




HULL CITY COUNCIL

JOB DESCRIPTION & PERSON SPECIFICATION

	SERVICE AREA:

	Regeneration
	POSITION NO:

	SECTION:

	Housing and Well Being – Sheltered Housing Service
	GRADE: 4

	JOB TITLE:

	Kingston Care Controller
	DATE PREPARED:16.1.12

	EVALUATION DATE:
	24 February 2012
	JE NUMBER: NC636


	

	DIGNITY AT WORK: To show, at all times, a personal commitment to looked after children treating all customers and colleagues in a fair and respectful way, which gives positive regard to people’s differences and individuality (for example, gender, gender identity, nationality or ethnic origin, disability, religion or belief, sexual orientation, age).  Assists in ensuring equal access to services and employment opportunities for everyone and promotes the Council’s Equal Opportunities in Employment Policy.



	PURPOSE: 
To operate the central control alarm system on a rotation 24-hour shift basis to ensure that an efficient and professional response to the needs of users of the system is maintained to enable them to maximise their independence in the community and remain in their own homes. To assist and support the service in the promotion, development, and installation of assistive technology products




	PRINCIPAL ACCOUNTABILITIES:
Please note decision making must be included within the Principal Accountabilities

	1.
	 To promote and safeguard the welfare of vulnerable people/vulnerable adults in accordance with the Council’s Safeguarding policies and procedures 

	2.
	Take appropriate action as required which may result in summoning the emergency services, relatives, care agencies and housing officers and where appropriate, give accurate and suitable advice in a professional manner

	3.
	Maintain accurate records and statistical information of all calls received or made and action taken, ensuring all incidents occurring during the period of duty are recorded

	4.
	Provide an efficient clerical support service for the Sheltered Housing Service and adopt a positive and helpful approach to all users of the service including customers and other organisations

	5.
	Ensure effective use of control centre systems by keeping abreast of future enhancements, up dating appropriate databases and ensuring the system is fully utilised to the benefit of all service users 

	6. 
	To provide regular contact to customers using the lifeline facilities.   

	7.
	Ensure that Telecare and Telehealth systems are fully utilised and that effective responses are made to sensor equipment alerts in order to provide a comprehensive and efficient calls handling and customer contact service for all client groups, including updating customer records and databases as appropriate 

	8. 
	Programming of equipment and stock control to ensure effective use of council resources

	9. 
	The Health and Safety at Work etc. Act 1974 and associated legislation places responsibilities for health and safety on Hull City Council, as your employer and you as an employee of the council. In addition to the Councils overall duties, the post holder has personal responsibility for their own health & safety and that of other employees; additional and more specific responsibilities are identified in the Council’s Corporate H&S policy.

	GENERAL:
The above principal accountabilities are not exhaustive and may vary without changing the character of the job or level of responsibility. The postholder must be flexible to ensure the operational needs of the Council are met.  This includes the undertaking of duties of a similar nature and responsibility as and when required, throughout the various work places in the Council.



	
DIMENSIONS:  
All sections should be completed – if there aren’t any state ‘none’

	1.	Responsibility for Staff: None

2. Responsibility for Customers/Clients: The service handles 220,916 calls per year from the community’s most vulnerable people including the elderly, victims of domestic violence and people with physical and mental health difficulties.

To ensure that services are provided in accordance with national and all Council’s standards, policies and procedures
To provide assistance and information on the use and benefits of assistive technology
To review and contribute to the evaluation of assistive technology products
To promote and safeguard the welfare of customers in accordance with the Council’s Safeguarding policies and procedures
To work flexibly in emergency situations whilst working in accordance with council policies and procedures 
To respond to all calls for assistance from customers 

3.	Responsibility for Budgets: None

4.	Responsibility for Physical Resources: Safe and effective operation and maintenance of specialist/bespoke/complex IT equipment


	WORKING RELATIONSHIPS:
All sections should be completed – if there aren’t any state ‘none’

	1.	Within Service Area/Section: Homesearch, Housing Options, Private Sector Housing managers and staff

2.	With Any Other Council Areas: Liaison with other teams in the service area, e.g. Customer Service Centres/Call Centres, Area Housing Teams, Environmental Health, CitySafe, Social Care, Benefits and Welfare Advice

3.     With External Bodies to the Council: Liaison with Health, Acute Hospitals, Mental Health Trust, Police Services, Probation Services, Fire Services. External providers e.g. Home Care Agencies, Residential and Nursing Homes, City Health Care Partnership, GPs. Voluntary agencies e.g. Age UK. Contractors e.g. Tunstall Telecare








	ORGANISATION CHART: 

	 (
 
Community Manager
Team Leader
X
3
Business Project Officer
Sheltered support worker 
X
6
Kingston
 Care Controller
X
9
Grade 
4
Lifeline Support Worker
X
7
)





	
	Tick relevant level for each category
	

	
	Not applicable
	Low
	Moderate
	High
	Very High
	Intense
	




Supporting Information 
(if applicable)

	PHYSICAL DEMANDS:
Physical Effort and/or Strain – (tiredness, aches and pains over and above that normally incurred in a day to day office environment).
	X
	
	
	
	
	


	



	WORKING CONDITIONS:
Working Conditions – (exposure to objectionable, uncomfortable or noxious conditions over and above that normally incurred in a day to day office environment). 
	X
	
	
	
	
	


	



	EMOTIONAL DEMANDS:
Exposure to objectionable situations over and above that normally incurred in a day to day office environment.
	
