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Telephone Support Locality Carer Worker Role Guide
Carers’ Resource

Carers’ Resource is an independent and nationally recognised Yorkshire charity, established in 1995, which gives tailored information and support to carers, those in need of care and support, and the professionals who work with them.  The service supports people to remain independent and have choice and control to improve their lives or situations.  

The service reflects the requirements of the Care Act 2014, the Children and Families Act 2014, and current contracts
This role will
·  provide a service to adult carers. The Locality Worker will work closely with carers over the telephone, listening, advising and supporting them. The role includes the provision of information, signposting, carrying out wellbeing reviews and identifying actions needed, i.e. emergency planning, benefits and financial choices, advocacy. 
· be office-based, working with carers over the telephone to act as agent or advocate if the carer requires additional reassurance and support to empower them to find the best solutions,  and talking to any carers who  may drop into the office to provide an immediate response.

	Location:

Hours:
	Shipley, office-based role.

30 hours per week

	Responsible to:
	Team Leader



	Salary:
	£23,725 - £26,021 for full time equivalent

	
	

	Role Guide :


	· Works with the contact team to support carers making contact with the organisation by phone.
· Makes contact with referred carers within agreed time frame.
· Listens to, advises and supports carers, giving them sensitive, informal, emotional support and assesses needs.
· Acts as agent or advocate if the carer requires additional reassurance and support to empower them to find the best solutions.

	· Encourages and assists carers to link successfully into other local services and networks. When appropriate provide them with relevant written and practical information including appropriate contacts in statutory, voluntary and private agencies or accompany them to new groups/events.

	· Provides information and support for carers to access relevant breaks, education, training, leisure and employment opportunities. 

	· Has up to date knowledge of the communities in Bradford South East and West in particular, and across the geography in general
· Promote professional and self referrals into the organisation.  
· Offers drop in sessions for carers at the Shipley office as appropriate.

	· Supports carers to plan for their own lives including planning for the future and for emergencies.

	· Works in partnership and liaises with other professionals to work towards positive change for the carer and their cared for.

	· Works with group worker to develop new groups and training sessions for carers. 

	· Maintains accurate appropriate records, observes data requirements and monitors carers' needs and unmet needs.

	· Uses knowledge and experience gained from carers themselves, to gather information and advise the management team on ways to improve services for carers throughout the area.

	· Support carers to fill in forms where appropriate.

	· Well informed about benefits and financial choices, Direct Payments, Individual Budgets and Personal Health Budgets.

	· Works within the West and North Yorkshire Adults and Children’s Multiagency Safeguarding Procedures.


	

	Working with others


	

	· Demonstrates effective team working skills, participates in team meetings and training.

	· Interacts well with other parts of the organisation.
· Demonstrates ability to work with other agencies in partnership. 

	· Encourages and supports all volunteers and supervise identified volunteers.

	· Displays self confidence, initiative and flexibility. 

	· Empathic and able to develop relationships with clients with relative ease.

	· Makes a positive contribution to Carers’ Resource, is willing to function as a member of a small team and proactively assist in the development of the organisation.

	· Accepts and learns from feedback.


	

	Understanding the organisation


	

	· Assists with the analysis of trends and recommendations for service improvement.

	· Follow West Yorkshire Multiagency and North Yorkshire CC Safeguarding policies and procedures.

	· Acts as ambassador for Carers’ Resource, protecting and promoting its good name and reputation at all times.

	· Maintains confidentiality over personal information relating to individuals.

	· Acts confidently on behalf of Carers’ Resource.

	· Works within all the policies and practices of Carers’ Resource, follows health and safety procedures.

	· Contributes to Carers’ Resource development.

	· Participates, as a representative of Carers’ Resource, in multi-agency meetings, voluntary fora and other events, feeding back appropriately to your line manager and the team.

· Will work from any office base if requested by the organisation.



	

	Developing personally 


	

	

	· Takes responsibility, in consultation with your line manager, for personal development and progression, participating in performance reviews.

	· Undertakes any training deemed necessary by your line manager.

	· Keeps up-to-date about services, benefits and organisations available to carers.

	· Good timekeeper and good attendance.



Person Specification

	
	Essential
	Desirable

	Experience
	
	

	· Working with people in need of support 
	x
	

	· A background in information and advice work 
	x
	

	· Assessing need 
	x
	

	· Experience of working with minority ethnic communities 

	
	x


	· Experience of motivational interviewing and/or guided conversations

	
	x

	· Supporting people through the use of telephone and virtual means
	X
	

	Skills and abilities
	
	

	· Able to manage complex workload 
	x
	

	· Skilled communicator and negotiator 
· Ability to be able to prioritise work when  faced with competing demands    

	x
x


	

	· Organisational abilities, an ordered systematic approach to work and an eye for detail


	x
	

	· Ability and commitment to working as part of an extended team.
	
	x

	· Ability to produce clear and appropriate written material 
	x
	

	· Need to be self motivated, to organise time effectively, to manage workload, to prioritise tasks and to work to agreed targets and reliable

· Accepts and learns from feedback    

	x
x


	

	Knowledge
	
	

	· Evidence of a good general education to ‘A’ level standard  
	x
	

	· An understanding of carers' needs and awareness of current 
issues affecting carers  
· (

	x
	

	· IT literate – a competent user of a range of Microsoft Office programmes including use of databases 


	x
	

	· Knowledge of current policy, legislation and services for carers  

	
	x

	· Understanding of Person Centred approaches  
	
	x

	· Experience or knowledge of the role played by statutory, private and voluntary sectors and the way they operate and of community care issues.  
	
	x

	· Knowledge or experience of how to support a local group and develop its potential.   

	
	x

	Other requirements
	
	

	· An understanding of the need for confidentiality, sensitivity and a non judgemental attitude.  

	x
	

	· Behave in a way that is consistent with the values and ethics of the organisation.    

	x
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