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	Job Title:
	Lifeline Response Officer	
	Pay Band: 
	6



	Job Purpose: 

	To work independently or as part of a team in delivering emergency response to our Lifeline clients. Promoting independence, wellbeing and safe environments through the installation of technology.

	Valued Behaviour Level:  1

What are you expected to do?
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	· Respond to emergency calls, conduct dynamic risk assessments and give emergency help including responsive care and emergency First Aid including Defib and CPR as required.

· Deliver support (not nursing) to clients, maintaining their dignity, personal safety and independence until other arrangements can be made.

· Providing a sympathetic and supportive response to our customers and their families during times of illness, hospitalisation or bereavement.

· Undertake clerical and administrative duties to facilitate the seamless delivery of the Lifeline service.

· Consult and liaise with appropriate colleagues/agencies to share any relevant concerns and attend any MDT or similar meetings, maintaining accurate records of actions taken.

· To encourage the use of technology, be skilled in demonstration and install which may require the use of basic tools and working at heights.

· Signpost customers to other agencies to ensure they receive appropriate levels of care and support.

· To create new client accounts, respond to customer account queries and identify low level debt.

· Proactively promote the Lifeline service.

· Assess the condition of client properties and any changing needs to support and maintain their health and well-being.

· To complete annual visits to review client information, check equipment and accurately update client records.

· To drive a Council vehicle to respond to emergency calls and meet with all corporate guidelines around driving safely for work.

· To safeguard and promote the wellbeing of our clients and adhere to all specified procedures.

· Undertake all necessary training activity and assist with the delivery of training to new staff. 

· Provide support with any other duties including scheme and rota cover as directed by your line manager, working flexibly on a rota system for Bank Holidays, evenings and weekend.

· Comply with all aspects of the Corporate Health and Safety policy and service specific risk assessments. Reporting any incidents/accidents/hazards & taking a pro-active approach to health and safety matters.




Person Specification
	
Criteria No.
	Attribute
	Essential
(E)
	Desirable
(D)

	
	Qualifications & Education
	
	

	1
	NVQ Level 2 or equivalent in Care and or Supported Housing
	
	D

	2
	First Aid Certificate
	
	D

	3
	Moving and Handling of People
	
	D

	4
	Full UK driving licence 
	E
	

	
	Experience & Knowledge
	
	

	5
	Approximately 2 years’ experience of dealing with vulnerable clients who may display behaviours that challenge and maintaining of appropriate boundaries
	E
	

	6
	Approximately 2 years’ experience of working in a social housing or care or other relevant environment either by employment or on a voluntary basis
	
	D

	7
	Knowledge in the use of technology/telecare 
	
	D

	8
	Experience of working within policies and procedures with the use of initiative to respond to situations
	E
	

	9
	Experience of working in a busy and challenging environment
	E
	

	10
	Understanding of data protection principles and confidentiality
	E
	

	
	Skills
	
	

	11
	IT Literate and capable of using MS Word and office applications

	E
	

	12
	Ability to apply accurate literacy and numeracy skills to include spelling, grammar, punctuation, percentages and decimals 
	E
	

	13
	Ability to effectively communicate, both verbally and in writing to a range of audiences 
	E
	

	14
	Ability to listen, be patient and explain information clearly, especially with older people.
	E
	

	15
	Ability to demonstrate attention to detail maintaining accurate records and working within guidelines
	E
	

	16
	Ability to organise and prioritise own work with minimum supervision and deal with unexpected events.
	E
	

	17
	Ability to deal with a wide range of people including clients, families, health professionals, adult services, etc. 
	E
	

	18
	Ability to deal with difficult customers in stressful situations, whilst remaining professional and calm
	E
	

	19
	Ability to take ownership for resolution of enquiries and to escalate as necessary. 
	E
	

	20
	Ability to effectively interpret written communication and respond in the most appropriate format
	E
	

	21
	Ability to sign post concerns to other relevant agencies as required
	E
	

	
	Personal Attributes
	
	

	22
	Ability to remain calm under pressure and display emotional resilience when working with a diverse client group or dealing with complex or challenging behaviours.
	E
	

	23
	Ability to demonstrate a caring disposition with a welcoming and helpful approach to customers.
	E
	

	24
	Ability to work effectively on own initiative and as part of a team
	E
	

	25
	Ability to demonstrate that you can work within an environment of a confidential nature and handle sensitive information appropriately
	E
	

	26
	Respond to regular supervision and support in a constructive manner
	E
	

	27
	Able to carry out the physical requirements of the role
	E
	

	
	Special Requirements
	
	

	28
	A flexible approach to working time arrangements with the ability to in accordance with a shift rota, including evenings and weekends
	E
	

	29
	Ability to form and maintain appropriate relationships and personal/professional boundaries.
	E
	

	30
	Enhanced DBS with Adults Barred list check required plus re-checking in line with policy.
	E
	 




Supporting Statement
Our values:
Are at the heart of everything we do. Our values are not just words, the way we behave is one of the most important ways we can demonstrate them. 

	RESPECT…
be Respectful towards the Council, each other as colleagues as well as our community, residents, service users, stakeholders and wider partners. 

	COLLABORATE…
act Collaboratively and ensure our successful journey of collaboration continues to ensure that we maximise opportunities to achieve success.

	INNOVATE…
be Innovative in everything we do and voice improvements to ensure we offer quality services.
	DELIVER…
deliver quality services to all and strive to always deliver the best we can with the resources available.



All employees will be expected to:
· [bookmark: _Hlk216194895]Engage with our My Journey process and supporting conversations.
· Ensure that you work and communicate in line with our core values, policies and procedures and you are aware of your obligations under these. 
· Behave according to the Valued behaviours framework, the Dignity & Respect Policy and Employees’ Code of Conduct and ensure that you are aware of your obligations and responsibilities re. conflicts of interest, gifts, hospitality and other matters covered by the Code.
· Carry out your role in line with our Equality agenda.
· Be a team player and willing to be supportive and flexible.
· Carry out any other duties of a similar nature related to this post that may be required from time-to-time.
· Comply with health and safety policies, organisational statements and procedures, report any incidents / accidents/ hazards and take a pro-active approach to health and safety matters to protect yourself and others.  
· Carry out your role in line with our climate neutral ambitions.
· We are committed to safeguarding and promoting the welfare of children and expects all staff and volunteers to share this commitment.
· [bookmark: _Hlk211340693]This post is deemed to be a ‘Customer Facing’ role in line with the definition of the Code of Practice on the English language requirement for public sector workers.
· This post is subject to an Enhanced DBS with Adults Barred list check. The successful applicant will be subject to the relevant vetting check before an offer of appointment is confirmed. Following appointment, the employee will be subject to rechecking as required from time to time by ourselves.
· This post requires uniform and PPE that will be provided to be worn at all times.
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