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Sunderland Care and Support              
Job Description 
Role Title – Telecare Responder
Company Role Profile –
Grade – 3
Responsible to – Team Leader
Purpose of Role
To work as an integral part of the Telecare Response Service carrying out duties that include the responsive contacting and visiting of customers living with disabilities and long term conditions who need urgent support, that may on occasion include the delivery of personal care in order to support their continued safe and independent living. 
To undertake a range of operational tasks using vehicles, a range of welfare tools or specialist equipment in accordance with work practices to support the physical safety and wellbeing of the customer.
Key Tasks and Responsibilities of Role
· To respond to requests from customer for immediate assistance by visiting the customer in their own home.
· To gather information from the customer and their representatives in respect of their situation and determine a management plan
· To assess and provide manual handling support to the customer as appropriate to the situation and using the correct equipment
· To assess and provide first aid support to the customer as appropriate to the situation and using the correct equipment
· To assess and provide personal care to the customer as appropriate to the situation and using the correct approach
· To apply a range of welfare tools in order to assess the risks to the customer arising from their environment, their physical or emotional health and support the customer to follow the recommended course of action with particular regard to falls and fire risks
· To liaise with colleagues, customers and their families and carers to diffuse difficult situations and establish positive outcomes
· To seek medical assistance to support customers as appropriate and make necessary onward referrals to meet wider needs
· To identify potential safeguarding issues and follow appropriate procedures for identifying and reporting risks to customer safety
· To record all customer related interventions in accordance with local policy and procedure
· To identify potential issues relating to equipment breakdown or failure and undertake simple equipment fixes
· To operate vehicles, tools or equipment safely and in accordance with company policy and procedure
· To demonstrate a knowledge and understanding of health and safety at work, carrying out all the duties of the role in accordance with risk assessments and method statements operating in the service and informing managers within the service of near misses, incidents and accidents
· To attend training and development opportunities in order to assure best practise within the role
· To demonstrate excellent customer care, ensuring effective, appropriate and sensitive communication with customers and relevant others
· To demonstrate full understanding of company policies and procedures applicable to the work of the Telecare Response Service
· To deliver a timely, responsive and effective service to customers, ensuring adherence to quality standards 
· To work as part of a team, within a multi-agency framework, to ensure that the needs of the customer are met.
· To provide support to other aspects of the business as required and under the direction of the team leader for that area
· To ensure vehicles, tools or equipment are in good working order and available for use
· Ensure a positive professional image of the company is presented to customers and other health and social care professionals
· To uphold the principals of equality, diversity and non-discriminatory practise
· To comply with data protection principles and respect the privacy of personal and customer information
· To work flexibly across all geographical locations, both within buildings or outside
· To drive SCAS vehicles, ensuring vehicles are appropriately maintained in good working order and available for use
· To undertake any other duties as reasonably fall within the responsibility of the grade as may be required.
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