1348
                                                                                                                                                                                                [image: T&W Logo.jpg]
Multi-Disciplinary Team Triage Officer
Grade Scale 4
Job Description
	Job Purpose

	To provide operational coordination, referral screening, information gathering, case preparation and workflow support within the Multi-Disciplinary Triage Team (MDTT). The postholder will support the timely and effective management of referrals by ensuring that sufficient information is available for MDTT discussion, routine actions are progressed, and people, carers, referrers and partner organisations receive clear information, advice and updates.

	Major Tasks 

	· Triage incoming referrals and contacts against agreed MDTT criteria, checking that information is complete and suitable for triage.
· Contact referrers, individuals, carers, family members and professionals where key information is missing or clarification is required.
· Use knowledge and skills to signpost people to the appropriate person, place or service. 
· Arrange and attend MDT meetings, record decisions and agreed actions, track actions allocated to practitioners and escalate delays or barriers to the MDTT Lead.
· Route referrals to the correct service where cases fall outside MDTT criteria and transfer cases to specialist teams following MDTT decisions.
· Notify duty teams, allocated workers and partner services of agreed outcomes, monitoring cases awaiting allocation and helping to prevent delays between teams.
· Provide straightforward Information, Advice and Guidance, signpost people to community and preventative services.
· Arrange hub appointments, coordinate follow-up calls, book assessments requested by practitioners and manage communication with people awaiting contact.
· Upload and organise supporting documents, maintain MDTT trackers and dashboards, support reporting requirements, audit activity and data collection.
·  Act as a single point of contact for routine enquiries from Family Connect, Community Hubs, health services, VCSE organisations, housing providers and emergency services.
· Check that referrals meet agreed standards, identify incomplete professional referrals, highlight recurring quality issues and maintain accurate recording standards.
· Gather relevant records, case history and supporting information to prepare cases for MDT discussion and decision-making.
· Monitor and track actions arising from MDT meetings and ensure they are progressed within agreed timescales.
· Maintain and update case notes and other records, write reports as required.
· To work to uphold quality standards and cost effectiveness of service, ensuring the most appropriate and cost effective options are considered.
· Promote equality as an integral part of the role and treat everyone with fairness and dignity.
· Recognise health and safety as a responsibility of every employee, taking reasonable care of self and others and complying with Telford & Wrekin Council policies and service-specific procedures.
· Undertake other similar duties consistent with the scope, spirit and grade of the post.

	Contacts & Relationships

	To develop and maintain effective working relationships with adults, carers, relatives where appropriate, referrers, Family Connect, Community Hubs, Adult Social Care teams, health partners, VCSE organisations, housing providers, emergency services and other internal and external agencies. These contacts will include gathering and sharing information, providing routine advice and updates, supporting multi-agency working and coordinating communication following MDTT decisions.

	Creativity

	· Use initiative and good questioning skills to identify gaps in referral information and obtain the detail required to support effective triage.
· Apply knowledge of community, preventative and Adult Social Care pathways to support appropriate signposting and case navigation.
· Think creatively within the framework of the role to improve referral flow, prevent avoidable delay and support efficient use of practitioner time.
· Communicate clearly and professionally with people, carers, referrers and partner organisations where there may be a range of possible routes or options.

	Decisions

	The postholder will make routine decisions within agreed MDTT criteria and operational procedures, including whether referral information is complete, what further clarification is required, which routine route or service a referral should be directed to, and when delays, risks or quality concerns need to be escalated. The postholder will not undertake professional assessment, intervention or statutory decision-making, but will support qualified practitioners by preparing accurate information and progressing agreed actions.
The postholder will identify, record and escalate concerns where an individual may be at risk or where urgent intervention is required.

	Management & Supervision

	No supervisory responsibility.

	Supervision Received

	The postholder will be responsible to the MDTT Lead or nominated service manager and will receive regular supervision in line with Council and service requirements. Day-to-day work will be managed through agreed MDTT processes, referral priorities and workflow arrangements, with advice and guidance available from qualified practitioners and senior colleagues.

	Complexity

	· The role will involve managing a varied flow of referrals, contacts, enquiries and information requests across multiple services and partner organisations.
· The postholder will need to understand the information required to support MDTT triage and ensure records are clear, accurate and available at the right point in the process.
· The postholder will be required to balance competing priorities, follow agreed pathways and support timely handover between teams.
· The role will require awareness of Adult Social Care, safeguarding, mental capacity, prevention and community support pathways, while recognising when matters must be referred to qualified practitioners.
· The postholder will work within a multi-disciplinary team environment, requiring effective communication, coordination and collaboration with a range of professionals to ensure individuals receive the most appropriate and timely response to their needs.
· The postholder will be required to exercise judgement when determining whether referral information is sufficient, identifying gaps in information and recognising when matters require escalation to qualified practitioners.

	Resources

	· The postholder will have access to sensitive personal information relating to adults, carers and families, including social care records, health-related information and referral documentation.
· The postholder will be responsible for maintaining accurate electronic records, trackers, dashboards and supporting documents in line with Council information governance requirements.
· The role will support effective use of practitioner resource by completing routine coordination, information gathering and workflow activity that does not require professional registration.
· The postholder will have access to information relating to an individual's health, wellbeing, support needs and current service involvement in order to support triage and case coordination activities.

