
OLDHAM COUNCIL

JOB DESCRIPTION

	Job Title: Customer Service Officer


	Directorate: Health and Wellbeing
	Division/Section: Adult Social Care


	Grade: Grade 4



	Job Purpose: 
To work in accordance to with the legislative framework of the Care Act to identify those individuals who require a statutory assessment of need.




	Key Tasks:

To undertake an initial phone based assessment of individuals and their carers to determine if they are eligible for a statutory assessment.  This decision will be undertaken in conjunction with a Manager, Senior Practitioner or Suitably qualified Social Worker.  

If on initial assessment it is deemed that the individual is not eligible for statutory assessment, where appropriate sign post individual’s to Universal Community Services and other low level support.
To identify Safeguarding concerns and make enquires in line with Care Act legislation and the Councils Safeguarding Policy.
To develop and maintain effective links with partner agencies, such as Health, Police and housing providers.

In consultation with the Manager, Senior Practitioner, Social Worker identify those individuals who will be referred into the Multi Agency Safeguarding Hub, (MASH ) 
To ensure the Councils electronic recording system is maintained in line with data protection legislation and Council policies and procedures.

To be resilient and be able to work as part of a busy, team, dealing with complex information.



	Standard Duties:

1. To actively promote the equalities and diversity agenda in the workplace and in service delivery.

2. To be familiar with customer care and health and safety polices of the Council/ Directorate.

3. To participate in self-improvement in performance through workplace development.

4. Undertake any additional duties commensurate with the grade of the post.




	Contacts:

All Adult Social Care, Health and Wellbeing and Council colleagues, Oldham residents, MASH  partner agencies and any other individual or agency that is relevant to a person referred to Adult Social Care.


	Relationship To Other Posts In The Department:

Responsible to: Team Manager
Responsible for: N/A



	Special Conditions:

Enhanced DBS
         


	
	DATE
	NAME
	POST TITLE

	Prepared
	19.04.2016
	    John Moran 
	Team Manager

	Reviewed
	     
	     
	     

	Reviewed
	     
	     
	     


OLDHAM COUNCIL

PERSON SPECIFICATION

Job Title:   Customer Services Officer
	
	Selection criteria 

(Essential)
	Selection criteria 

(Desirable)


	How Assessed



	Education & Qualifications


	Literacy and numeracy sufficient to undertake the tasks of the role.
	Social care qualification
	Application Form and Interview

	Experience


	Experience of advising, listening and signposting members of the public over the phone in relation to Social Care needs.
Experience of working in a social care environment in the statutory, voluntary or independent sector

Experience of working in partnership with one or more stakeholders in the statutory, voluntary or independent sector
Experience of using electronic Social Care   information   systems.

Experience of Data protection and maintaining confidentiality                                       
	
	Application Form and Interview

 

	Skills & Abilities


	ICT skills, sufficient for accurate data inputting, effective record management, producing letters and other documents and providing statistical information.

Ability to take accurate information and input onto system as required. 
Ability to obtain, record, store and analyse information to support decision making, complete records and advise and inform others

Able to actively listen to callers and interpret information that may not always be clear. 

To offer clear and appropriate advice and information as required.
Excellent customer care, interpersonal and communication skills (verbal and written), sufficient to provide a sensitive and personalised service to individuals.
Ability to act independently, but also recognise when to escalate to manager or senior practitioner
To be able to prioritise workload in a busy, professional environment.
Good organisational and administrative skills
	
	Application Form and Interview



	Knowledge


	Understanding of safeguarding
A working knowledge of the Care Act 2015.
Knowledge of eligability criteria and how to apply this in detrmining whether an individual can access services
	Knowledge of issues that affect people for which they may need Social Care support, such as Dementia, physical health needs.
	Application Form and Interview



	Work Circumstances


	To work flexibly to meet the needs of the service

To undertake training as and when required
	
	Application Form and Interview


NB. - Any candidate with a disability who meets the essential criteria will be guaranteed an interview.

