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	Job details

	Job title
	Out of Hours Allocations Team Leader

	Job Reference
	21670

	Grade and Salary
	5 - £34,434 per annum pro rata + 20% Sunday enhancement
This role includes performance related pay progression

	Service and Team
	Home First – Out of Hours Team

	Location
	West Suffolk House, Western Way, Bury St Edmunds, Suffolk, IP33 3YU [hybrid]

	Hours per week
	18.5

	Status
	Permanent 

	This role may offer the following flexible working options

	· Use of flexitime / time off in lieu
· Hybrid working options, including some home working
· Working adjusted core hours (eg starting later and finishing later or other patterns)





	About us



As a modern and effective council, we understand the importance of being flexible and well-connected in the ways we work. We focus our ambitions on doing what’s right for people, our partners and our communities - both now and for the future. 

That’s why, as one of the largest employers in Suffolk, we believe in empowering everyone. Through career variety and collaborative working, accessible career paths and professional development. 

The support and care we offer encourages and enables you to be the best you can be. To make a meaningful impact on the world around you. To achieve a unique sense of pride in what you do, why you do it and where. Reimagine the possibilities.

	Main purpose of the job



To manage and monitor the allocation of work to staff in Home First; whereby work is allocated to all members of the team (Including specialists in Learning Disability, Occupational Therapy etc.) in order of priority of risk to vulnerable adults and within the resources and timescales available. 
 
To provide operational, day–to-day, supervision, and direction to staff across the locality team to support their work and maximise workflow. 
 
To work with all Home First team leaders and managers to ensure the workflow and maximum capacity of the area runs smoothly and efficiently, instigating changes as necessary to maintain the minimum number of declined or deferred customers due to capacity. 

	[bookmark: _Hlk34906451]About the team 



Home First provides a short term reablement care and support service to people living in their own homes. This may be following a stay in hospital, an illness or crisis at home or help to avoid an admission into hospital. You will be working closely with our colleagues from ACS Cluster Teams, Independent Providers, Health, the Boroughs and Districts, the Multi Agency Safeguarding and a wide range of agencies such as those in the voluntary sector.  

	What you will be expected to deliver in the role



As a Team Leader Allocator, you will take a daily operational lead on the dynamic allocation of resource to manage significant demand and pressures.  
 
You will ensure Home First maximises capacity by effectively performance managing, developing and directing a team of Allocators.   
 
· To oversee the allocation of referrals from community and hospital teams to Reablement Support Workers that are inputted via the Home First allocation system by a dedicated team of inputters. Referrals need to be prioritised and allocated in a timely and effective manner. 
· To provide professional supervision and performance management of a team.   
· Provide support to the area team Business Allocators to ensure Home First Practitioner hourly capacity is utilised effectively and ‘down’ time is kept to a minimum. 
· To ensure allocation rota management for the area team is responsive and changes to service requirements are managed and recorded in a timely and efficient manner. 
· To act as a referral triage in Liquid Logic by flagging moving cases. 
· To liaise with team leaders regarding difficulties in allocating to their teams, supporting solutions with relevant data and information. 
· Devising and maintaining and monitoring a system of workflow which collates performance information about allocations made and to whom etc. 
· Maintain and apply up to date knowledge of relevant legislation, policy and procedures to deliver workflow management that meets with statutory obligations, directorate policies and performance requirements. 
· Work within Departmental policy and procedures and contribute to meeting departmental performance targets. 
· To contribute to adapting systems for responding to urgent, priority work and supporting the change process. 
· Contribute effectively to supervision, team meetings, training and staff development opportunities. 
· Contribute to the maintenance of accurate records on allocation platform and Liquid Logic 
· Report to the Registered Manager on individual difficulties being experienced in allocating work. 
· Contribute to the collection and collation of information in support of complaints resolution. 
· Overseeing a system of excellent customer care, which keep customers informed of expected timescales for action. 
· To continue to manage Home First referrals in line with the Home First access criteria for residents and Provider of Last Resort. 
· Promote integration with Health colleagues. 
· To maintain and monitor Home First activity.   
· Ensure excellent working relationships are built between Home First teams and referring organisations. 
· Ensure customers are allocated as soon as possible to minimise their waiting time for assessment, reablement or domiciliary care. 
· Oversee the allocation system to reduce Home First workflow blockages and maximise home first practitioner capacity. 
· To support the Out of Hours Coordinators with the allocation of visits, if the need is identified by the Out of Hours Manager during business continuity. 

Although this list provides examples of what you will be doing it’s not intended to be exhaustive, and you will have personal objectives linked to our People Plans and Strategies that will be discussed and agreed with your line manager when you start.

	Person Profile – what you will bring to the team



Qualifications and professional memberships
1. Good level of education to degree level / NVQ 3 in Care or Health or willingness to work towards a qualification at this level and/ or equivalent knowledge and experience. 
2. Level 2 Maths and English. 
3. Attainment of trusted assessor qualification or requirement to undertake this. 