	
	
	x
	
	
	Will be required to work with and engage a range of customers and carers who may be hostile or difficult to help or have a range of challenging conditions e.g. terminally ill, substance misuse and mental illness. 
Will be required to take appropriate action in an emergency situations including maintaining contact with the customer





	
PERSON SPECIFICATION
	Tick relevant column
	List code/s*

	The information listed as essential (the column that is shaded) is used as part of the job evaluation process.  The requirements identified as desirable are used for recruitment purposes only.
*Codes: AF = Application Form, I = Interview, CQ = Certificate of Qualification, R = References (should only be used for posts requiring CRB’s), T = Test/Assessment, P = Presentation
	Essential
	Desirable
	How identified 

	1. 
	Qualifications:

	
	IT skills to RSA Stage 1 level or equivalent
	X
	
	AF CQ

	
	ECDL or equivalent
	
	X
	AF CQ

	
	Appropriate NVQ2 qualification
	x
	
	

	
	Literate and numerate
	x
	
	

	
	
	
	
	

	2. 
	Relevant Experience:

	
	Customer contact either face to face or over the phone 
	X
	
	AF I

	
	Experience of providing services for older and/or vulnerable people 
	X
	
	AF I

	
	Experience of dealing with emergency situations including fires and fatalities
	
	X
	AF I

	
	
	
	
	

	3. 
	Skills (including thinking challenge/mental demands):

	
	Excellent communication skills 
	X
	
	AF I

	
	Excellent time management skills
	X
	
	AF I

	
	Ability to work as part of a team
	X
	
	AF I

	
	Ability to work on own initiative
	X
	
	AF I

	
	Remain calm and assertive in stressful situations
	X
	
	AF I

	
	
	
	
	

	4. 
	Knowledge:

	
	Knowledge of issues and needs of vulnerable people and Health and Social Care services
	
	X
	AF I

	
	Knowledge of calls handling systems
	
	X
	AF I

	
	Working knowledge of IT systems 
	X
	
	

	
	
	
	
	

	5. 
	Interpersonal/Communication Skills:
Verbal Skills

	
	Ability to converse and communicate with elderly and other vulnerable people to respond in a caring, non-judgemental  and sympathetic manner
	X
	
	AF I

	
	Ability to evaluate emergency situations, stay calm and communicate effectively to resolve, at times, life threatening situations 
	X
	
	AF I

	
	Ability to provide reassurance to vulnerable people who may be stressed and/or frightened
	X
	
	AF I

	
	Ability to listen and deal with difficult situations where callers may become verbally aggressive 
	X
	
	AF I

	
	
	
	
	

	
	Written Skills

	
	Ability to produce comprehensive and concise reports relating to people’s well-being and emergency incidents 
	
	X
	AF I

	
	Ability to compile and present statistical information
	
	X
	AF I

	
	
	
	
	

	6.
	Other:
	
	
	

	
	If there aren’t any state ‘none’
	
	
	

	
	
	
	
	

	

	The requirements listed below are not considered during the job evaluation process, but are essential requirements for the role that will be assessed during the recruitment process.

	7. 
	Competencies:

	
	The competencies listed below are all essential requirements for working at Hull City Council in any post; however, those that have been ticked as essential have been identified as key competencies for this role and will be measured as part of the selection process.  They are not required to be addressed in the candidate’s application form.
	
	
	

	
	Leading forward 
	
	N/A
	

	
	Improving services
	
	N/A
	

	
	Analysis and decision making
	X
	N/A
	

	
	Making things happen
	X
	N/A
	

	
	Communicating with impact 
	X
	N/A
	

	
	Collaboration 
	X
	N/A
	

	
	Developing self and others
	
	N/A
	

	
	A copy of the Competency Framework can be accessed via the Council’s website – www.hullcc.gov.uk/jobs

	8. 
	Additional Requirements:

	
	NONE
	
	N/A
	

	
	
	
	N/A
	

	9. 
	Disclosure of Criminal Record:

	
	The successful candidate’s appointment will be subject to the Council obtaining a satisfactory Enhanced Disclosure (Adult Workforce) from the Disclosure & Barring Service (if ticked as an essential requirement).
	X
	N/A
	DBS Disclosure

	
	If the postholder requires a DBS disclosure the candidate is required to declare full details of everything on their criminal record.
	X
	N/A
	AF(after short listing)

	
	If the postholder does not require a DBS disclosure the candidate is required to declare unspent convictions only.
	
	N/A
	AF(after short listing)
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