	Impact

	· Accurate information gathering and case preparation will support timely MDTT discussion, appropriate decision-making and improved referral flow.
· The role will help reduce avoidable delays between services and strengthen the interface between Family Connect, the MDTT, internal team and partner organisations.
· By undertaking routine coordination and administrative activity, the postholder will increase capacity for qualified practitioners to focus on assessment, intervention and decision-making.
· Good recording and action tracking will support quality assurance, audit, pilot evaluation and learning.
· The quality and accuracy of information collected by the postholder will directly influence the identification, management and escalation of risk.

	Physical Demands

	· The majority of work will be desk based, using telephone, computer and electronic recording systems.
· The role may involve attending meetings or working from different Council or community locations as required.
· Routine keyboard, screen and telephone use will be required throughout the working day.

	Working Environment

	· The majority of work will be undertaken in an office.
· The postholder will work within a co-located multi-disciplinary environment alongside health, social care, housing and voluntary sector partners, requiring regular collaboration and information sharing.
· The postholder may need to manage periods of high referral demand, competing deadlines and frequent communication with multiple services.
· The role may involve contact with people, carers or professionals where circumstances are complex, sensitive or urgent.

	Emotional Context 

	· The postholder may receive information relating to people experiencing deteriorating health, disability, safeguarding concerns, carer stress, crisis or significant changes in circumstances.
· The role may involve contact with people, carers or referrers who are anxious, distressed or frustrated about delays, eligibility or service pathways.
· The postholder may occasionally be exposed to challenging behaviour or abusive language by telephone or email and will be expected to follow agreed procedures and seek support where required.

	Other

	The postholder will be expected to carry out any other duties as are within the scope, spirit and purpose of the job, commensurate with the grade. The postholder will be expected to actively follow Telford & Wrekin Council policies, including Equal Opportunities, Human Resources, Information Security, Code of Conduct and other relevant policies. The postholder will be expected to maintain an awareness and observation of Fire and Health & Safety Regulations.





Person Specification 
	Criteria
	Standard

	Qualifications
	· CSE grade C or above, or equivalent, in maths and English.
· NVQ 3 or its equivalent in terms of a combination of relevant qualification(s) and experience
· Relevant customer service, business administration, health, social care or community support qualification, or equivalent experience, is desirable.

	Experience
	· Experience of working in a customer-facing, health, social care, community support, contact centre or administrative coordination environment.
· Experience of gathering information from people, carers, professionals or partner organisations to support decision-making or referral management.
· Experience of using electronic systems to record, update and retrieve information accurately.
· Experience of working with adults, carers, families or people who may be vulnerable is desirable.

	Knowledge
	· Understanding of Adult Social Care, prevention, Information, Advice and Guidance and community-based support pathways.
· Awareness of safeguarding, mental capacity, consent, confidentiality and information sharing responsibilities.
· Understanding of the importance of accurate case recording, data quality and timely communication between services.
· Awareness of the Care Act, Mental Capacity Act and related Adult Social Care legislation and guidance is desirable.
· Knowledge of local health, community, voluntary sector and preventative services available to support individuals and carers.

	Skills
	· Good oral and written communication skills, including the ability to obtain, clarify and record information clearly and professionally.
· Good interpersonal skills, with the ability to develop effective working relationships and provide good customer care.
· Ability to plan, organise and prioritise workload, manage competing demands and complete tasks within agreed timescales.
· Ability to follow agreed criteria, processes and pathways, recognising when to escalate risk, delay or complexity to a qualified practitioner or manager.
· Ability to use information technology effectively, including email, electronic records, trackers, dashboards and appointment or diary systems.

	Personal style & behaviours
	· As a Council employee you will be supported and expected to demonstrate the Council’s Core Behaviours, which may be updated from time to time and are available on the Council’s intranet pages.
· Develops good quality relationships with others by behaving with integrity, treating people with respect and leading by example.
· Commitment to personal development and reflective learning.
· Professional, organised and flexible approach to work, with the ability to deal with a number of issues simultaneously and respond to operational need.
· Ability to provide a professional service to people, carers, referrers and partner organisations, recognising individual needs and circumstances.

	Fluency Duty
	· This post has been identified as a customer-facing role and therefore the Council is required to fulfil its statutory duty under Part 7 of the Immigration Act 2016. As a public body, the Council is obliged to ensure members of staff in such roles are able to have a command of spoken English sufficient to enable effective performance of the role.
· The postholder will need to communicate clearly with people, carers, referrers and professionals and record information accurately to support referral triage and case coordination.
· For more details: http://ecouncil/Fluency/Pages/default.aspx 

	Political Restrictions
	· This post is not politically restricted.



……………………………………………………………………………………………………………
We will ensure, so far as is reasonably practicable, that no disabled applicant is placed at a substantial disadvantage.  This person specification includes what we believe are fully justifiable essential and desirable selection criteria. Provided that the selection criteria unconnected with the disability are met, we will make ALL reasonable adjustments in order that someone with a disability can undertake the duties involved.
……………………………………………………………………………………………………………
	Type of criminal records checks required for this post
	Ticked as required

	None
	X

	Basic Disclosure
	

	Standard Disclosure
	

	Enhanced Disclosure
	

	Working with Adults - Regulated Activity
	

	Working with Children  - Regulated Activity
	



Information on types of criminal records checks is available at: 
https://www.gov.uk/disclosure-barring-service-check
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