Job Description
	For HR use only
	Vacancy Ref: 4448/ 4449


	Service
	Health, Education, Care and Safeguarding

	Service Area and Team
	Public Health 

	Post Title
	Test, Trace and Isolate Officer

	Grade
	Grade 5

	Reports to 
	Covid-19 Outbreak Control Coordinator

	Responsible for (employees or equivalent)
	

	Job Purpose 

	The North Tyneside Local Tracing Partnership has been established to play an increasing role in providing practical support for residents that have to self-isolate due to coronavirus or are at high risk of having the virus and need support to isolate.

Self-isolation of people who have coronavirus, or are at high risk of having the virus, is an integral part of the COVID-19 response and will remain so throughout the medium term, alongside ongoing roll-out of vaccination, particularly in light of the threat posed by new variants. 

Locally supported contact tracing is a service provided by Local Authorities and Public Health England to trace people who have tested positive for COVID-19. The Local Authority will use local resources to contact the case and give them the advice they need as well as gather intelligence and contact details for people they have been in contact with as well as ensuring they have adequate holistic support to be able to self-isolate for their isolation period.
Having a local solution increases the number of contacts being made with those who have tested positive for COVID-19 which can help stop the spread of the virus. Local data and community knowledge can enable a more targeted approach to contact as well as providing support for those who need it during isolation. Local knowledge and intelligence can also be gathered and used to act quickly if an outbreak at a business or large gathering has occurred. We are looking to recruit Test, Trace and Isolate Officers who will
· make outgoing calls to an assigned list of positive COVID-19 cases advising them to self-isolate and identifying their close contacts. This element of the role will involve:

· advising positive cases to self-isolate, identifying their contacts and updating the CTAS system with contact information to ensure the contacts receive notification to isolate. 

· providing support and guidance to clients

· Putting clients in touch with local community and voluntary organisations where appropriate 

· Supporting clients to access help and guidance around issues such as poverty, housing and employment issues related to Covid 19 and general welfare concerns
· providing reassurance, emotional support or general assistance such as organising access to food and/or essential supplies 

· have a key role in supporting people to self-isolate by identifying their barriers to self-isolation and putting those contacted in touch with local community and voluntary organisations where appropriate, by linking them with financial/benefits advice or by providing general assistance such as organising priority delivery slots or emergency food delivery/collection. 

As the pandemic and measures/responses progress and change, with support from the Supervisors, Test, trace and Isolate Officers will contribute to the development and implementation of emerging programmes/response mechanisms and associated programmes.  
Staff are required to cover hours on a rota basis across 7 days covering likely operational hours within 8am – 6pm Monday to Friday and 10am – 3pm weekends however this may be subject to change to meet the evolving needs of the service 

All staff will be expected to undertake training as specified by national NHS Test and Trace programme and a quality assurance signing off process before going live with cases
Further training will be provided together with on-going reflective practice, support and supervision



	Job Content

	· Make outgoing calls to their assigned list of COVID-19 positive cases 
· Record details of the cases

· Log details onto the CTAS case management system 

· Identify close contacts of the positive cases and upload the details onto CTAS to be assigned to national team. 

· Identify cases that need to be escalated to Covid Outbreak Management or Tier 1 with support from your manager
· Support residents around issues related to Covid 19 and direct cases needs as appropriate.
· Act as the first point of contact to receive calls and emails that come into the local tracing partnership. 
· Support residents who identify themselves as socially isolated and require support around issues related to Covid 19 and direct client needs as appropriate.
· Triage all cases based upon identification of need / vulnerability to our wider specialist partners or provide sign posting information for additional services.
· Refer residents to partner services and established referral pathways to provide support with their needs.
· Provide follow up calls as required throughout the customer journey from the initial call to the end outcome. 
· Liaise with Supervisors where appropriate to escalate cases or when further clarification is needed
· Maintain case log with live and completed cases 
· To maintain the confidentiality of all records and operate within GDPR regulations.
· Provide a high level of internal and external customer service at all times.
· Coordinate effective and efficient partnership working with key organisations.
· Allocate tasks for action and ensure appropriate resolution for resident 
· Ensure that all Contact Tracing Standard Operating Procedures and appropriate policies and procedures are followed, understand when and how to escalate issues arising.
· Take part in regular supervision, team meetings and staff meetings
· Provide case log information for reporting and monitoring purposes.
· Take part in training and personal development relevant to the role and own professional development.
· Ensure that all North Tyneside policies and procedures are adhered to.
· Deliver against performance targets, keeping management informed of issues and
changes that might impact on performance. 
· Work flexibly and respond positively to changing business needs and fulfil any other

duty, appropriate to the grade and nature of the post, as required by your line

manager.
· Take responsibility for your own time management and administration duties



	Climate Change Values and Behaviours  

	· We strive to reduce the carbon footprint of our services by using less energy in our buildings, travelling less in our vehicles and increasing our recycling




	Special Requirements of Post

	Working Conditions e.g. working outdoors 
	Mainly home working with some office days required

	Working Arrangements e.g. evenings, weekends, shifts
	7 day working pattern

	Physical Requirements e.g. driving, lifting, working in constrained positions
	n/a

	DBS and Safeguarding Checks required 
	n/a

	Responsibility for Safeguarding or extent of contact with children, young people and/or adults at risk of harm.
	Safeguarding training given.  Contact with adults at risk of physical (illness) and emotional harm (illness and isolation).

	Politically Restricted?
	No


Person Specification

	Job Criteria

	Factor
	Essential
	Desirable
	Assessment method

	Knowledge
	· Knowledge and awareness of COVID19 pandemic and experience of working within the national and local guidance and measures that have been in place in recent months 


	
	Application Form / Interview

	Qualifications and Training including Professional Registrations required
	· Making Every Contact Count

· Safeguarding Level 1 (Adult and Children)
	· PHE/FutureLearn Psychological First Aid


	Application Form/Interview

	Skills & Experience
	· Experience in customer services 

· Excellent communication skills

· Working as part of a team

· Experience of working to support people impacted by COVID-19
· Ability to unpick complex situations from customers with a range of emotional, physical, mental, behavioural or communication issues

· Deal with confidential matters sensitively and understand confidentiality and information sharing procedures 

· Excellent listening and communication 

· Accurate data and information recording 

· Ability to work under pressure and multi- task and work to competing demands/deadlines

· Decision making skills and awareness of when and from who to seek guidance and support 

· PC literate/keyboard skills - and experience of Microsoft Word, Excel, Teams, Shifts

	· Contact tracing

· Call Centre Officer / telephone enquiry role

· Working with local community

· Partnership working

· Working from home using teams to engage with colleagues 

· Able to build relationships with Clients and Partners 

· Able to act as an advocate for the Client

· Active Listening skills

· Able to ask open and probing questions

· Solution focused

· Provide interactive support to resolve a wide range of client based problems
· Experience of motivational interviewing and brief intervention (further training will be provided)


	Application Form / Interview

	Special requirements

	Factor
	Essential
	Assessment method

	Occupational requirements under the Equality Act 2010 e.g. age, sex, religion
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Please note if you intend to use your own vehicle (or non-council vehicle) for business mileage you must hold the relevant driver’s licence, MOT and insurance documentation.










