

	Competency Based Job Profile Band 4




CITY OF BRADFORD METROPOLITAN DISTRICT COUNCIL
JOB PROFILE 

	DEPARTMENT: Health and Wellbeing
	SERVICE GROUP: Safe & Sound

	POST TITLE: Casual Control Room Operator
	REPORTS TO: Safe & Sound Manager and Supervisors

	GRADE: Band 4 (SCP4)
	SAP POSITION NUMBER : 50087935




The following information is furnished to help Council staff and those people considering joining the City of Bradford Metropolitan District Council to understand and appreciate the general work content of their post and the role they are to play in the organisation.  The duties and responsibilities highlighted in this Job Profile are indicative and may vary over time.  Post holders are expected to undertake other duties and responsibilities relevant to the nature, level and scope of the post and the grade has been established on this basis.

As a candidate you will be expected to demonstrate your ability to meet the special knowledge, experience and qualifications required for the role by providing evidence in the application form for the purpose of shortlisting. Applicants with disabilities are only required to meet the essential special knowledge requirements shown by a cross in the end column of this section.

The employee competencies are the minimum standard of behaviour expected by the Council of all its employees and the management competencies outlined are those relevant for a post operating at this level within our organisation. 

Both sets of competencies will be used at interview stage and will not be used for short listing purposes.  

	Key Purpose of Post: 

	To provide a high quality, prompt, courteous and sensitive social alarm calls monitoring service for clients across the whole of the district, contacting emergency services (police fire etc.) next of kin or other identified services i.e. Response team in emergencies to help and support the service user.
To provide the Council’s 24/7 out of hour’s service, passing calls to other council out of hours services, filtering and dealing with out of hours Home Care problems and monitoring Domestic Violence services.



	Main Responsibilities of Post: 

	
1. To take social alarm calls on the specialised control centre software, handling appropriately the diverse range of calls and to contact next of kin, emergency services, Response teams or other Council departments to support the service user in an emergency and gain access to the service user’s property.
2. To act responsibly on information received, assess the priorities of the call, remain calm, and taking the appropriate and necessary actions, handling of confidential information where necessary (emergency services and access).
3. To be organised throughout the shift, so that information calls or information updates are dealt with promptly (TSA accreditation standards) and are completed on the computer systems and information shared appropriately.
4. To accurately and expediently input reports of all incidents and actions taken onto the computer system while continuing to take further social alarm calls as they come in.
5. To regularly work without management presence as the work pattern is shift based, but to attend meetings or training events which may not be held within the working rota. 
6. To provide timely support and arrange a response to the service users need, preventing hospital admissions, referring vulnerable clients who may require a review of their care package, for a Telecare assessment.
7. To make courtesy calls to service users who have not placed test calls or come through to the control centre for two months or more, requesting they place a test call via their equipment and checking that the information held on the system is correct and up to date.
8. To have a good general knowledge of a wide variety of departments and services within the council e.g. social workers, occupational therapists, EDT, Access point, to be able to take calls at all times and answer the queries or problems that may not be Safe & Sound related. 
9. To be a ‘first contact’ for people who want to start using the service, advising them of the service, costs and carry out an initial telephone assessment and arrange an appointment for the Assessor to call, or contact BACES.
10. To understand how the equipment works and be able to handle the different types of social alarm calls that come through to the control centre, following instructions for specific corporate contracts for handling calls.
11. To monitor and report incidents and equipment schemes problems on behalf of all contracted housing associations connected to hard wired schemes or lifeline systems, to the relevant association, advising them of the failure of equipment.
12. To chase up and find missing persons for Out of Hours Hot meals Service delivery or our service users, by contacting their personal contacts, hospitals etc. for further information until the person is found.
13. To act upon out of hours calls for Home Care and EDT, regarding service user problems and issues, maintaining good working relationships with all organisations
14. To provide accurate information to the Safe & Sound Control Centre Manager regarding complaints, issues or problems that arise from the service users or systems and any service users that miss use or abuse the service.












	
Structure:
 (
Safe and Sound Manager and Supervisors
Safe and Sound Operator
Safe and Sound Operator
Safe and Sound Operator
Safe and Sound Operator
Safe and Sound Operator
Safe and Sound Operator
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	Special Knowledge Requirement. Will be used for shortlisting. 

	
	Essential

	Applicants with disabilities are only required to meet the essential special knowledge requirements shown by a cross in the end column.
	

	Uses knowledge of Health, Safety and Environmental policies, procedures and regulations including risks in own area of
Work ie telephone call and response handling
	X

	Uses a range of complex IT packages relating to area of work ie telephone call and response handling. Q Are you able to give an example of one of these? 
	X

	Ability to adopt a process of continual improvement and suggest ways of working more efficiently and effectively to improve service delivery.
	X

	Knows and understands how to use, interpret, handle and accurately communicate information
	X

	Demonstrate an awareness of and ability to meet  the variety of ethnic and cultural needs of the local population
	

	Able to demonstrate a good general knowledge of departments and services within the Council e.g. social workers, occupational therapists, EDT, Access point, in order to answer queries and take and appropriately progress calls that may not be Safe & Sound related. 

	

	Able to provide an appropriate response to service users, being able to identify and appropriately respond to calls from vulnerable clients.

	

	Able to accurately and expediently input reports of all incidents and actions taken onto the computer system
	




	Relevant experience requirement: Will be used for short listing


	Has worked extensively with confidential systems and information

	Has worked unsupervised making decisions without management supervision within agreed policies and procedures.

	Has successfully worked to agreed standards set by an external accreditation body 

	

	

	Relevant professional qualifications requirement: Will be used for short listing



	3 GCSE grade A-C to include English and Maths alternatively an NVQ 2 or above in Administration and/or Health and Social Care is desirable

	

	

	Core Employee competencies to be used at the interview stage. 

	Carries Out Performance Management

	Covers the employee’s capacity to manage their workload and carry out a number of specific tasks accurately and to a high standard. 

	Communicates Effectively 

	Covers a range of spoken and written communication skills required as a regular feature of the job.  It includes exchanging information/building relationships; giving advice and guidance; counselling, negotiating and persuading and handling private, confidential and sensitive information.

	Carries Out Effective Decision Making 

	Covers a range of thinking skills required for taking initiative and independent actions within the scope of the job. It includes planning and organising, self-effectiveness and any requirements to quality check work.

	Undertakes Structured Problem Solving Activity 

	Covers a range of analytical skills required for gathering, collating and analysing the facts needed to solve problems. It includes creative and critical thinking; developing practical solutions; applying problem solving strategies and managing interpersonal relationships.

	Operates with Dignity and Respect 

	
Covers promoting equality, treating all people fairly and with dignity and respect, maintains impartiality/fairness with all people, is aware of the barriers people face. 

	Working Conditions: 
 

	 Must be able to perform all duties and tasks with reasonable adjustment, where appropriate, in accordance with the Equality Act 2010 in relation to Disability Provisions.  

	Special Conditions: 

	You will be informed if there is a requirement for the post to have recruitment checks
such as  DBS, Warner Process.

	

	Compiled by: L Summers
Date: 17/08/2026
	Grade Assessment Date: 17/08/2026

	Post Grade: Control room Casual Operator 
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