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Role Profile
Control Room Operator





Pay Band: 6
	Job Purpose:
	To carry out all tasks necessary to ensure the effective and efficient day-to-day operation of the CCTV Control Centre. 


	What are you expected to do?




	· To assist the CCTV Duty Manager in the provision of a high-quality service, in all areas of operation.  
· To answer calls, some which will be complex and from vulnerable people, through multiple systems such as phone and radio.   

· To be the first point of contact for all incoming calls from Lifeline Clients, out of hours calls from Council tenants for housing repairs and to take calls for the Civic Enforcement Team and Dog Warden. In all cases to make the decision on the next steps, ensuring that the call is passed on appropriately. 

· To monitor the multi storey car park, Feethams, ensuring that the traffic flow, customer safety, customer queries and any anti social behaviour is handled appropriately. 
· Review CCTV footage on behalf of Enforcement bodies, i.e. Police, Civic Enforcement, Licensing and assist investigations of criminal incidents using the CCTV systems.  

· To provide evidence and attend court as instructed, on CCTV cases as and when required.
· To comply with the rules governing confidentiality at all times, reporting any suspected breaches to the CCTV Manager or Duty Manager.
· To follow and adhere to all agreed Codes of Practice, legal requirements etc.

	What you need to do it?
	What you need to be successful?

	· SIA Public Space Surveillance CCTV Licence (Or obtain the licence within a reasonable timescale of commencing the post, training to be provided).
· To undertake and pass Security Industry Authority assessment and security checks; including National Security Inspectorate and Standard DBS checks.
· An appreciation of the problems faced by vulnerable groups and to be able to deal with situations with compassion and empathy.

· Approximately one year’s previous work experience involving contact with the general public and being able to provide excellent customer service.
· Be reliable, flexible and able to work a shift pattern that covers 24 hours (three shifts including nights), 7 days a week.
	· To apply accurate literacy and numeracy skills and demonstrate observational, listening and memory skills.
· To communicate both verbally and in writing and respond quickly, calmly and effectively to emergency situations.
· To work as part of a team and to build and maintain relationships with both internal and external colleagues  such as Civic Enforcement, Licensing, Police etc.
· Able to maintain confidentiality, particularly in respect of sensitive information.
· Must have the ability and resilience to remain at post in the control room for the entirety of the shift.
· Must have emotional resilience to witness harrowing/distressing scenes which can include assaults, accidents and loss of life.
· Able to cope with and prioritise a range of conflicting demands and priorities.
· Ability and confidence to make operational decisions in the absence of management.
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