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	Department:  Children and Adults
Service:  Adult Social Care 

Grade: E 
JEID: JE1000004174
Post reference number: TBC

	

	1 Job purpose
To provide advice, triage and co-ordinate information to enable decision making and risk management on behalf of citizens requesting / requiring access to Adult Social Care services, and to navigate citizens through to the right services based on a proportionate assessment of their needs.
To assist in the delivery of an efficient and effective referral service for vulnerable adults sometimes with complex needs and/or difficult and unpredictable situations. Having a good understanding of the variety of services that are available to meet the individual’s needs.

	

	2 Principal duties and responsibilities

	1. To coordinate telephone calls, on-line enquiries and referrals from citizens, vulnerable adults, families and carers and to manage these in an effective, timely and customer focused way.

2. To deliver an agreed level of customer service that reflects the vision, values, aims and objectives of Nottingham City Council and partners.

3. To manage specialist or escalated calls from professionals and other colleagues.
4. To have an understanding and knowledge of the variety of relevant services and their referral criteria available within the sphere of Adult Social Care, to enable appropriate advice and guidance is given and to ensure this information is kept up to date.

5. Liaising with and working with relevant clinicians, practitioners and social care provider services to ensure appropriate care packages and the ongoing care needs of citizens are met, this will include triaging and signposting citizens to other services, tracking and monitoring pick up and handover of citizens to other services and teams.

6. To make judgements regarding referrals and requests in relation to complex situations, safeguarding concerns and considering risk management by triaging and coordinating referrals to make sure that citizens are seen by the most appropriate team/ service at the right time to meet their needs.

7. To be able to handle telephone calls from distressed referrers, citizens, carers who are experiencing potentially complex problems and act appropriately in a supportive, empathetic and courteous manner. To be able to alert team members, supervisors of any relevant issues arising.

8. To respect the confidential and sensitive nature of customer enquiries.

9. To ensure that records and user information are up to date, secure and maintained on the various social care information systems using IT equipment and packages in accordance with The Data Protection Act and in line with Information Governance Protocols.  Running reports and assisting with data analysis and report creation.

10. To attend team, staff and other appropriate meetings as required, and to actively participate in case discussions and team activities and to engage in individual supervision with the line manager as required by the service areas’ supervision policy.

11. To work flexibly across the service areas and locations to gain and maintain the required level of knowledge within the roles as well as participating as a team member in developing the service and ensuring that it remains citizen driven and appropriate to the needs and demands of services in the City.

12. To consider preventative pathways and services during the triage process and to recommend or organise the most appropriate, cost-effective service for the citizen’s needs within the required response / assessment period.

13. To identify concerns with complex referrals and gather appropriate information to enable an effective decision around the support required to meet the citizens needs.
14. To provide information and advice that demonstrate flexibility and innovative use of resources when undertaking the triaging role.
15. Assist in the orientation and induction of new starters for the service.
16. Any other duties and responsibilities within the range of the salary grade.


	

	3 All staff are expected to maintain high standards of customer care in the context of the City council’s Core Values, to uphold the Equality and Diversity Policy and health and safety standards and to participate in training activities necessary to their post.

	

	4 All staff are expected to abide by the obligations set out in the Information Security Policy, IT Acceptable Use Policy and Code of Conduct in order to uphold Nottingham City Council standards in relation to the creation, management, storage and transmission of information. Information must be treated in confidence and only be used for the purposes for which it has been gathered, and should not be shared except where authorised to do so. It must not be used for personal gain or benefit, nor should it be passed on to third parties who might use it in such a way All staff are expected to uphold the City Council obligations in relation to current legislation including the Data Protection Act and Freedom of Information Act.

	

	5 This is not a complete statement of all duties and responsibilities of this post.  The post holder may be required to carry out any other duties as directed by a supervising officer; the responsibility level of any other duties should not exceed those outlined above.

	

	6 Numbers and grades of any staff supervised by the post holder:  None 

	

	7 Post holder’s immediate supervisor: Senior Social Work Practitioner
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	Job title: Locality Manager


	Note: This section should only be included in job descriptions issued to employees and should not be sent to all job applicants.

I understand and accept the job duties and responsibilities contained in this job description.

Signature:







Date:


Person specification
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	Areas of 

responsibility
	Requirements
	Measurement

	
	
	P
	A
	T
	I
	D

	Knowledge and Technical Skills
	Good working knowledge of Microsoft Office and good keyboard skills.
	
	
	
	(
	

	
	Highly developed organisational, administrative and negotiating skills including a thorough understanding of customer care issues.
	
	(
	
	(
	

	
	Knowledge of, or ability to learn about, all core and specialist services and their criteria in order to triage and signpost all calls appropriately in a timely and efficient manner.
	
	(
	
	(
	

	
	Ability to keep all records accurate and up to date in line with information governance protocols ensuring that they are securely maintained in line with the Data Protection Act.
	
	
	
	(
	

	
	Foundation degree or NVQ3/equivalent and/or demonstrable and extensive experience in an administrative/business/marketing/customer care or social care environment.
	
	
	
	
	(

	Communication and Team Work
	Excellent communication skills; over the phone or face to face, with the ability to deal with potentially aggressive, emotional and challenging behaviours, including listening and writing skills.
	
	
	(
	(
	

	
	To be diplomatic and approachable with the ability to develop positive relationships and have an awareness of the barriers that may affect communication.
	
	
	
	(
	

	
	Assertiveness, ability to self-motivate and motivate others.
	
	
	
	(
	

	
	Able to work as part of a team, planning and organising own and team’s workload. Providing cover for other colleagues when required and to be flexible regarding working hours to meet the needs of the service.
	
	(
	
	
	

	
	Ability to problem solve and support others in resolving problems.
	
	
	(
	
	

	Core Skills
	Ability to research resources and develop innovative solutions to meet citizens and carers outcomes, being able to propose ideas that will stimulate change and service development, meet deadlines and manage frequently changing circumstances and conflicting priorities.
	
	
	(
	(
	

	
	Ability to work with a degree of independence to analyse, prioritise, organise and delegate workload in order to co-ordinate appropriate care packages, manage risk and urgency and meet deadlines linking in with senior colleagues and specialist services to enable relevant outcomes.
	
	
	(
	
	

	
	Ability to make judgements and use initiative to collect additional information to support an informed decision ensuring the referrer is dealt with appropriately.
	
	
	(
	
	

	
	Ability to work alongside clinicians and professional support in order to assess risk and manage complex situations which may involve safeguarding and risk management.
	
	
	
	(
	

	
	Leadership and development qualities, including mentoring and training of staff and attending meetings.
	
	
	
	(
	

	
	Ability to remain calm under pressure and to manage conflict and challenging situations while working with constant interruptions requiring skills in multitasking and maintaining accuracy at all times. 
	
	(
	
	(
	

	Professional Attributes
	Empathetic nature when dealing with distressed and sensitive calls remaining calm and using own initiative under pressure. Recognising the need to consult at a senior level in relation to complex situations.
	
	
	
	(
	

	
	Commitment to working in a non-discriminatory manner in support of corporate policy and ability to challenge discriminatory behaviour.
	
	
	
	(
	

	Work to promote mutual respect and good relations
	Must be committed to developing person centred approaches in all areas of service delivery. 
	
	
	(
	(
	

	
	Must be committed to developing person centred approaches in all areas of service delivery. 
	
	
	(
	(
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