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ADULT SOCIAL SERVICES AND COMMISSIONING
JOB DESCRIPTION

POST TITLE:

Enquiry Responder - Let’s Talk Team


GRADE:


Band 5 
RESPONSIBLE TO:
Team Manager/Assistant Team Manager
RESPONSIBLE FOR:
N/A
Overall Objectives of the Post:

The post holder will be part of the effective delivery within the South Tyneside Let’s Talk Service, the single point of contact into Adults Social Care & Commissioning in South Tyneside. 
The Enquiry Responder is responsible for ensuring that prompt and consistent information and advice is provided to ensure the person is connected to the right support to meet their needs first time.
The post holder will respond to telephone, written and digital communications, including online Chat and self assessment tools.  These may be received from the public and internal and external colleagues and will be required to ensure the service is meeting its Care Act duties to provide good quality information and advice to anyone with an enquiry. This may include carers, people with a learning disability, autism, physical or mental health issues and safeguarding concerns within an overall framework of enhancing a person’s wellbeing and maintaining their independence.
Key Tasks of the Post:
You Will
· Adopt an approach of providing ‘Great Information and Simple Connections’.
· Listen effectively to what the person requires and quickly identify whether the person’s needs could be met by themselves, their family or community network or connection to appropriate support.
· Respond to telephone calls from a wide range of service areas internally and externally and undertake initial discussion with the person on the telephone.
· Deal with email / on-line forms and other digital communication directed to the Let’s Talk team.
· Provide a speedier first point of contact to redirect inappropriate calls and reduce missed and repeat calls.
· Effectively understand the nature of the persons queries and provide clear, concise, timely information and advice to meet their expectations and outcome quickly and effectively.

· Record all enquiries received to the relevant system and log relevant information as a Contact in Liquid Logical Adults System (LAS) for follow up by an Adviser in the Let’s Talk Team.
· Work closely with Advisers to ensure a good response for the people contacting the service.
· Seek guidance and escalate calls where appropriate to ensure positive outcomes are achieved.
· Identify situations where the person is deemed to be at risk including situations where the individual may be experiencing abuse or neglect and connect the person to the appropriate Safeguarding Decision Maker / Team.
· Actively manage calls to ensure performance rates are achieved.
· To support Advisers at times of staff shortage or high demand to ensure an appropriate response and follow up is given.
· Ensure the highest level of data quality and that information is recorded in a timely, accurate and complete manner, ensuring the service meets all statutory recording requirements.

· Undertake the general clerical tasks of the Let’s Talk team.

· Maintain an up-to-date knowledge of support and services within the community, liaising with colleagues within the council and partner organisations to obtain information and access to services.
· Have a knowledge of Adult Social Care support and the wider council services.
· Ensure that policy objectives are met within your area of responsibility, whilst optimising service performance and use of available resources with a focus on value for money. 
· Take personal responsibility to keep up to date with changes in practice and legislation, including attending training and professional development events and activities relevant to the role.

· Contribute to the ongoing improvement and development of the team and the wider Adults and Integrated Care Service. 
· Have a commitment to actively participate in regular reflective supervision/check ins, annual reviews, and development and training to improve your skills and knowledge.
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; assisting, 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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