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	Post Title
	Team leader (Care Call)

	Post Level
	Service Delivery Level 2

	Service Area
	HECS, Integrated Services, Care Call

	Grade
	Grade 8

	Post Level Descriptor

	Will manage a group of staff in day to day delivery of services. Allocation of workload and staff management. 
Will be a role model and ensure staff are living the organisational values of:
Aspire to be better
Enable others
Deliver on promises

	Purpose of the Post

	The post requires the post holder to be part of North Tyneside Councils digital telecare service.  This will include supporting individuals to maximise their potential and to be supported with telecare solutions to remain independent, safe and supported.  Telecare is moving into a digital arena and the opportunities for telecare and IP solutions are vast. 
You will assume management responsibilities in the absence of the Care Call manager and support to lead and develop the service
This will involve mentoring and directing when necessary Telecare and crisis response officers to progress and improve their working knowledge and skills.
The post holder will work across telecare service and support the wider council to enable the following:
· To work with social care and health professionals to determine the equipment required for an individual to remain independent in their own home and where necessary to rapidly respond to avert a crisis.
· Promote and ensure compliance with all health and safety policies, procedures and legislation, including lone working arrangements within the team.
· To respond and provide support to service users of the 24-hour community alarm service offering advice on equipment and any additional support they may require with regard to telecare  
· To co-operate with colleagues within the provider function and independent sector to maintain people in their own homes.
· To understand, embrace, implement and install assistive technology solutions, community alarm and low-level equipment.
· To prevent Delayed Discharges by working with multi-disciplinary teams to support service users to maximise independence in their own home and any of the rehabilitation resource centres.  
· To provide support to meet the requirements of the carer’s emergency break service
· To undertake regular Individual Performance Reviews, both personally and with staff.


	· To provide a service to customers in their own home by responding to telecare alerts and alarms and calls from our control room and NHS partners. 
· To liaise with and make any relevant referrals to GP’s, emergency services, internal partners and identified family representatives.
· To be able to physically carryout the tasks required particularly related to provision of emergency assistance which can involve undertaking dynamic risk assessment and using equipment to safely support and transfer when necessary.
· To be able to use triage tools and understand escalation points, ensure all actions are logged and full communication is given to control centre of relevant recipient. 
· To maintain an open communication link with the control centre at all times
· To demonstrate excellent communication and interpersonal skills along with a strong customer focus and the ability to understand the needs of customers and the ability to deal with situations sensitively
· Have detailed knowledge of other services available in order to sign post the customer to appropriate agencies.
· Collect emergency prescriptions and essential provisions in accordance with procedures. Ensure customers are provided with refreshments in an emergency individual situation  
· To ensure the customer understand the function of telecare equipment and testing protocol to ensure the customer has a full understanding of the equipment.
To have a full understanding of vulnerable groups to identify support needs for customers with various needs including learning, physical and sensory disabilities as well as dementia, mental health or other health problems


	Service Specific Tasks

	


	· necessary using own initiative, triage tools, policies and procedures
· Assess and respond to the immediate needs of the customer within defined parameters and on leaving the customers home ensure that their home is safe and secure.
· To assist in the provision of a monitoring, dispatching and response service in accordance with predefined guidelines, policies and procedures to non-urgent and emergency and crisis calls from customers. Administering immediate assistance where appropriate and requesting the assistance of the emergency services, agencies, families, carers, etc. when required 
· To hold a full driving license and to have competent and confident driving skills and to have a geographical knowledge of the borough 
· To work in partnership with multi agencies to ensure the best outcome for the customer.
· To identify and report any ‘safeguarding’ concerns without delay following North Tyneside Council’s safeguarding procedure. 
· To have an in-depth knowledge of all Telecare equipment including installation, monitoring and ensure that the service equipment is installed as per user manual.
· To install, calibrate and programme a wide range of Telecare and Telehealth equipment in a range of settings and to monitor and provide feedback on the effectiveness of this equipment.
· To report any equipment faults to all relevant parties. Arrange for cleaning and maintenance of all stock 
· To carry out wellbeing visits and equipment checks in customers own homes 
· To carry out daily vehicle checks, recording and reporting of any defects or concerns
· To undertake out of hours call handling on behalf of North Tyneside Council and its partners this involves call triage, escalation or advice and information.  Calls should be recorded using the appropriate format or it solution. 
· To ensure that all databases/management systems are utilised correctly within GDPR regulations  
 and all relevant information is communicated effectively
· To contribute to marketing events and publicity information as required, including the production of 
      regular case studies for publication
· To ensure compliance with the Telecare Service Association (TSA) Code of Practice and all Performance Indicators (PIs) for monitoring and response services.
· To prevent Delayed Discharges by working with multi-disciplinary teams to support customers to maximise independence in their own homes and Care and support services.
· To provide support to meet the requirements of the carer’s emergency break service

