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LINKED GRADE DESCRIPTOR


Values and Behaviours
Job Description

Job Title:		Careline Officer		

Pay Grade:		W2 – W3	

Directorate:		People and Communities 

Team:			Living Well 	

Reporting to:	Living Well Manager (Community Meals and Careline)     	
Responsible for: 	N/A

Job Purpose:

To work as part of a team to provide a friendly, efficient, and effective Careline/telecare service to residents.

To install new equipment and undertake regular visits to clients living in West Surrey (initially in Woking, Guildford and Waverley Boroughs) to maintain their equipment and provide support to the clients to help allow them to continue to live independently at home and maintain their wellbeing.  

Establish good relations with the call centre provider and deal with queries.

Main Tasks:
1. Work with clients, the referrers and client’s family and care network to assess the clients need for Telecare equipment and identify and arrange to demonstrate and install suitable package of equipment to meet their requirements.
2. To maintain a planned programme of visits to Careline clients to test the Careline emergency alarm equipment and Telecare sensors, to ensure that it is in good working order and replace as appropriate; update client’s personal information and provide other help and advice where necessary.
3. Work with health and social care partners to install or trial preventative tec or smart tec in the home to help the client maintain independence. 
4. To promote telecare equipment across the borough to partners and residents.
5. To develop a good knowledge of telecare equipment and keep abreast of this rapidly changing technology.
6. To visit clients to explain and install new equipment or replacing faulty alarm equipment, collecting equipment and responding to other calls as required.
7. When required, arrange for any adaptations to assist with the provision of equipment e.g. provision of key safes, telephone socket etc
8. Visit clients in relation to urgent and nonurgent faults and issues with the equipment.  Diagnose and resolve any technical issues and be able to discuss issues with the Alarm Receiving Centre provider.
9. Follow procedure to close a case and return equipment when the service is no longer required.
10. To support clients to live independently by signposting or liaising with relevant services or undertake referrals to other agencies on client’s behalf.
11. Carry out in depth assessments as required to identify and refer clients to other agencies and partners to help maximise income and ensure appropriate benefits claimed.
12. Respond to emergency calls to deal with faulty alarm equipment / collection of emergency prescriptions / shopping / or ‘one off’ situations.
13. Ensure that good / accurate manual and computerised records are kept up to date and keep the Alarm Receiving Centre updated on any changes in client’s personal details.
14. Develop a good knowledge of local services and organisations that would benefit clients.
15. Assist in fostering and maintaining good working relationships with colleagues, statutory and voluntary organisations.
16. To work with health and social care partners to help residents return home and remain independent at home and improve their wellbeing.
17. Help identify and support residents who are isolated involving all appropriate partners, agencies, and voluntary sectors.
18. To have an awareness and knowledge of council, voluntary, community, faith, and other services available locally to enable appropriate and effective signposting for individuals.
19. Refer individuals to social prescribing, to access healthy lifestyle services such as befriending, weight management, mental health support, local clubs, leisure centres and voluntary activity.
20. Where a need for other intervention is identified, ensure appropriate onward referrals are undertaken and follow up to ensure the individuals’ needs are being met.
21. To complete all administration and monitoring related to the service.
22. To maintain effective relationships with community groups, local information and guidance services, support services, stakeholders and partners.
People Management: N/A
Service Management: N/A
Financial Responsibility: N/A



Other Responsibilities:
· Help promote and publicise all Living Well Services as required which may including assisting with events, stalls etc.
· Collect and document personal data from clients in a sensitive manner and ensure GDPR requirements are maintained at all times.
· Ensure all procedures are timely and accurately documented in shared systems as appropriate and performance is managed within the Team.
· To comply with safeguarding procedures, lone working procedures and policies and risk assessments.
· To proactively contribute to the development of West Surrey as a Dementia Friendly Community.
· To actively champion the needs of carers in all West Surrey services and complete a Carers Prescription where applicable.
· To undertake other duties which may arise or as may be delegated from time to time, commensurate with the skills required for this post.


Person Specification

	 Criteria
	 Standard
	E/D
	Measure

	Education & training
	· GCSE English and Maths
· First aid qualification (or willingness to train for the First Aid at Work)
	E
E
	A/I
A/I

	Experience
	· An empathy for older and disabled people and an understanding of their needs
· Experience of working with older, vulnerable and disabled clients
· Knowledge of community alarm equipment and sensors (Telecare)
· Experience of working in partnership with a wide range of organisations in the public/private and/or voluntary sector
· Excellent interpersonal skills, with a proven ability to listen, empathise, motivate and be supportive, patient and respectful.
· Proven track record of excellent customer service 
· Proven verbal and written communication skills.
· Experience of working in a support or advice/information giving role.
· Experience of working in a customer/client facing role
· Experience of working with individuals on a one to one basis.
	E

