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Job Title Family Connect Advisor: Family Connect
Scale 5
Job Description
	Job Purpose

	
Family Connect is a frontline customer service providing a single point of contact for services connected with adults, children and, families.  

The post holder working in the Family Connect service will be required to supply all stakeholders with timely Information, advice, guidance and support to ensure the right service at the right time can be accessed. 



	Major Tasks 

	
· The ability to converse at ease with customers and provide advice in accurate spoken English is essential for the post”.
· To deliver an efficient and effective range of customer service duties, through various channels.
· To be proficient in IT skills including recording on case management systems. 
· High level of speed and accuracy using when processing data on many case management systems.  
· To respond to a diverse range of complex enquiries and requests for services, resolving the customer requests at first point of contact wherever possible.
· To be able to assess and identify customer needs across adult and children services inline with their threshold guidance frameworks. Using knowledge and skills of a variety of service provision for adults, children and family services including safeguarding.   
· To have sound knowledge and experience of safeguarding policies and procedures of both adults and children.
· Use knowledge and skills to signpost customers and visitors to the appropriate person, place or service. 
· Responsible for maintaining the confidentiality of service users. 
· Responsible for working within the information sharing and data protection legislation.
· Responsible for working within identified legislation.
· To ensure the accurate and timely update of Family Connect Systems.
· To carry out tasks to the set performance indicators. 
· Responsible for participating in the monitoring and evaluation of the service. 
· To work within a structured working environment supporting service delivery however, on occasions the post holder will be required to work evenings or weekends in support of service promotion at customer events. 
· To work within a multi-agency environment that requires extensive experience in working within data protection policy and procedures. 
· To participate and contribute to Ofsted inspection regimes, peer reviews and The Care Quality Commission.

	Contacts & Relationships

	Internal Contacts – Members, Heads of Service, Service Delivery Managers and Specialists, Group Managers and Specialists, Team Leaders and other officer from  across the Council.  Responding to enquiries, sharing information, discussing future strategy and plans, referring information to Family Connect
External Contacts - Schools, governors, parents and/or guardians, children, foster carers, other agencies voluntary, community and social enterprise sector organisations and government departments. Contacts with outside organisations will include providing advice, giving and collecting information, negotiation and influencing contacts.

	Creativity

	· The need to work on your own initiative and think creatively within the framework of the role and the service.
· Be able to use good questioning skills to ascertain a problem and offer appropriate advice where a number of options are available
· Be able to communicate effectively
· Have the ability to work accurately, at times under pressure.
· Detailed knowledge of the relevant legislation, relating to the services provided by Family Connect.
· Provide information and guidance to enable people to facilitate independence and overcome barriers that prevent them from managing their own lives.

	Decisions

	· Make recommendations for improvement to operational procedures where necessary.
· Give advice on more complex issues where necessary. 
· Continuously use decision making skills and assessing safeguarding risks to ensure most appropriate service is provided using guidance from direct Team Leader and other senior officers.
· The majority of decisions will be taken autonomously by the post holder within established policy and practice guidelines when necessary in consultation with team leader and other senior officers. 
· The nature of the duties entail that there is a high degree of independence when dealing with telephone calls and personal callers.

	Management & Supervision

	
· The post holder has no supervisory responsibility.


	Supervision Received

	
The post holder will receive regular supervision from the Family Connect Advisor Team Leader.  


	Complexity

	· Family Connect is a frontline customer service offering face to face, telephone and electronic communications. 
· This post requires the ability to demonstrate effective practice in all situations assessing and managing different levels of enquiries ranging from low level basic enquiries to determining complex and diverse situations including safeguarding. 
· The post holder will manage challenging and distressing information and be able to process the information as required in line with practice and procedure guidelines within Family Connect. 
· Multi-disciplinary team work 







	Resources

	· To proficiently use dual screen IT equipment
· To utilise multiple case management systems for the purpose of processing personal information as described in the Data Protection Act. 
· To use mobile equipment as and when required i.e. laptop.
· To be responsible for the use of service promotion equipment i.e., banners and marketing materials. 
· To be mobile workers across Darby House and Southwater buildings.

	Impact

	· To provide an extensive frontline customer service ensuring the right response first time.
· In line with the corporate principle of making every contact count. 
· To ensure that all enquiries relating to safeguarding adult and children are processed timely in order to facilitate the safety of the public.
· To be responsible for meeting targets of the service
· To promote positive change for adult children and families by providing appropriate and proportionate responses to enquires 
· To deliver a service in line with the Common European Framework for Languages. At the appropriate level in respect of reading, speaking, listening and writing. 
· To deliver the co operative council values.

	Physical Demands

	· High proportion of work requirements will involve being office based utilising and completing computer and telephone activities involves reading reports, case management recordings. Face to face contact with customers at times which could be complex. 
· Carrying appropriate equipment to service promotion events. 

	Working Environment

	· The post holder will be required to travel to locations within the centre of Telford and Wrekin in order to supply service delivery. The post holder will mostly be required to work across the location of Darby House and Southwater.
· The post holder will be required to travel across the authority in order to delivery service promotion events. 
· The post holder may be required to move location should the business continuity plan be activated.
Attend appropriate meetings 

	Emotional Context 

	· The ability to work in a high pressure and busy working environment
· To manage complex and challenging information that may have distressing content for the post holder to process. 
· To identify and support safeguarding policy and procedure.
· The post holder will need to manage challenging contacts made by any stakeholder. 


	Other

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



Person Specification 
	Criteria
	Standard

	Qualifications
	· A recognised qualification relevant to the job description. 
· GCSE B or above in (or equivalent) in Math and English

	Experience
	· Experience of work with Children and Families for the purpose of assessment, support, planning, access to service 
· Experience of Safeguarding procedures and practice.
· Experience of working in Multidisciplinary teams  
· Experience of working in a customer service environment dealing with a variety of issues. 

	Knowledge
	· To have specialist knowledge in a subject area that relates to the service provided by Family Connect.
· Knowledge in a wide range of Children and Family Support Services
· Knowledge of integrated working, assessment, planning and support.     

	Skills
	· Excellent communication skills, both oral and written.
· Ability to work under pressure and meet performance indicators.
· Ability to manage and prioritise own workload.
· Ability to work and make decisions within prescribed procedures, with minimum supervision,
· Ability to deal with customers in a professional, courteous and impartial manor, to provide high quality customer service. 
·  Proficient IT skills.

	Personal style & behaviours
	· As a council employee you will be supported and expected to demonstrate the Councils Core Behaviours.  Please note that these may be updated from time to time and are available on the Council’s intranet pages.
· Ability to provide a professional service to customers, recognising their individual needs and circumstances.
· A flexible and adaptable approach to work and to be able to deal with a number of issues simultaneously, responding to operational needs to deliver a high level of customer service. 
· An organised systematic approach to work in order to achieve targets. 
· Must be prepared to work flexibly, on occasions outside of normal working hours, which will include some evenings and weekends

	Fluency Duty

	This post has been identified as a customer facing role and therefore the Council is required to fulfil their statutory duty under Part 7 of the Immigration Act 2016. As a public body the Council is obliged to ensure member of staff in such roles are able to have a command of spoken English which is sufficient to enable the effective performance of their role.
This post has been assessed as requiring B1 level under the Common European Framework of Reference for Language (CEFR).
More information is available at: http://ecouncil/Fluency/Pages/default.aspx






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
	

	Basic Disclosure
	

	Standard Disclosure
	x

	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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