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	Job details

	Job title
	Independence and Wellbeing Facilitator

	Job Reference
	23116

	Grade and Salary
	4 - £28,598 per annum (pro rata for part time)
This role includes performance related pay progression

	Service and Team
	Adult Social Care, Customer First 

	Location
	Endeavour House, Russell Road, Ipswich, Suffolk, IP1 2BX - Onsite

	Hours per week
	14 - 37

	Status
	Permanent – 3 posts available 

	This role may offer the following flexible working options

	· Working part time hours (eg different hours/days to those advertised)
· Job sharing
· Working compressed hours (eg a nine-day fortnight)
· Term time working (including partial term-time working)
· Use of flexitime / time off in lieu
· Hybrid working options, including some home working
· Working from different Council buildings
· 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


You will be the first point of contact for Adult Social Care relating to Suffolk residents. You will be expected to manage across different contact channels (telephone, email, webchat) and multi-task while providing exceptional customer service in a pressurised target driven environment. 

You will be responsible for dealing with a wide range of people with a variety of queries and demands of differing complexity. You will be expected to promote Suffolk County Council’s vision, objectives, and priorities effectively to your customers, our partners, and the public and inspire others by role modelling our organisational values at all times. You will promote a culture of value for money, outcome-based customer focus and continuous improvement.

You will be responsible for a seamless transition between day and night services enabling the Council to fulfil its statutory duties to vulnerable adults, children and families. 

	[bookmark: _Hlk34906451]About the team 


Customer First is a multi-channel, 24-hour contact centre who act as the first point of contact for Social Care in Suffolk. This post will be responsible for the front line operation of Adult and Community Services. 

	What you will be expected to deliver in the role


Day to day tasks may include:
· Act as the first port of call for the public and professionals – dealing with multi-channel contact regarding vulnerable adults.
· Work in line with Suffolks new Heart of Care way of working.
· Communicate effectively with customers by demonstrating listening skills and using appropriate questioning techniques to promptly and accurately identify the reason for the customer contacting social care.  
· To keep timely, full and accurate computer records of all work undertaken with customers.
· Working quickly and effectively to identify the best pathway for a telephone call, being responsible for triaging this and directing this to the correct team in a timely manner. 
· Champion the use of Assistive Technology, including the Digital Care solutions.
· Using a strengths-based approach in line with the Signs of Safety model
· To appropriately identify eligibility in line with current legislation and policy
· To advise customers and carers concerning their rights, the options available to them and how they can be better supported.
· To share knowledge and learning with colleagues and support team development.
· Work to deadlines ensuring contact does not exceed the waiting period. 
· Complete outbound telephone calls to Customers or professionals to discuss cases in depth and agree the appropriate outcome.
· Complete assessments – carers assessments, digital technology referrals, referrals for packages of care. 
· Be responsible for managing your own workload and completing follow up calls to track success of outcome.
· Develop knowledge in order to successfully signpost individuals to community resources
· Use of computer for a wide range of database work and use of email system. 
· Apply guidance on information sharing, obtaining consent and confidentiality issues.
· Escalate evidence of ineffective work practises to management team.    
· Build and maintain positive working relationships with a broad range of internal and external staff. 
· Promote use of internet to customers to enable them to access and request relevant information and services at a time convenient to them. 
· Provide ideas and advice to other team members and management to improve customer service and the delivery of services. 
· Use own initiative to keep up to date, learning and using knowledge of new and changing operating systems, policies, processes, and IT systems to continually improve the quality of service and advice given. 
· Work as part of a team to achieve shared objectives and targets. 
· To contribute effectively to team meetings, training and staff development opportunities.

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 literacy and numeracy skills.	
2. Evidence of continued professional development.
3. Relevant computer literacy (Explorer, Chrome, Word, Excel, Outlook)

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. Passion for learning and personal development to improve range of personal skills to deliver quality outcomes for the people we support.
11. Ability to communicate with customers who may be vulnerable, emotional or under stress in a clear tactful manner, show empathy and resolve conflict effectively.
12. Ability to handle stressful situations.  
13. Ability to listen and question effectively to gather appropriate information to resolve
14. customer queries effectively. 
15. Ability to communicate openly and factually over the telephone and in writing.
16. Ability to record information clearly and concisely. 
17. Ability to work collaboratively as part of a team to achieve agreed outcomes, deadlines and support one another.
18. Ability to manage own time and workload, working independently.
19. Flexible and open to change with the ability to adjust behaviour to adapt to new processes, systems responsibilities or working environment. 
20. Ability to carry out repetitive tasks whilst maintaining excellent attention to detail and maintaining excellent customer service at all times. 
21. Ability to demonstrate resilience and be able to deal with confrontational situations without face-to-face contact
22. Excellent organisational and time management skills and the ability to prioritise work to achieve deadlines and team objectives.
23. It is essential that you can speak fluent English as per Sections 77 to 84 of the 2016 Immigration Act.

Specialist knowledge skills and experience
24. Good keyboard skills and the ability to listen and enter data simultaneously into various databases. 
25. Enhanced knowledge and understanding of processes on Liquid Logic.
26. Enhanced knowledge of the services available in Suffolk and the organisations that provide such services. 
27. Ability to work as a team to establish priority and work effectively towards shared goals. 
28. Understanding and practice of the principles of excellent customer service.
29. Ability to problem solve and define a problem systematically and makes sense of information by organising it efficiently. 
30. Ability to prioritise work appropriately and work towards deadlines. 
31. Knowledge of the appropriate transfer points and internal handovers.
32. Ability to work independently and manage own workload.
33. Demonstratable understanding of data protection & safeguarding legislation.
34. Takes the initiative to find information from other sources that are useful to the existing problem or situation.  
35. Ability to work closely with internal staff to build and develop relationships.
36. Experience of gathering feedback from customers.
37. Diligent case recording and record keeping skills.
38. Ability to clarify tasks and prioritise work to achieve deadlines.
39. Ability to make decisions in pressurised situations.
40. Ability to understand and interpret policies, procedures, and relevant legislation.
41. Knowledge and understanding of national government legislation, regulations or guidelines which may impact service delivery.

Additional requirements 
42. [bookmark: _Hlk495923496]Commitment to safeguarding and promoting the welfare of children, young people, and vulnerable adults.
43. Commitment to improving service reputation through learning from and implementing client and other professional feedback
44. Post-holder may have to travel to different locations across the County.
45. Willingness to develop knowledge and skills with training. 
46. Shift working is a requirement of the role with the expectation that you will be flexible around changing shifts to ensure front line service is not affected (Customer First operate 3 shifts and you would be expected to complete a range of these on a rotational basis 08:00 – 16:09, 08:36 – 16:45 and 09:15 – 17:24).  

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


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.
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