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	Job Title
	Community Alarm Officer 24/7
	Directorate
	DACHS

	
	
	
	

	Post Number
	DAC100
	Division
	Access & Prevention Services

	
	
	
	

	Grade
	7
	Salary
	SCP 18
	Section
	Dudley Telecare Service

	
	
	
	



	Reports To
	Team Leader – Dudley Telecare Service




	Purpose of the Job

	

	· To work as part of a team delivering a 24 hour/7-day Dudley Telecare Service. Working as part of a 24/7 rota to include day, evening, night and weekend working.

· To provide emergency response, support and reassurance to older, disabled and vulnerable clients connected to Dudley Telecare Service.

· To provide a high-quality service to tenants in all aspects of Housing, including the logging of emergency repairs and supporting all Corporate Calls and follow up actions as defined.

· To take responsibility for people with an identified support need or long-term health condition ensuring that their support needs are met





	Specific Accountabilities

	

	· To respond / receive calls from both tenants and clients connected to the Dudley Telecare Service and assess the reason for the call, its urgency and to take prompt and appropriate action in accordance with procedures and instructions. If necessary to do follow up visits to either effect a repair on the equipment or assist the caller when no other contacts are available.

· To be responsible for updating the information relating to the people using the alarm system, amending records, and extracting information for statistical purposes.

· To take referrals from both potential clients and other agencies, to do assessments and home visits, install equipment, complete records and explain the use of the centralised alarm system.

· To log break down of equipment and contact the appropriate Contactor in order to ensure effective repairs are carried out.

· To assess for and install all Telecare equipment in the community.

· Participate in New Equipment Pilots as required to develop the service, liaising with internal and external stakeholders.

· To test all equipment on a yearly rotational basis

· To participate in emergency and not injured falls response calls as described by procedural documentation to meet the needs of the service. To carry out follow up wellbeing checks and any actions identified including for example onward referrals to the fall’s spa.

· To follow lone working procedures, ensuring that information is updated and consistent with existing procedures and instructions. This will also include the initial set up of any additional new users utilising the system for the first time and providing training to the new users in terms of how the system works. 

· To take follow up action in respect of all calls received, liaising with tenants and occupiers, medical professionals, emergency services, tenants representatives and appropriate housing staff as necessary.

· Refer/advise Team Leader of any unusual/complex enquiries or calls / visits

· Carry out quality control checks and surveys of customers opinions on a range of services.

· Respond to any enquiry, including making appropriate referrals to other Adult Community and Housing Services or other Directorates.

· Support the activities of the Dudley Telecare Service, participating in the development of and complying with predetermined staffing rotas for the Community Alarm Service and provide cover for other members of team in emergency situations.

· Contribute to the effectiveness of the Dudley Telecare Service by working in a manner consistent to Best Practice.

· Conduct Peer assurance call monitoring/system checks against a predefined set of questions set by the Team Leaders, providing feedback, sharing best practice and learning, to promote a consistent approach across the team. 

· Participate in the training for new staff to ensure all aspects of the Community Alarm Officer role are embedded through shadowing and support.

· As requested, be the nominated shift lead, to facilitate support to colleagues and ensure actions from handovers are undertaken and input correctly. 






	Key Accountabilities
· To be accountable for and promote equality, diversity and community cohesion to meet Council, Directorate and Service objectives.  All employees have a responsibility not only for their own behaviour, but also for others regarding equality of opportunity.  Any incident must be reported.

· To participate in a Performance Review and Development meeting and undertake a plan of training where necessary.  Develop his/her own skills and expertise in a professional manner.

· In addition to all the responsibilities listed above, all employees must be flexible in their approach and undertake other duties that are commensurate with post holder’s level, wherever they may be, to achieve the objectives of the Directorate.

· To represent the Council and Directorate in a professional manner meeting the Corporate and Directorate aims.  To comply with Directorate and Corporate policies.

· To comply with the council’s financial regulation and standing orders

· To actively promote Dudley’s commitment to safeguarding and promoting the welfare of children, young people and vulnerable adults at a level appropriate to this group.

· Employees must comply with health and safety legislation and will be required to comply with the Council’s Health and Safety Policies. All employees must ensure that they take reasonable care of their own health and safety as well as the health and safety of any person that is affected by their actions. 

