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	Job details

	Job title
	Out of Hours (OOH) Coordinator     

	Job Reference
	24814

	Grade and Salary
	4 - £29,542 per annum (pro rata)
This role includes performance related pay progression

	Service and Team
	Home First - Out of Hours Team

	Location
	Beacon House, Landmark Business Park, Ipswich, Suffolk, IP1 5PB - Hybrid 
Office base for training and team meetings, and shifts worked from home

	Hours per week
	13.32 hours per week spread over a 4-week rolling rota
Weekend working role: 3 weekends on and 1 weekend off, combination of Saturdays and Sundays 06:00 to 14:30 and 14:15 to 23:00

	Status
	Permanent 

	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


Home First is a unique reablement service within the County Council’s overall vision to ensure people reach their potential and within the context of an enabling authority.

Home First provides short term reablement care and support to people living in their own homes across the county. 

OOH Coordinators provide an efficient, accurate and customer focused telephone out of hours support line for the Home First service.

The OOH team receive phone calls answering queries for the county when the local area offices are closed. These phone calls could be from Reablement Support Workers (RSW), Customers, Next of kin, health care professionals or emergency services requesting information, advice or support.
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OOH Coordinators work on a live online phone system, currently based working from home within a supportive, helpful, and encouraging team, where communication is key.

The OOH Coordinators are supported by a Team Leader and there is a Home First Manager on call for further support if required.

The team work on an individual 2 or 4 weekly rolling set work pattern that all include weekends. The shifts include Monday to Friday 6am to 930am and evenings 5pm to 11pm. Weekends and bank holidays 6am to 230pm or 215pm to 11pm. Bank Holidays will be paid at the equivalent of double time.

When on shift the coordinators communicate frequently with each other via email and Microsoft teams whilst ensuring the phoneline is always staffed

All the team are expected to cover extra shifts to cover absence, attend a monthly team meeting, complete mandatory yearly training and refresher courses.

	What you will be expected to deliver in the role


The post holder will find a resolution for each phone call they receive, liaising with their colleagues and escalating to the Team Leader or on-call manager as required

Day to day tasks may include:
· Responding to emergencies, urgent or general queries and providing the appropriate response.
· Managing own workload, highlighting to colleagues or team leader when assistance is required 
· Ensuring accurate and timely handover of information to the local area offices
· To escalate appropriate situations in accordance with Home First policies and procedures including safeguarding
· Managing RSW absence and being responsible for reallocating the customer visits to another RSW
· Ensuring all customer visits within every team across the county are allocated to an appropriate RSW
· Providing support and guidance to RSWs who may be lone-working and providing advice in the event of an emergency
· Contacting emergency services such as 999, 111 or the Emergency Duty Social worker (EDS)
· Receiving, managing, and documenting compliments or complaints
· Using electronic systems accordingly to find and update information, following the OOH team processes, to ensure accurate recording and maintenance of data

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 standard of literacy and numeracy
2. NVQ 2 or 3 in healthcare related topic

Values and personal qualities
3. Demonstrates a passion for making a positive difference for Suffolk.
4. Shares our WE ASPIRE Values and strives to lead by example in relation to these.
5. A strong commitment to fairness and Equality, Diversity and Inclusion (EDI).
6. Strives to continuously improve in everything they do, taking the initiative to learn and develop.
7. Brings creativity into their work through innovation and openness to change.
8. Collaborates well with others and offers assistance and support to colleagues.
9. Excellent customer service skills
10. The ability to converse at ease with customers and provide accurate advice
11. A passion for improving the lives of people who access our services
12. Ability to remain calm in difficult and urgent situations
13. Ability to resolve varied and sometimes complex, problems relating to the provision of OOH cover- including decision making and recommending actions.
14. The ability to confidently advise RSWs on changes to work programmes, policies and procedures e.g., manual handling and what to do in emergency situations
15. Must have good telephone communication skills and be able to communicate confidential and sensitive information to colleagues

Specialist knowledge skills and experience
16. Experience in a customer focussed social or health setting
17. Excellent working knowledge of computers, including the use of Outlook, Word and Excel
18. Knowledge and experience of care in the community
19. Knowledge and understanding of the needs of different service users
20. Knowledge of services available from outside agencies e.g. doctors, care agencies
21. Knowledge of specialist IT programmes including Callconfirm live, Liquidlogic and 8x8 telephony system

Additional requirements 
22. The ability to work from home, in a suitable environment with internet access, adhering to confidentiality and data protection
23. A DBS check is required for this role

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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