	

	Performance Standards
	

	· The need to adhere to Council’s Policies and specifically the Equal Opportunities Policy, Health & Safety Policy and the Code of Conduct
· The need to comply with the Freedom of Information Act 2000 in relation to the management of Council records and information
· The need to comply with the Data Protection 1998 and the principles enshrined within it in respect of personal information held by the Council
· The need to observe and implement the Authority’s information governance policies and procedures, including the security of information assets and data.
· Willing to carry out a similar job role in other service areas as required.
· Demonstrates flexibility in their approach to work
· Creates an environment which enables individuals to speak up and challenge.

	

	Competency Requirements
	

	Engaging People - Level 2
Proactively listening and conveying information/ideas in a variety of ways to engage people and stay connected.
Delivering On Or Promises Level 2
Creating the right environment for teams and individuals to perform at their best, ensuring performance is monitored, evaluated and prioritised effectively.
Delivering On Customer Outcomes Level 2
Delivering a customer focused service across the team.
Enabling Change Level 2
Creating and enabling an environment that encourages the acceptance of change within teams.
Aspiring To Be Better Level 2
Enabling the right environment for teams and individuals to show high levels of self awareness to perform at their best.
Working Together Level 2
Promoting collaborative relationships with others to deliver an excellent customer focused service.

	


	Person Specification

	Responsible To

	Manager Care Call

	Responsible For

	Line Management of Telecare and Crisis Response Officer


	Factor
	Essential
	Desirable
	Assessment means

	Skills, Knowledge and experience
	Excellent communication skills.  Excellent literacy and numeracy skills.  Ability to work on own.
The skill necessary to quickly address system failure that creates budgetary, service or organisational difficulties.
Experience of working with other agencies and professionals
Capable of recognising potential for abuse.  
Sound understanding of North Tyneside’s Adults safeguarding policies and procedures.
Sound Understanding of Equal Opportunities.
Ability to work without direct supervision and be an effective team player
Competent IT skills to enable effective communication, performance monitoring.
Understanding of Health and Social care policy, legislation and guidelines and their underpinning principles.
Understanding of the cultural needs of different user groups.
Proven experience of working in a supervisory or mentoring capacity 
Experience of using IT systems
To have mentoring experience with support staff.  
Experience of working autonomously and using own initiative 
To be a competent role
model. 
To maintain flexible approach.
Experience of co-ordinating services/alternatives to services for people with complex needs.
Experience of working in partnership with external agencies.

	Awareness of the care quality commission for social care standards
Awareness and understanding of Assistive Technology Solutions
Experience of working in a caring or rehabilitation community alarm service
	Application form.
Interview.
References.
Documentation

	Qualifications and Training
	Evidence of GCSE (or equivalent) Grade C or above, including English & Maths
Evidence of keeping up to date with current practice and developments.
	
	Application form.
Interview.
References.
Documentation

	Special Requirements
	The ability to work to a high standard even during periods of uncertainty.
The ability to work within a political context
To be available for out of hours cover as and when required
Must be able to meet the travelling requirements of the post
Access to a full driving licence
	
	Application form.






Job Description and Person Specification





To support telecare operations and the wider Crisis response service by:


To ensure the out of hours telephony and response is in line with the TSA standards for call handling.


To have a sound understanding in the use of and the benefits of assistive technology solutions


Working a rotational shift pattern with the expectation that there will be a need to be flexible where required


Having a sound understanding of assistive technology solutions and low-level equipment


Responding to emergency calls effectively


Adhering to health and safety policies and procedures.


Having a through working knowledge of telecare solutions and all functionalities 


Working with customers to promote independence and wellbeing 


Supporting and work alongside partners including internal and health colleagues


Using technology and IT system to support service functions


Ability to work safely by always giving consideration to all tasks and undertaking dynamic risk assessments


Ability to undertake manual handling operations


Ability to use a range of ICT software and programmes


Ability to programme and install all telecare options


Ability to drive confidently and safely with a good working knowledge of the borough 


Ability to undertake personal care and support tasks when necessary ensuring there is a customer centred approach


Ability to receive and make calls through Jontek 3G answer link system and escalate as








