Job description

	Job title: Health and Social Care Advisor


[image: image1.jpg]Nottingham
City Council

i&.




	Department:  Children and Adults
Service:  Adult Social Care 

Grade: C
JEID: JE1000003823
Post reference number: TBC

	

	1 Job purpose

To support the successful delivery of Adult Social Care (ASC) through the provision of excellent customer service to all customers (including members of the public, commissioners, health colleagues, citizens and ASC employees) by acting as point of contact for all telephone, e-mail, website and written enquiries directed to the service area.
To identify the needs of any customer at point of contact, capture and input data, and address any need they have effectively and efficiently. 

	

	2 Principal duties and responsibilities

	1. To provide a customer access point for adult social care and health services, dealing with, recording and signposting enquiries and referrals. 
2. To take minutes at a range of meetings including team meetings and any other meeting as required.
3. Deliver an agreed level of customer service that reflects the vision, values, aims and objectives of Nottingham City Council and partners.
4. Using an on-line script and other ICT systems, provide accurate, courteous and appropriate information and advice on the range of services procured by Adult Social Care and related service providers.
5. Handover any complex queries/problems that are generated by contacts from customers to the Health and Social Care Support Co-ordinator in order to generate solutions to meet customer’s needs.
6. Administer and process all enquires, referrals, payments and requests in line with prescribed procedures ensuring accuracy and confidentiality of all data/information provided/entered and validation of customer eligibility/entitlement to services prior to confirmation.
7. File/store/record all data/information in line with prescribed procedures.
8. Reroute calls to an appropriate Health and Social Care Coordinator or Officer, Occupational Therapist, Social Worker, partner or supplier when unable to assist customers, endorsing the customer receiving an appropriate response to their query.
9. Maintain up to date knowledge of services and ICT developments to ensure that customer service is delivered in accordance with service standards and a professional image is presented to customers.
10. Handle both inbound and outbound contacts and communications with suppliers, commissioners, citizens and colleagues in other sections, departments and organisations.
11. Provide general administrative support including photocopying, scanning documents, collating reports and operating the fax machine. In addition to organising, developing and maintaining efficient and confidential filing systems.

12. Respect the confidential and sensitive nature of customer enquiries and handle difficult or potentially aggressive situations appropriately.
13. Work effectively within a team, sharing knowledge with colleagues and partners, working flexibly and participating in team-based activities.
14. Actively support Adult Social Care as a centre for service excellence and through personal example positively by promoting the new culture of Adult Social Care and Nottingham City Council.
15. Carry out duties in accordance with the Council's Equal Opportunities Policy, Information Security standards, the Data Protection Act, Freedom of Information Act and any other relevant legislation that directly affects electronic service delivery.
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: Health and Social Care Supervisor
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	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:
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	Areas of 

responsibility
	Requirements
	Measurement

	
	
	P
	A
	T
	I
	D

	Technical Knowledge, Skills & Experience


	Excellent customer service skills and the ability to work in a busy customer contact centre.
	
	(
	
	(
	

	
	Ability to search IT and manual information systems, to provide information and resolve customer requests.
	
	(
	
	
	

	
	Knowledge and understanding of Adult Social care services.
	
	
	
	(
	

	
	Ability to assist in resolving and monitoring non-complex customer queries or complaints.
	
	(
	
	
	

	
	Ability to deal with customer enquiries, by phone, e-mail or in writing quickly and efficiently.
	
	(

	
	
	

	
	Ability to operate telephony and office equipment.
	
	(
	
	
	

	
	Ability to plan and prioritise own workload to meet deadlines, in a fast moving environment.
	
	
	
	(
	

	
	Good communication skills including oral and listening skills (to establish customer needs).
	
	
	
	(
	

	
	Experience of undertaking a range of office and administrative duties including filing, photocopying, scanning documents and sending and receiving faxes.
	
	(
	
	(
	

	Teamwork
	Ability to work well with others as part of a team, be diplomatic and approachable and build positive personal relationships across the team and beyond.
	
	
	
	(
	

	
	Track record and aptitude to work in teams on a multiple range of duties.
	
	(
	
	(
	

	
	Ability to accept constructive feedback, engage positively with decisions made, and adapt to new ways of working.
	
	(
	
	
	

	Qualifications & Training 
	Basic IT competence for a variety of software packages, including E-mail, Word Processing & Spreadsheet skills.
	
	
	(
	
	

	
	Good literacy and numeracy skills.
	
	
	(
	
	

	
	Willingness to build knowledge, embrace change, and undertake training and development, as necessary (e.g. care service awareness, IT) to enhance self and the service.
	
	(
	
	
	

	Work to promote mutual respect and good relations
	Knowledge of and commitment to Nottingham City Council's Equality and Diversity Policy.
	
	
	
	(
	

	
	Ability to respect, and maintain confidentiality.
	
	(
	
	
	

	Work Related Circumstances


	Ability to work flexibly within the needs of the service, on a pre-planned rota. 
	
	
	
	(
	

	
	Presents a professional image to customers, wearing a NCC uniform when required.
	
	(
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