Values and personal qualities
4. Demonstrates a passion for making a positive difference for Suffolk.
5. [bookmark: _Hlk68683140]Shares our WE ASPIRE Values and strives to lead by example in relation to these.
6. A strong commitment to fairness and Equality, Diversity and Inclusion (EDI).
7. Strives to continuously improve in everything they do, taking the initiative to learn and develop.
8. Brings creativity into their work through innovation and openness to change.
9. Collaborates well with others and offers assistance and support to colleagues.
10. A passion for improving the lives of people who access our services. 
11. Ability to remain calm in stressful situations. 
12. Ability to work with customers and colleagues in a way that is respectful and promotes dignity. 
13. Demonstrates compassion, empathy and a caring attitude. 
14. Self-motivated with the ability to prioritise workloads, of both self and team. 
15. Ability to work within a pressurised environment. 
16. Demonstrates a strong customer focussed approach. 
17. Ability to problem solve, define a problem systematically. Makes sense of information by organizing it efficiently. 
18. Ability to take the initiative to learn and use knowledge of new and changing operating systems, processes, practices, and technologies. 
19. Flexible approach to work which may include working outside core hours. 
20. Must show a commitment to safeguarding and promoting the welfare of children, young people and vulnerable adults. 
21. Proven skills in dealing positively and collaboratively with Adult Safeguarding issues, resulting in positive outcomes for customers. 
22. Proven ability to source creative solutions to complex problems for both customers and staffing issues. 
23. Proven ability to continuously prioritise work for self and others through the understanding of the risk assessment process. 
24. Experience of successfully providing support to staff which achieves agreed outcomes in a fast-moving and complex environment. 

Specialist knowledge skills and experience
25. Comprehensive working knowledge of the varied roles and responsibilities within Home First Area Teams which facilitates appropriate allocations. 
26. Comprehensive knowledge of the legal framework and statutory responsibilities in which Social Services operate with the ability to interpret it accordingly. 
27. Experience of managing staff. 
28. Proven ability to allocate and manage an effective workflow system. 
29. Proven ability to accurately prioritise high volumes of work through the assessment of risk to vulnerable customers and family carers and liaising and networking with a range of multi-disciplinary colleagues. 
30. Evidence of continuous and relevant training and development  
31. Proven ability to consistently and accurately use an allocation system, Liquid Logic and other relevant systems. 
32. Proven ability to provide short, factual reports on own area of work for use by team manager. 
33. Evidence of effective verbal and written communication skills, in order to coax, cajole, persuade, convince and negotiate high quality outcomes for customers. 
34. Competency in use of email, the internet and other desktop applications. 
35. Proven ability to liaise and negotiate with a range of qualified and unqualified staff from a range of professions and their line managers, to enable priority allocations customers exposed to high levels of risk to be accepted. 
36. Experience of working with reablement and domiciliary care allocation systems. 
37. Experience of working with I.T systems and system recovery including an understanding of business continuity processes. 
38. Good communication and interpersonal skills to deal with a range of issues, some sensitive, in a variety of settings, (e.g. when working with customers and their families, or dealing with external agencies). 

Additional requirements 
39. Ability to travel to meet the demands of the service. 
40. Ability to be flexible around covering management levels to ensure front line service is not affected.

If you think you have what it takes to be successful in this role, even if you don’t meet all the criteria, please apply. We’d appreciate the opportunity to consider your application.

	Travel requirements



Infrequent Travel - On occasions, there may be a requirement for you to travel using reasonable and suitable means available to you.

	Our values – WE ASPIRE
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At Suffolk County Council our WE ASPIRE values set out the behaviours we expect from everyone in the organisation regardless of who they are, what their role or grade is or where they work.

The values have been developed through feedback and input from employees at the council and underpin how we go about our everyday work.  They define us and help us to be the best we can be.

Visit our careers pages for more information on our WE ASPIRE values.

	Our Customer Commitment
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In addition to our WE ASPIRE values, we also have a Customer Commitment which sets out a number of strong principles that help support high standards of customer service and care that we can all endeavour to consistently demonstrate. 

For more information, view our Customer Commitment poster.

	More information for recruitment applicants



We offer a fantastic working environment including diverse and active staff networks,
great flexible working options and many benefits, as well as the opportunity to improve the lives of Suffolk residents. 

Visit the Suffolk County Council career website to learn more, including information about adjustments to recruitment processes, our interview schemes and other commitments to equality, diversity and inclusion.

Suffolk County Council, Job and Person Profile.  This document is not protectively marked.

							Page | 2 

image1.png
@ Suffolk

County Council




image2.png




image3.png




image4.png
(e




image5.png
Commitment




image6.png
Reimagine

the possibilities