· To be responsible for adhering to legislative requirements and Council Policies and Procedures including, but not exclusively health & safety, Data Protection and Internet/Email use.


	
	

	Special Conditions
	This post is subject to the DBS/CRB checking process (delete if not applicable)

Driving Licence will be subject to checking with the DVLA and is essential to the role alongside having use of a vehicle.  It is a council requirement to have Business Use Car Insurance and a valid MOT certificate (For cars over 3 years old)  

	
	

	Car Allowance
	Mileage

	
	

	Prepared By
(Section/Mgr)
	Nicola Boerm-Hammond


	
	

	Review Date 
	January 2026











Person Specification
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	Job Title
	Community Alarm Officer 24/7
	Directorate
	DACHS

	
	
	
	

	Post Number
	DAC100
	Division
	Access & Prevention

	
	
	
	

	Grade
	7
	Salary
	SCP 18
	Section
	Dudley Telecare Service

	
	
	
	
	
	

	Criteria (Essential)
	Assessment By

	
	
	Application
	Interview
	Test

	
	
	✔
	✔
	✔

	Experience
	
	
	
	

	· Experience of working within a role with fluctuating priorities and demands
	· 
	✔
	✔
	

	· Proven experience from a service users perspective of telecommunications and IT systems.
	
	✔
	✔
	

	· Proven working experience within a service dedicated to support/care for vulnerable adults
	
	✔
	✔
	

	· Experience of working in partnership with other agencies and the community
	
	✔
	✔
	

	· Awareness of safeguarding
	
	✔
	✔
	

	
	
	
	
	

	Qualifications / Training
	
	
	
	

	· Good standard of basic education – i.e. qualifications to GCSE ‘O’ level standard.
	
	✔
	

	

	· Hold or be prepared to study for; relevant NVQ qualification in community alarm/contact centre operations or customer service
	
	✔
	✔
	

	· Be able to undertake all necessary training to fulfil job role
	
	✔
	✔
	

	
	
	
	
	

	Practical Skills
	
	
	
	

	· A commitment to providing a good quality Telecare and falls
           response service according to the standards of professional
           practice outlined within the TEC Services Association
     framework.
	
	✔
	✔
	

	· Good Inter-personal Skills
	
	✔
	✔
	

	· Problem Solver
	
	
	✔
	

	· Team Player
	
	✔
	✔
	

	· Keyboard Skills: Experience of working with Window based 
      Packages 
	
	✔
	✔
	

	· Analytical skills
	
	✔
	✔
	

	· Ability to drive, hold a clean licence and have use of a vehicle for work purposes.
	
	✔
	✔
	

	· Ability to work with a minimum of supervision and under 
      pressure 
	
	✔
	✔
	

	· Good written and verbal communication skills
	
	✔
	✔
	

	· Ability to follow and deliver policies and procedures
	
	✔
	✔
	

	
	
	

	
	

	Personal Qualities and Attributes
	
	
	
	

	· An empathy and sensitivity towards the needs and aspirations of service users
	
	✔
	✔
	

	· A willingness to respond to challenging and changing environments in a co-operative, flexible, assertive and productive manner
	
	✔
	✔
	

	· Determination to see the task through, and a commitment to the achievement of high-quality service.
	
	✔
	✔
	

	· A caring but firm professional approach to users of the service
	
	✔
	✔
	

	· Must be prepared to work shifts, across a 24/7 pattern, 365 days per year, as part of a team and be able to provide a flexible and committed approach to working hours and shift patterns when requested by team leaders
	
	✔
	✔
	

	· Have initiative, drive and commitment
	
	✔
	✔
	

	· Be reliable and hardworking.
	
	✔
	✔
	

	· Be a clear forward thinker.
	
	✔
	✔
	

	· Ability to motivate and inspire
	
	✔
	✔
	

	· A Knowledge of Equality & Diversity issues
	
	✔
	✔
	

	· Be comfortable working with and embracing new TEC
	
	✔
	✔
	

	

	
	
	
	

	

	Prepared By
	Nicola Boerm-Hammond

	Date
	January 2025
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