E

E


E

E


E

E


E

E

E
	A/I

A/I

A/I


A/I

A/I


A/I

A/I


A/I

A/I

A/I

	Special Requirements
	· Capable of making decisions on own initiative and remaining calm in an emergency
· Empathy and understanding of older, disabled and vulnerable people’s needs and problems
· Aptitude for technical problem solving
· Ability to communicate effectively through all media with a wide cross section of individuals and groups
· The ability to engage and build relationships with a range of stakeholders
· Excellent interpersonal skills, able to influence appropriately
· Excellent organisational skills
· Understanding of and commitment to the principles and practices of valuing diversity and equal opportunities.
· Awareness of data protection and information sharing issues.
· Good administrative and ICT skills (Excel and Outlook)
	E


E


E

E


E

E
E

E


E

E
	A/I

     
A/I

     
A/I

A/I


A/I

A/I
A/I

A/I


A/I

A/I



Key:
E = Essential, D = Desirable, 
A = Application Form, I = Interview, P = Presentation

Candidate Screening

	Does Rehabilitation of Offenders Act 1974 apply?


	No

	Disclosure and Barring Service check required and level

	Yes 
Enhanced

	Is this a Politically Restricted Post?

	No

	Does this role have emergency responsibilities?

	No
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	LINKED GRADE DESCRIPTOR

	Job Title
	Team + Pay Grade
	Duties/ responsibilities with reference to values and behaviours
	Probable Qualifications
	Indicative Experience

	Careline 
Officer
	W2
	· Able to install a range of telecare equipment.
· Ability to make recommendations to support clients to live independently.
· Good understanding of Office 365
· Work on own initiative and proactively manage visits to clients. 
	Good general level of education. GCSE English & Maths
	Min 2 years in local
Authority Health/
social care setting 
Relevant to post

	Careline 
Officer 
	W3
	As above plus:
· Ability to undertake enhanced assessments on clients to assess need and carry out relevant referrals to partner agencies and colleagues and where required install new health and wellbeing equipment .
	Trusted assessor qualification
	





	[bookmark: _Hlk221118842]Teamwork
Working together across teams, partner organisations and communities to achieve shared goals.
	Honesty
Acting honestly and openly in all communications and decisions.
	Respect
Valuing diversity, treating everyone with dignity, and ensuring fairness.
	Innovation
Encouraging new ideas, continuous improvement, and embracing change with strength, flexibility, and a recognition that being better doesn’t have to cost money.
	Value-Led
Public Service is at our core; putting the needs of residents at the heart of decisions, focusing on meaningful outcomes and striving for excellence.
	Empowerment
Supporting staff to take initiative and influence their work, maintaining high standards of conduct, competence, and ethics.

	
Listen to each other, share knowledge and expertise to achieve our goals. 

Take responsibility and work proactively. 

Work collaboratively, building productive relationships, finding common ground and helping each other to achieve shared outcomes. 

Be united across teams, as a single organisation, without silos, to meet our residents’ needs.


	
Be transparent in our decision-making, proactively sharing explanations and building trust between the Council and residents/customers. 

Communicate openly, showing respect and understanding. 

Exchange reflections and constructive suggestions to improve the way we work, without blame or judgement. 

Be authentic and our actions match our words: we say what we mean, and we do what we say we will do.
	
Value new and different ideas and listen actively to all points of view, even if we disagree. 

Treat everyone (residents, customers, partners and staff) fairly and create an inclusive environment where everyone feels respected and are accountable. 

Embrace diversity, appreciating its benefits and getting the most out of its opportunities, so everyone feels valued and included. 

Take time to recognise, acknowledge and appreciate each other and celebrate successes, so we know our voices are heard and our actions are valued.
	
Challenge the status quo, embracing change and adapting to meet future demands. 

Continuously learn and develop, using data and experience, and listening to residents and customers, to recognise what’s working well and what we can do differently.

Maximise opportunities to improve; building on our existing skills, processes, infrastructure, technology and tools to be the best we can be. 

Encourage and welcome new ideas, discovering new ways of doing things, finding creative solutions to problems and turning uncertainty into opportunities.
	
Always keep our residents and customers in mind and are committed to delivering the best we can, while spending public money wisely.

Hold ourselves to high standards, acting as a role model. 

Live by our values and are focused on outcomes.

Prioritise wellbeing, leading with compassion and empathy.
	
Serve our residents and customers proactively and decisively, confident in our authority, autonomy and areas of expertise, and making courageous decisions. 

Support residents and customers to be as independent as possible, promoting self-service for those who want it, so we can provide greater support to those who need it.

Trust each other, and challenge unprofessional behaviour.

Actively create the environment and opportunities for learning and skills development, and each of us takes responsibility for making the most of them.
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