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Hanover (Scotland) Housing Association Ltd
	JOB DESCRIPTION

	Position:
	Telecare Senior Operator
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	Department:
	Customer Services 
	

	Reports to:
	Telecare Supervisor
	

	Band:
	G
	

	Date:
	27 May 2015
	


Purpose of Job

To combine role as Telecare Operator with team leadership and management to deliver customer-focused calls handling and related services in an environment of continuous improvement which meets the Telecare Services Association’s accreditation standards at all times.
Main duties and responsibilities
1
Calls handling

1.1
To receive and answer calls from residents, contractors, locally based staff, managers and other internal and external bodies, prioritising responses where necessary. 

1.2  
 To assess and identify the nature and reason for the call, fostering a rapport and acting to reassure the caller, appreciating that there maybe a degree of impairment or communication difficulties.

1.3
To initiate appropriate action e.g. contacting emergency or medical services, key-holder or maintenance services in accordance with guidelines on confidentiality and security, ensuring situations are resolved satisfactorily.
1.4
To write succinct objective call reports and take the correct reporting action for that customer and call type.

2
Shift management

2.1
To take responsibility for all faults and failures needing further action, liaising with contractors to limit service disruption to customers and Telecare Operators, instigating business continuity actions when necessary.

          2.2
To allocate tasks and breaks to Operators with a view to ensuring calls handling KPIs are met advising when necessary on prioritisation of workload. To ensure your team timeously and accurately updates manual and computerised records with personal and other information 

2.3
To calls handle and intervene when required to support individual Operators and overall team performance.
2.4
To produce shift reports outlining individual and team performance, identifying factors impacting on performance and actions taken to manage their impact

2.5     To ensure important information is efficiently passed on to the next shift

2.6
To escalate promptly any equipment malfunction or concerns relating to the service outside of your remit to the Telecare Supervisor.

3
Performance Management

          3.1
Work within a performance culture, which is underpinned by a strong personal performance motive

3.1.1 Apply and help develop Telecare Operator performance standards ,    

ensuring staff deliver these by ongoing effective and supportive team leadership.

          3.2    
Operate within a Strategic Business Unit

           
3.2.1   Attend team meetings and ensure KPIs are understood by your team and any changes in service delivery explained and understood by your team

        
 3.2.2
To attend monthly Operations Meetings providing overview of your team’s progress and  ensuring awareness of and compliance  with the Telecare Services Agency’s accreditation standards and key performance indicators.
3.3
Deliver key business objectives and meet Key Performance Indicators  (KPIs) through a personal performance plan.

3.4
Analyse work and produce action plans where performance improvement is required.


3.41
Ensure Employee Performance Reviews are held and six monthly Progress Review Meetings; Induction and Probation; Capability Policy and Procedure applied when appropriate.

3.4.2 Undertake monthly performance meetings with your team members, driving through service standards and continuous improvement (Structure of 8 call quality reviews per full time staff and 3 reviews per part time and casual member of staff per calendar month). 


3.4.3
Holding performance meetings with your team members as required in response to customer feedback 
  4.
To carry out and/or implement the results of health and safety hazard  and risk assessments so ensuring a safe workplace in Telecare.
5.
To assist and share knowledge and experience with colleagues as required.
6.
To undertake any other duty delegated by Telecare Supervisors.
7.
To deputise as required in the absence of Telecare Supervisors in particular delegated tasks.

8.
Involvement with Others

1.1. The potholder will be responsible as line manager for a delegated team of Telecare Operators.
9.
Working Relationships

The list below provides an outline of relationships:
9.1
Internal
·  Telecare Operators, Supervisors and management.
·  Asset Management Department staff in relation to any repair notification.
· Sheltered and Very Sheltered Housing Managers and other equivalent managers of services, staff at Area Offices.

· Staff of the Association’s other departments.

9.2
External
· Residents and persons acting on their behalf.

· Contractors.

· Staff of emergency services.

Job Context and Other Relevant Information:

The post holder:
· must discharge their relevant duties and responsibilities under the Health & Safety Work etc. Act 1974, the Management of Health and Safety at Work Regulations 1999 (as amended) and all relevant Codes of Safe Working Practice and policies.  The Health and Safety at Work Act stipulates that it is the responsibility of every employee to observe all rules governing health and safety and such safety equipment as provided must be used.

· must have due regard to the Association’s current management arrangements for Data Quality.  All employees have a responsibility to ensure that the data they collect, manage and report, including data from third parties is accurate, valid, reliable, relevant, complete and produced in a timely fashion to aid sound decision making and that appropriate procedures, systems and processes are in place to provide quality data.

· must work in accordance with the Association’s policies, procedures, information, instructions, and/ or training received.

This profile is indicative of the nature and level of responsibility associated with the post.  It is not exhaustive and the post holder may be required to undertake such other duties as delegated by line-manager that may be required to meet the needs and responsibility of the Service and the Association.
Signed ………………………………………….
Line Manager (if applicable)

Signed …………………………………………..  
Post holder

Person Specification
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Job Title:
Telecare Senior Operator
As part of the Disability Symbol accreditation, the Association has made the commitment to interview all applicants with a disability who meet minimum essential criteria for the post.

	Criteria
	Essential/Desirable

	1. Skills/Abilities/Knowledge
This section specifies the skills, abilities and knowledge the postholder must have to perform satisfactorily.


	

	· Apply and help develop clear performance standards for calls handling and related services.
	Essential

	· Assist, coach, instruct, monitor and train Operators to deliver required standards of performance.
	Essential

	· Able to assess individual and team performance levels through process of regular review and take appropriate steps to maintain continuous improvement.
	Essential

	· Leadership skills and initiative to identify and resolve day to day issues affecting quality of service delivery.
	Essential

	· Able to interpret, explain and ensure application of detailed procedures.
	Essential

	· Communication and interpersonal skills to ensure effective working relationships with staff and accountability  to customers
	Essential

	· Able to prepare and manage team objectives and report on progress to management meetings.
	Essential

	· High level of competence as a call centre Operator in own right
	Essential

	· Possess and help embed a positive approach to all parties concerning the Association’s services.
	Essential

	· Competent user of standard Microsoft or equivalent applications and corporate databases and reporting.
	Essential

	· Knowledge and skill to implement health and safety hazard and risk assessments and promote a safe workplace as standard practice.
	Essential

	· Basic computer skills, including experience using Microsoft Windows, word-processing & e-mail.
	Essential 


	2. Experience

This section specifies the level and quality of experience required.


	

	· 18 months’ experience of calls handling preferably in a community alarm service.
	Essential

	· 6 months’ experience of applying team leadership skills in addition to above.
	Desirable



	3. Education
	

	· Standard grade education or equivalent
	Essential


	4. Other

This section specifies other factors which may be necessary.


	

	· N/A
	


	5. Equal Opportunities

This Association is working actively to promote equality of opportunity both in its employment practices and in the delivery of its services.  It is essential that the postholder is willing to work in accordance with existing policies and codes of practice
	Essential
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