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Job Description and Person Specification Profile

	Job Title
	Emergency Control Operator

	Job ID
	B60

	Service
	Adults, Operations

	Grade
	D

	Reporting to
	Service Coordinator



	The Role

	This role will support the provision of a 24-hour, 365-day call centre service by being responsible for receiving emergency calls, taking appropriate action and recording all calls received. Working as part of a team under the direction of the Service Coordinators. 
Main Duties and Responsibilities include:
This list is not exhaustive, and is an indicator of the key duties and responsibilities that the post holder will have, as opposed to a task list.
· To operate screen based care and security systems and act appropriately on receipt of alarm calls or emergency situations.
· To receive and establish the nature of the call, log as necessary and respond by giving direct information or by interacting between the caller and the appropriate service unit or external agency.
· To deal with enquiries and alarms and to liaise and communicate with other service units and external agencies as appropriate.
· To assist in the development of information systems and training of colleagues in relevant functional areas.
· To retain and record such information as appropriate and maintain records and statistics as required.
· To use all systems within the control room and assist in ensuring that they all operation in accordance with training received, written procedures and operating manuals.
· To assist in obtaining all relevant information from service users, other service units and external agencies, which all enable emergency control staff to provide an efficient point of contact service to customers.
· To receive complaints and compliments made by telephone, ascertain the nature of the complaint/compliment and respond appropriately.
· To be prepared to cover for holidays and sickness, as required, for any duty rota within a 24-hour period.
· To regularly attend staff meetings and training sessions for the continual development of service and staff.
· To work with the Emergency Control Coordinator and other colleagues in the effective operation of the control centre.

The duties may vary from time to time without changing the nature of the post or the level of responsibility, and the post holder may be required to carry out any other duties appropriate to the grading of the post. 




	About You

	
Your essential skills, knowledge and experience

· Ability to work as a team member
· Prepared to work unsociable hours (including bank holidays and weekends)
· Punctuality and good attendance
· Polite and courteous manner
· The ability to converse at easy with service users/customers and provide advice in accurate spoken English.
· Keyboard skills
· Clerical skills
· Computer keyboard skills
· Ability to communicate precisely
· Accuracy
· Ability to work under pressure

If you have the following experience or qualifications – then that’s great!

· 3 GCSE grade C or above/4-9 including English and Maths or equivalent.
· British Telecom Training.
· Experience of working within a control room environment dealing with emergency calls
· Knowledge of Windows software and databases 
· Good knowledge of community services and an appreciation of Local Government Working
· 



Our employees’ skills, experience and knowledge are essential to our success along with their happiness, commitment, enthusiasm and motivation to be the best they can be.

	What can you expect from us?
· A fair salary and benefits
· Opportunities for good health and wellbeing
· Help you to grow, develop and to do your best
· Enable you to be creative and innovative
· Fully involve you in changes that affect you and your work
· Listen, and act on your ideas and feedback
Working together, we are proud to work for Tameside



Our STRIVE values underpin our practice and behaviours and are at the heart of everything that we do:
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We work in a supportive
environment and actively
encourage supporting each other
to bring about innovation,
improvement and sustainability.
Good health and wellbeing is
important to all of us.

We relate
to others in
ways that we
want others to
understand and
relate to us. The
behaviour that we
model sets what
we expect.
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