SEFTON COUNCIL 
IN HOUSE OPERATIONAL SERVICES

JOB DESCRIPTION

	Post:
	
Sefton Technology Enabled Care Solutions Careline Operator 


	Post Number: 
	
	Gauge Reference: A809
	

	Team:
	Sefton Careline 

	Location:
	209 Linacre Lane, Bootle, L20 

	Grade:
	Grade D




	Responsible to:
	Senior Careline Officer

	Responsible for:
	The Clients and Contractors of Sefton Careline 




JOB PURPOSE

The Careline Operator’s principal task is to monitor and respond to calls from vulnerable people and those people with disabilities linked to the centre via an alarm system helping them to maintain an independent lifestyle and to promote independent living. The calls must be dealt with in a patient, sympathetic and understanding manner, and brought to a satisfactory conclusion as quickly and effectively as possible.
 
To programme, de-programme and clean all Careline equipment as directed.

To conduct client reviews as directed.

MAIN DUTIES	

1. To answer and assess all incoming calls to the Careline ensuring that any service required by the client is sought as soon as possible following the correct procedure to enable a successful conclusion by calling a listed contact or when deemed necessary the emergency services and to provide support to the service user until assistance arrives.

2. To ensure all information is recorded accurately and is passed to the recipient including any medical information required.

3. To respond to calls from service users in a calm and friendly manner, providing reassurance and assistance irrespective of the client’s ethnic origin, gender, disability, sexuality, or background. 

4. To ensure all calls are handled in accordance with the Careline Procedures and are in line with TSA Quality standards and that information is recorded accurately and in a timely manner.



5. When not responding to calls to amend Sefton Careline records and update databases in order that an accurate up to date register of information is maintained.

6. To ensure that Sefton Careline Manager is advised of any outstanding potentially problematic or dangerous situations, which may have arisen, and any actions taken.

7. To adhere to Sefton Councils safeguarding policy. 

8. To conduct test calls, carry out reviews and any other calls deemed necessary in line with Careline processes and procedures.

9. To maintain the database to a high standard of accuracy always ensuring confidentiality of data.

10. To assist in the working rota when other members of staff are on holiday or absent due to sickness.

11. To report promptly any faults/breakdowns with the system or the client’s equipment as instructed.

12. Assist with the co-ordination of the installer’s workload in respect of appropriate and timely appointments with clients.

13. To assist Sefton Careline Support Advisors staff with programming, deprogramming, and cleaning of Careline equipment as and when necessary.

14. To participate in and take an active role in the development of assistive technology.

15. To work collaboratively with colleagues across the council in support of Technology Enabled Care Solutions. 

16. Attend meetings, training courses and any other appropriate events, as directed.

17. To ensure that client information data is lawfully gathered, accurate, up to date and only divulged in accordance with the GDPR and the local government common law duty of confidentiality.  Failure to apply these duties can lead to the individual or the Department facing court proceedings.

18. To undertake any other duties as directed from time-to-time to meet the exigencies of the service.












ORGANISATION CHART




GENERAL

This job description is a representative document.  Other reasonable similar duties may be allocated from time to time commensurate with the general character of the post and it’s grading.

All employees are responsible for the implementation of the Health and Safety Policy so far as it affects them, their colleagues and others who may be affected by their work.  The post holder is also expected to monitor the effectiveness of the health and safety arrangements and systems to promote appropriate improvements where necessary.

All employees are expected to be committed to the Equality and Diversity policy and assist in removing the barriers to service delivery and employment to enhance a positive equality culture.

This post is exempt from the provisions of Section 4(2) of the Rehabilitation of Offenders Act 1974 by virtue of the Rehabilitation of Offenders Act 1974 (Exceptions) Order 1975.  You are therefore not entitled to withhold information about convictions which for any other purposes are ‘spent’ under the provisions of the Act and any failure to disclose such convictions could result in dismissal or disciplinary action by the Authority.  Any information given will be completely confidential and will be considered only in relation to the positions to which the Order applies.

	Date:
	November 2023

	Name:
	Joanne Alty 

	Designation:
	Alarm Receiving Centre Manager 















SEFTON MBC PERSON SPECIFICATION

DIRECTORATE: In-House Operational Services 

DEPARTMENT: Careline 

POST NUMBER 

GRADE 

 
PERSONAL ATTRIBUTES REOUIRED

1. Excellent communication skills
2. Ability to work in a fast-paced environment and meet strict deadlines
3. Excellent team player able to use their initiative 

Experience

1. Experience of using Microsoft Office including word, Excel and MS Teams.		E AF/I
2. Experience of working in a call centre/busy office environment. 			D AF/I
3. The ability to use other database products such as IAS/Liquid Logic. 			D AF/I
4. Experience of dealing with vulnerable people in a care or residential setting.		E AF/I
5. Experience of dealing with complex needs such as dementia or other disabilities.	D AF/I
6. Experience of working in a caring capacity either voluntary, personal or professional. 	D AF/I

Knowledge/Skills/Ability

1. Working knowledge of vulnerable and disabled persons.  		E AF/I
2. Excellent verbal and written communication skills.	     		E AF/I
3. Working knowledge of Microsoft applications and databases.   	E AF/I
4. Excellent telephone manner. 						E I
5. Ability to deal with complex and challenging situations 		E AF/I
6. Ability to work under pressure and to meet deadlines 			E AF/I
7. Ability to understand and follow instructions and Policies. 		E AF/I
8. Ability to use initiative. 							E AF/I
9. Ability to respond sensitively to the needs of the service user. 		E AF/I
10. Ability to work effectively as part of a team. 				E AF/I
11. A knowledge and understanding of confidentiality requirements. 	E AF/I

 

AF Application Form, T Test, I Interview, P Presentation, C Certificate









ARC Manager 
Senior Careline Officer 
Careline Advisor	
Careline Operator
(This post)  
Assistive Technology Installer 
Trusted Assessor
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