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ADULT SOCIAL SERVICES AND COMMISSIONING

JOB DESCRIPTION


POST TITLE:		Technology and Independence Officer

GRADE:			Band 5

RESPONSIBLE TO:	Technology and Independence Team Leader

RESPONSIBLE FOR:   -


Overall Objectives of the Post:

The Technology & Independence Service is responsible for assessing, prescribing, installing, monitoring and responding to a range of assistive technology equipment designed to support vulnerable people to remain safe and independent in a place they call home.

· [bookmark: _Hlk195618230]To promote and maintain a high standard of Assistive Technologies for vulnerable residents living within South Tyneside.  
· To recognise and respect the independence and dignity of the customers of the service, ensuring the services provided maximise peoples’ independence, choice, control and safety.
· To have a full understanding of vulnerable groups to identify support needs for people living with various needs including learning, physical and sensory disabilities as well as dementia, mental health or other health problems.
· [bookmark: _Hlk195618367]To respond professionally to emergency and non-emergency calls / alerts received into the control room from people in South Tyneside. 
· To ensure services offered and provided maximise peoples’ independence and safety.
· To work in partnership with multi agencies including Social Care and Health, National.  
· Health Service (NHS), Housing providers, Home Carers, GPs, Emergency Services, Registered Social Landlords etc to ensure service continuity and maximum efficiency. 
· Provide a 24hour 365-day service which meets and exceeds the TEC (TSA) Quality Standard Framework and STC Quality Assurance and Performance targets.  
· To work flexibly as part of a rota.
· To take action and report on any equipment faults to all relevant parties. 
· To identify and report any ‘safeguarding’ cases through the appropriate channels according to South Tyneside Council’s Safeguarding policies.
· Have detailed knowledge of other services available in order to sign post the customer to appropriate agencies.
· Demonstrate and be a role model for the council’s PROUD values and behaviours to promote and encourage positive behaviours, enhancing the quality and integrity of the services provided.

Main duties & responsibilities
1. Call Handling
· Communicate effectively with people, managers, peers and partners, working collaboratively to provide the best possible customer focused service. Ensure all communication between yourself, teams, services and partner organisations is providing the best possible service to people and their carers.
· To receive and answer calls / alerts from Assistive Technology users, contractors, locally based staff, managers and other internal and external bodies, prioritising responses where necessary.
· Assess and identify the nature and reason for the call by applying respectful and curious communication skills and asking relevant questions. 
· Maintain and promote independent living to the customer. Carrying out an assessment of the 
call and contacting emergency services, GPs and next of kin when required.
· When required, follow the service specific safe operating procedures and dispatch the appropriate response to the alert in line with the SOP.
· To monitor responses using a case manager to ensure they are attended to within the required KPI times. 
· Ensure accurate and factual documentation is undertaken within the communication logs. 
· Report to the Team Leader all faults and failures, liaising with contractors to limit service disruption to customers, instigating business continuity actions when necessary.
· Support the wider council out of hours by answering all queries from the public including but not limited to emergency housing repairs, highways, schools, social care and cleansing. 
· Support out of hours services by referring and dispatching the correct response to any queries or reports made to the council. 
· When required, follow the service specific SOP’s and support the Team Leader in following and implementing the business continuity and disaster recovery actions.

2. Shift Responsibilities
· Work a shift pattern that covers 7 days, days, evenings, weekends and bank holidays to support the service delivery.
· Ensure accurate and factual information is efficiently passed on to the next shift using the communication and handover logs.
· Send a daily report to the housing plus services of any activations. 
· Escalate promptly any equipment malfunctions or concerns relating to the service outside of your remit to the Team Leader or Manager.
· Report any safeguarding concerns to a Team Leader or Manager.
· Receive and prepare equipment for the clean and testing service.
· Refer to the assessment teams and requests for new equipment or reviews as required.
· Demonstrate the use of the equipment to customers, carers and professionals during installations.
· Complete the installation and repair of assistive technologies in people’s homes. 
· Use a service management platform to allocate equipment, schedule appointments and decommission people from the service. 
· Complete the relevant forms for the Team Leaders to complete charging administrative duties. 
· Monitor the Technology & Independence mailbox for any queries or rotas and escalate to a Team Leader or Assessor where necessary.
· Monitor device platforms to ensure all dispatched devices are in full working order. 
· [bookmark: _Hlk195618535]Responsibly utilise South Tyneside Councils fleet vehicles to conduct visits in the community and carry out vehicle checks.
· Programme and test equipment ready for installation.
· Report any accidents, near misses or Health and Safety concerns to the manager. 
· Complete annual visits to people using the service to ensure equipment compliance. 
· Use a range of software packages including Microsoft office and PNC. 
· Inform the Team Leader of any compliments or complaints received. 
· Build and maintain professionally respectful relationships with other professionals and providers that work alongside the service. 
· Administrative tasks such as database updating and ensuring the correct paperwork is available. 

3. Performance Management
· Support the Team Manager to ensure the highest possible standards of service are delivered and maintained. 
· Keep up to date with all service relevant risk assessments and SOP’s. 
· Assist in the training and development of other and new team members by instructing others on how Assistive Technology systems are operated.  
· Understand and contribute to the achievement of the TSA Standards.
· Keep up to date and fully compliant with all relevant mandatory training and when required provide advice, guidance, and signpost people to other services.
· Build & maintain a working knowledge of Assistive Technology systems equipment.

4.  To undertake any other duty delegated by Assistive Technology Team Manager and Team Leaders.

South Tyneside Council is committed to safeguarding and promoting the welfare of children, young people and vulnerable adults and expects all staff and volunteers to share this commitment.  Successful applicants will be required to produce an Enhanced Certificate of Disclosure from the Disclosure and Barring Service.
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.

All employees have a responsibility of care for their own and others’ health and safety.

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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