WREXHAM COUNTY BOROUGH COUNCIL
JOB DESCRIPTION
DETAILS OF THE JOB
	JOB TITLE 
	FIRST CONTACT ADVISOR


	DEPARTMENT
	ASC 


	SERVICE/TEAM
	ALL


	REPORTS TO (JOB TITLE & JOB ID)
	Team Manager

	GRADE 
	L04

	

	IS WELSH ESSENTIAL or DESIRABLE FOR THE JOB (See Vacancy Management  Form)  - Criteria:

	Please indicate as appropriate - Insert a Yes (essential) or No (desirable) 

	The post needs to assist welsh speakers – internal employees and/or  service users
	Yes

	Is this a post in which contact with the public is its primary function (external)?
	Yes

	Is this a post providing a public service in a Welsh language community or will serve a welsh speaking area (Rhos/Ponciau, Glyn Ceiriog, Ceiriog Valley, Coedpoeth, Penycae)?
	Yes

	VERSION CONTROL (INSERT DATE OF DEVELOPMENT)
	24.02.17


SECTION 1: JOB PURPOSE
	To support the effective day to day running of the team and delivery of a frontline service to citizens.  This will involve direct contact with the public, service users, families, carers, and other professionals and organisations by telephone, email, letter and face to face if required.

The post holder will gather information to ensure accurate and appropriate referrals/enquiries to the team, to allow for appropriate decision making, prioritisation and allocation and to support the duty function.
The post holder will be responsible for providing basic information and advice to people contacting the team dealing with simple enquiries and signposting people as required.

The post holder will record all information on the appropriate departmental systems ensuring all records are accurate and up to date and adhere to departmental policies, procedures and timescales. 
The post holder will support administrative requirements within the team such as P2P, equipment ordering, TMS, sickness absence records, incoming and outgoing mail and minute taking.



SECTION 2: DIMENSIONS

	The post holder will work as part of a team, alongside other First Contact Advisors and a range of other professionals. 


SECTION 3: PRINCIPAL DUTIES AND RESPONSIBILITIES
	NO.
	Description of Principal Duty or Responsibility

	APPROX % Time on each (min 5%)

	1


	To be the first point of contact for the team for a range of internal and external contacts including the public, service users, carers, family members, team members, other social care and council teams, health professionals, service providers, Police, GPs, hospitals, Paramedics, Ambulance and other Councils.
	Daily

	2
	To receive referrals and enquiries for the team and action according to agreed team protocols.

	Daily

	3

	To gather accurate information from the person making contact with the team to ensure appropriate referrals and enquiries for the team to support decision making, prioritisation, and identification of actions required. 

	Daily 

	4

	To determine where additional information is required and liaise with relevant professionals to ensure accurate information is obtained.

	Daily

	5

	To provide information, advice and signposting to individuals in response to referrals and enquiries using set criteria and guidelines, ensuring that all advice and information provided is accurate and up to date and meets with the requirements specified by individual services.

	Daily

	6
	To support the duty function within each team providing office based support to duty officers and dealing with simple enquiries.

 
	Daily

	7
	Support the planning of the team workload such as: planning and organising reviews, managing staff diaries, arranging meetings, supporting the development of staff/team rotas etc.


	Daily

	8

	To produce and maintain sensitive written and computer based records ensuring that all information is accurate, up to date and completed according to departmental standards and timescales.

 
	Daily

	9

	To maintain excellent customer service at all times employing a range of communication methods and techniques to ensure services are fully accessible and to fully resolve queries from people wherever possible.

	Daily

	10

	To display an efficient, effective, professional and sympathetic manner when dealing with people, treating them in a fair, sensitive and confidential manner.

	Daily

	11
	To maintain high levels of confidentiality in all areas of service provision, particularly with reference to any sensitive data or information held.

	Daily

	12
	To ensure that all processes are carried out in accordance with current legislation, regulations and Council Policy, including Health and Safety, customer care and data protection

	Daily

	13

	To support administrative requirements within the team such as P2P, equipment ordering, TMS, sickness absence records, incoming and outgoing mail and minute taking.
	Daily

	14
	To identify any issues with current working procedures and contribute to service improvements.

	

	15

	The post holder is responsible for undertaking all other duties commensurate with the post.

	


SECTION 4: CONTEXT STATEMENT

	Post holders will be office based within social work teams, occupational therapy teams and provider services. 
Post holders will be required to possess a good working knowledge of all aspects of social services, the wider council, other public services and external agencies including the third sector.

Post holders will be required to obtain and process accurate information from people making contact with the teams to enable appropriate decision making, prioritisation and action. 

Post holders will be required to provide specific and accurate information and advice when dealing with enquiries ensuring deadlines are met and customer service standards adhered to. 

Post holders will be supporting the efficient operation of the teams and a timely response to contacts and enquiries.
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PERSON SPECIFICATION
	Job Title
	First Contact Officer 

	Job Evaluation ID
	2440

	Grade
	L04


	Requirement
	Essential
	Desirable
	Measured by*

	Qualifications
	
	
	

	5 GSCEs or equivalent experience including English and Maths
	(
	
	F.C

	RSA 11 or 111 or ECDL or equivalent
	(
	
	F.C

	QCF Level 2 in a relevant field e.g. Customer Service or equivalent or commitment to obtain within a reasonable timeframe
	(
	
	F.C.I

	Specialist Knowledge/Experience
	
	
	

	Identifying and resolving customer service issues, recognising trends and suggesting solutions for service improvement
	(
	
	F.I

	Knowledge and experience of social services, health departments and responsibilities of professional groups, voluntary and third sector organisations. 
	
	(
	F.I

	Experience of dealing with difficult situations in a calm and sensitive manner 


	
	(
	F.I.T

	Practical and Intellectual Skills
	
	
	

	Ability to communicate in Welsh
	
	(
	F.I

	Ability to communicate clearly and concisely to individuals, supporting them in accessing services and/or resolving their queries
	(
	
	F.I

	Sound understanding of confidentiality and security procedures relating to individuals and personal data in line with Data Protection and Information Governance 
	(
	
	F.I.T

	Experience of using relevant computer systems, specialist business applications and Microsoft office packages
	(
	
	F.I.T

	Provide information and advice in a clear and concise manner
	(
	
	F.I

	Ability to record information accurately
	(
	
	F.I.T

	Dedicated to maintaining quality/getting things right first time
	(
	
	F.I

	Desire to deliver high quality, professional services, maintaining the reputation of the organisation
	(
	
	F.I

	Personal Attributes
	
	
	

	Excellent customer service skills
	(
	
	F.I

	Ability to respond to situations quickly, demonstrate flexibility and meet deadlines
	(
	
	F.I

	Ability to resolve conflict and manage difficult conversations
	
	(
	F.I

	Excellent team player
	(
	
	F.I

	Flexible approach to work
	(
	
	F.I

	Ability to adapt behaviour to each and every situation and deal with the public in a sympathetic, non-judgemental and understanding manner.
	(
	
	F.I

	Personal Circumstances
	
	
	

	Ability to travel across the County Borough to carry out work (e.g. attend meetings / visit work sites)
	
	(
	F.I

	Equality
	
	
	

	Knowledge of and commitment to Equality and Diversity
	(
	
	F.I

	Understanding of the importance of Welsh Language and Culture
	(
	
	F.I


*  Each of the requirements specified must be measurable.  Please indicate the approach that will be taken to assess whether applicants meet the requirements:

	F
	Job Application Form
	
	C
	Certificate of Qualification

	I
	Interview
	
	T
	Test


