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Manchester Local Care Organisation
Role Profile
[bookmark: _gjdgxs]Contact Officer, Grade 5

Reports to: Team Manager

Job Family: Customer Service

Manchester Local Care Organisation

[bookmark: _Int_fmEtpdpv]Manchester Local Care Organisation (MLCO) has been established by the partner (Manchester City Council, Manchester University NHS Foundation Trust, Greater Manchester Mental Health Service NHS Trust and Manchester Primary Care Partnership) to integrate, plan and manage community health and social care across the City.  By working better together, we are bringing community health and social care services together in our 12 neighbourhoods to form integrated Neighbourhoods Teams (INTs). Our INTs will drive our collaborative approach, developing partnerships and building on existing community assets to facilitate improved delivery specific to each neighbourhood. We will be able to provide improved care closer to home and to support the people of Manchester to live healthier, more independent and fulfilling lives and be part of a thriving and supportive community. Your role is deployed into MLCO by your employer: Manchester City Council.

Key Role Descriptors:

The role holder will work as part of the Hospital Discharge to assess service in Central or Manchester. The Role is key to how our services operate across the 3 Manchester Hospital Sites. You will operate as the first point of contact for referrals from the three hospital sites, you will be responsible for completing the necessary paperwork and transferring referrals to the appropriate pathway for discharge in a timely manner. 

You will have excellent communication and IT skills and be able to work well with professionals across Health and Social Care, and our wider partners. You must be able to manage the workload in a fast-paced environment, operating dynamically to the demands of the role.

Key Role Accountabilities:

Maintain a high level of expertise on service specific legislation, delivery activities, and all associated policies and procedures in order to provide quality advice to a range of customers.

Deal proactively with complex queries utilising customer service skills to ensure all issues are dealt with effectively, following up enquiries where appropriate.


Where appropriate carry out statutory duties working in line with all relevant legislation to ensure the provision of a high quality service.

Update and extract information from corporate and other data systems completing relevant documentation/service user records to a high standard, ensuring the accuracy and confidentiality of information produced. 

Feedback any compromise in service or safety concerns immediately to a line manager.

Manage own workload to ensure individual and team targets are met and customers are dealt with promptly, working collaboratively with customers and any other relevant parties to enhance the delivery of the service. 

Personal commitment to continuous self development and service improvement.

Through personal example, open commitment and clear action, ensure diversity is positively valued, resulting in equal access and treatment in employment, service delivery and communications

Where the roleholder is disabled every effort will be made to supply all necessary aids, adaptations or equipment to allow them to carry out all the duties of the role.  If, however, a certain task proves to be unachievable, job redesign will be given full consideration. 







Contact Officer - Key Behaviours, Skills and Technical Requirements

Our Manchester Behaviours  	

· We are proud and passionate about Manchester 
· We take time to listen and understand  
· We ‘own it’ and we’re not afraid to try new things   
· We work together and trust each other 
· We show that we value our differences and treat people fairly 

General Skills

· Interpersonal Skills: Ability to communicate clearly and effectively taking account of individual need including consideration of accessibility issues.
· Planning and Organising: Demonstrate the ability to organise own and multiple tasks of others in the most effective way, and allocate time and energy according to task complexity and priority.
· Problem Solving and Decision Making: Is able to make effective decisions on a day-to-day basis, taking ownership of decisions, demonstrating sound judgement in escalating issues where necessary.
· Analytical Skills: Able and confident to resolve moderately complicated queries in their area of knowledge using logical thinking to explain reasoning behind decisions or actions taken.
· ICT Skills: Ability to use ICT systems to obtain and analyse data and present it effectively through a variety of ICT channels.

Technical Requirements (Role Specific) 

· Willing to consent to and apply for a (DBS) disclosure check.
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