Requirements

An understanding of, and commitment to Equal Opportunities, and the ability to apply this to all situations

Must be able to perform all duties and tasks with reasonable adjustment, where appropriate, in accordance with the provisions of the Equality Act 2010

A flexible approach to work

Ability to work flexible hours on a rota basis where and when necessary between 7.00 a.m. – 10.00 p.m. on a 365 days a year rota, including weekends, evenings and Bank Holidays. 
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	Key:

App = Application Form

Test = Test

Int = Interview
	Pre = Presentation

Med = Medical Questionnaire

Dc = Documentary Evidence (E.g., Certificates) 
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