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JOB DESCRIPTION 


Job title:
Control Operator 

Location:
Guildhall, Northampton

Grade:
4

Salary:
£9,834.24 (Part time equivalent)
Allowances:
Sunday Enhancements 

Directorate:  
Adults, Communities and Wellbeing
Division: 
Safeguarding and Wellbeing
Team: 
Call Care

Responsible to:
Team leader

JOB PURPOSE



To receive call for help and assistance from those connected to Call Care Central Control, and to take appropriate actions in order to maintain the caller’s welfare.

KEY RESULT AREAS



1. To answer the emergency call system in accordance with the operational procedures.

2. To recognise the level of assistance required and take appropriate action – e.g. summon emergency services, GP, on site staff etc.

3. To keep all necessary records, updating the Central Control database when necessary and being alert to any potential difficulties.

4. To answer the out of hours repairs and other services for West Northamptonshire Council, Northampton Partnership Homes, in accordance with procedures and policies. Ensuring that the customers receive a high level of customer service.

5. To ensure the Central Control is never left unattended and alerting management particularly out of hours to potential problems.

6. To show consideration for the well-being of the caller through patience, politeness and empathy when answering calls.

7. To fully comply with the Data Protection Act.

8. In carrying out the duties of the post, you must have regard to the Council’s Policies and Guidelines.

9. To ensure that reasonable care is taken at all times for the health, safety and welfare of yourself and other persons and to comply with the policies and procedures relating to health and safety within the Council.

10. To undertake any other duties commensurate with the position as designated by the line manager.

PEOPLE AND RESOURCES



The jobholder is responsible for the following people and resources:

· Physical Resources – responsibility for internal customers’ and external customers’ welfare (vulnerable, frail, elderly and disabled customers)

· database information, stationery supplies, database security (confidentiality requirements)
Job-holder’s position in relation to their manager, peers and direct reports:

· Responsible to relevant Team Leader, and part of an overall team across Call Care


JOB DEMANDS



This job entails the following demands:

· Emotional demands – ability to cope with often distressing or traumatic situations in a calm, firm and controlled manner.  Dealing with clients who are e.g. frail, elderly, unwell, angry, upset on daily basis (not face-to-face, but over the PNC calls handling system).
Working conditions – ability to work evenings, weekends and bank holidays on a rota system. Night operators only – Ability to work all shifts including night shifts
PERSON SPECIFICATION

	
	Essential/Desirable?
	Methods of Assessment

	KNOWLEDGE
	E
	D
	Application Form
	References
	Interview
	Other

	Qualifications: GCSE or equivalent A to C grade Maths and English
	E
	
	Y
	
	Y
	

	An understanding of how to use technology effectively to enhance service delivery and productivity
	E
	
	Y
	
	Y
	

	Knowledge of telecommunications techniques and technology 
	
	D
	Y
	
	Y
	

	Knowledge of Data Protection Act and its implications
	
	D
	Y
	
	Y
	

	SKILLS
	E
	D
	Application Form
	References
	Interview
	Other

	Ability to work alone and unsupervised
	E
	
	Y
	
	Y
	

	Excellent listening, verbal and written communication skills
	E
	
	Y
	
	Y
	

	Ability to identify areas for improvement
	E
	
	Y
	
	Y
	

	Ability to take responsibility for consequences of own decisions and actions
	E
	
	Y
	
	Y
	

	Ability to cope with often distressing or traumatic situations in a calm, firm, professional and controlled manner
	E
	
	Y
	
	Y
	

	ATTRIBUTES 
	E
	D
	Application Form
	References
	Interview
	Other

	Experience of front-line customer service provision with a strong customer focus
	E
	
	Y
	
	Y
	

	General experience in an office based clerical environment of filing, records keeping etc.
	E
	
	Y
	
	Y
	

	Previous experience of Control Operations, preferably in an Emergency Services environment
	
	D
	Y
	
	Y
	

	An understanding of Equal Opportunities issues within the workplace
	E
	
	Y
	
	Y
	

	Ability to work flexibly; working days, evenings, weekends and bank holidays as part of a rota and off shift to cover absence, annual leave, and own training
	E
	
	Y
	
	Y
	

	Reliable team worker adopting a flexibly and supportive approach, adapting to changing priorities
	E
	
	Y
	
	Y
	

	Strong team-spirit work ethic
	E
	
	Y
	
	Y
	



REVIEW AND SIGNATURES



This document will be reviewed from time to time to ensure that it continues to reflect our vision, values and priorities.
	Prepared by:
	Lucy Allison  

	Job title:
	Call Care Team Leader

	Date:
	21.05.2021


	Job evaluation date:
	


	Name of job holder:
	

	Job holder’s signature:
	

	Date:
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