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Our Moving Forward Together Values and Behaviour Framework sets out our expectations around
the way we will work within Adults and Integrated Care within South Tyneside, right from our
leadership to our frontline practitioners.

INTEGRITY We will do the right thing whatever the circumstances
VALUING PEOPLE We will respect everyone and appreciate their diversity
EXCELLENCE We will strive for continuous improvement

Together we will do what we say [ Act with integrity and be clear about our own responsibilities and
accountable for our actions

e Tell people what they can and cannot expect from us

* Respond when we say we will to people’s queries, even if we can't
provide a full answer but we will take responsibility for clarifying
what we don't know

* Balance competing priorities to meet standards and expectations
* Trust colleagues to fulfil their responsibilities
e Communicate in an open, honest, clear and concise way

* Respect people’s right to confidentiality, sharing information only in
their best interest

Together we will focus on Solutions * Value people and see the individual as the “expert” on their own life
and believe choice and control should be in their hands

* Help people and communities find their own solutions, building on
their strengths and assets

* Actively listen to and involve others, before making decisions and
keep others informed of progress

 Consider alternative solutions, using council resources responsibility
and effectively

* Be flexible in the way we deliver our services to meet people’s
individual needs

* Take planned risks to inspire creative and effective solutions, learning
from our successes and failures

* Work more effectively with individuals and their families and in partnership
with health services, the voluntary sector and other organisations

Together we will be the best we can be * Deliver “Practice to be Proud of”
* Model the behaviour we want to see in others and lead by example

* Keep up to date with developments in the service, regionally and
nationally around best practice and new developing strategies

e Act on comments or feedback

* Share Ideas, resources and information effectively and actively
develop our own knowledge and skills

* Take pride in our own work and that of our team members
* Celebrate team success and create a positive team spirit

* Promote and drive continuous improvement by asking
“How could we do this better?”
Continually challenge current practice and put forward
ideas for improvement
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CHILDREN, ADULTS AND HEALTH
JOB DESCRIPTION

POST TITLE:

Service Co-ordinator
GRADE:


Band 5 
RESPONSIBLE TO:
Community Equipment Services Manager 
RESPONSIBLE FOR:
Living Better Lives Support Officer
Overall Objectives of the Post:

To support the CES  Manager in the effective delivery of the Living Better Lives Resource Centre by ensuring an effective support and scheduling service for community equipment, across Health, Adults and Integrated Care.  You will ensure that prompt and consistent information, advice and guidance are provided to both internal and external customers.

You will directly supervise the team of Living Better Lives Support Officers and ensure that they advise and resolve wherever possible customer enquires through various emerging communication channels including telephone, email, web based, and letters or face to face in line with the requirements of the Care Act.  These may include people with a learning disability, autism, older people and people with physical and mental disabilities. 

The role will also include undertaking a selection of specialist duties which are highlighted below.

1. MAIN DUTIES & RESPONSIBILITIES
You will be responsible for providing an efficient and effective service within the Living Better Lives Resource Centre.  You will:
· Ensure the appropriate use of technology to enable the team to provide up to date advice, information and services to customers, recording all interactions and providing regular performance data, both qualitative and quantitative to the Warehouse Manager. 

· Ensure the team facilitate customer choice through promoting independence particularly through the provision of information, advice and support to enable people to maintain independence for as long as is possible. 

· Ensure the team deal with all enquiries from whatever source in a positive and professional manner, that they take ownership for the enquiry and process them in accordance with Council procedures.
· Ensure the team redirect where appropriate to professional staff or signpost to appropriate non-council managed provision taking into account their own resources. 

· Support with and ensure the highest level of data quality for all information recorded onto the ELMS2 system, ensuring the service meets all statutory recording requirements.
· Supervise the Living Better Lives Support Officers.
· Ensure all staff receives the appropriate training and development opportunities.
· Carry out regular Supervision in line with Council policy.
· Contribute to the quality management of the service.
· Contribute to the review and development of operating procedures and policies.  

· Ensure users of the service are treated with dignity and respect at all times, and the service promotes the progression and independence of individuals.

· Deal with difficult customers which may include verbal abuse.

· Act as first point of contact and contribute to the investigation of complaints.
· Communicate with other staff across the council and NHS Professionals via telephone, email and letter.

· Ensure manual and electronic filing systems and file transfer procedures are maintained as required.

· Maintain computerised record systems.

· Ensure recording systems are developed and maintained to produce accurate data for quality and reporting purposes.
· Provide support to officers in relation to equipment provision and documentation.

· Be proactive by forward planning, arranging deliveries in advance, receipting returns etc via ELMS2.
· Create, record, track documents relating to community equipment and word process documents as required.
· Ensure efficient scheduling of deliveries and collections are maintained.
· Facilitate the Living Better Lives conference and demo room’s diaries for external organisations and council internal departments.

· Enter orders; allocate stock, stock control, updating service item details, post deliveries via ELMS2 system.

· Carry out training with various personnel who use the ELMS2 system.

· Complete all documentation for the loan & return of equipment, ensuring information is accurate and recorded on correct system / and correct location.

· Carry out ad hoc duties to meet the requirements of the service that falls within the grade of the post.

2. OPERATE WITHIN A STRATEGIC BUSINESS UNIT
· To carry out and/or implement the results of health and safety hazard and risk assessments so ensuring a safe workplace. 
3. WORKING RELATIONSHIPS 
The list below provides an outline of relationships: 

· Internal 

· Extra Care, Care Support Workers, Day Care, Assistive Technology Officers, OTs, NHS Professionals, Supervisors and Management. 

· Staff of the Council’s other departments. 
· External 

· Service Users, Residents and persons acting on their behalf. 

· Contractors / Equipment Providers.
· Staff of emergency services. 

4. PERFORMANCE MANAGEMENT


· To participate in STC Appraisal and Supervision process.

· Work within a performance culture, which is underpinned by a strong personal performance motive.
· Fully compliant with all relevant mandatory training and when required provide advice, guidance and signpost people to other services.

5. WELLBEING
· To work in accordance with person centred principles i.e. treating people as you would like to be treated with dignity and respect.

· To respect the rights of Service Users and strive to build their confidence and establish a trusting relationship with them and that of their family and other informal carers.  To provide informal and emotional support to people.

· Where appropriate, encouraging team members to whistleblow and file complaints as per policy and procedure.
· To share responsibility for supporting all Service Users who receive a service.  To contribute to the ongoing development of the service.
· To work closely with other professionals to monitor and encourage wellbeing and ensure Service User’s needs are met.
Must discharge their relevant duties and responsibilities under the Health & Safety Work etc. Act 1974, the Management of Health and Safety at Work Regulations 1999 (as amended) and all relevant Codes of Safe Working Practice and policies. The Health and Safety at Work Act stipulates that it is the responsibility of every employee to observe all rules governing health and safety and such safety equipment as provided must be used. 

Must have due regard to the Council’s current management arrangements for Data Quality. All employees have a responsibility to ensure that the data they collect, manage and report, including data from third parties is accurate, valid, reliable, relevant, complete and produced in a timely fashion to aid sound decision making and that appropriate procedures, systems and processes are in place to provide quality data. 

Must work in accordance with the Council’s policies, procedures, information, instructions, and/ or training received. 

All employees have a responsibility to undertake training and development as required.  They also have a responsibility to assist, where appropriate and necessary, with the training and development of fellow employees.

The above list is not exhaustive and other duties may be attached to the post from time to time.  Variation may also occur to the duties and responsibilities without changing the general character of the post.
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