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	Job Title:
	Family Information Service Officer


	Department:
	Early Help and Prevention


	Directorate:
	Children & Families 



	Grade: 
	7

	Post no.:
	

	Location:
	PH, Children Centre’s within a Locality and across the borough




	
	
	



	Role reports to:
	Manager, Family Information Service (FIS)

	Direct reports:
	n/a

	Indirect reports:
	n/a



Job description
Recruitment practices to safeguard and promote the welfare of children and/or vulnerable adults apply to this post in addition to the requirement to obtain a Disclosure and Barring Service (DBS) check.
Purpose of role
To provide high quality, customer friendly and accurate information and advice on provision for children and young people up to the age of 19 and 25 for children and young people with a disability or additional need to members of Ealing’s communities and to colleagues in the council by phone, in person via email and in community settings. 
 To contribute to the work of the team in ensuring that the service’s information is accurate, up to date, accessible and timely in order to respond to customer needs. 
 To maintain accurate records of customer contacts and enquiries thus enabling the service to report on service delivery and on the needs of communities with regard to childcare and services for children and young people. 
To support the team and colleagues in Planning Commissioning and Partnerships in ensuring that principles of equality and diversity are embedded in the day to day work of the service.
Key accountabilities

· To provide high quality, impartial and responsive customer service to members of Ealing communities through dealing effectively with telephone enquiries, participation in rotas for face to face contact and undertaking surgeries/ outreach work in community venues. 
· To undertake research as needed in order to respond fully to customer enquiries and to share outcomes of research with colleagues in order to improve overall service delivery. 
· To take responsibility for working constructively with customers to resolve concerns and deal with complaints when appropriate. 
· To contribute to the work of the service in delivering on the council’s commitment to equality and diversity through planning and delivery of activities targeting isolated communities and areas of unmet need. 
· To contribute to the updating, development and dissemination of user friendly, up to date and accurate information and publicity in a range of formats (both electronic and paper) to meet customer needs. 
· To maintain positive links with a range of services and agencies to maximise community access to information about childcare and children’s services in the borough. 
· To use a range of IT and manual recording systems to record customer contacts, log enquiries and other key information for use by service managers in planning and reporting on the quality of the service provided. 
· To ensure that services are delivered in line with the Council’s Customer Charter and the FIS Statement of Service. 
· To work with team mates to ensure the smooth running of the service, sharing administrative responsibilities as appropriate including the processing of orders and invoices utilising council systems and procedures, sharing major activities such as large scale mail outs etc. 
· To contribute as a team member working in Planning Commissioning and Partnerships to activities such as major mail outs, events and conferences and activities that promote the work of the sector. 
· To contribute to the planning and delivery of service improvements and the achievement of agreed objectives and measures of success. 
· To undertake other tasks commensurate with the level of the post, which may from time to time be necessary.  This may include occasional evening/out of normal hours working, for example to support the annual Early Years conference
Key performance indicators
· Effective delivery of an impartial and accessible service, in accordance with local and national standards 
· Currency, compliance, quality and accuracy of information, advice and guidance 
· Compliance following council policies and procedures
Key relationships (internal and external)
· Childcare Providers 
· Ofsted 
· Children’s Centres 
· Play Service 
· Extended Services - School Effectiveness  
· Supportive Action for Families in Ealing 0-18 (SAFE)  
· Job Centre Plus 
· HMRC 
· Early Start 
· Ealing Children’s Integrated Response Service (ECIRS) 
· Library Services 
· Schools 
· Parenting  
· Social Care 
· Ealing Service for Children with Additional Needs (ESCAN) 
· Community & Voluntary Services 
· Planning Commissioning and Partnerships 

Authority level

Additional Requirements
· Any other duties appropriate to the post and grade
· The postholder may be required to work flexibly, including outside standard office hours, to effectively respond to the needs of children, families, and the community. This may include early mornings, evenings, and occasional weekends, in line with service demands.	Comment by Dovile Nelson: @Kulsuma Faiz FYI


Person specification

Community and partnership working are essential for all roles as are a commitment to Equality, Diversity and Inclusion and ensuring Health and Safety at Work for everyone working at Ealing Council.
Recruitment practices to safeguard and promote the welfare of children and/or vulnerable adults apply to this post in addition to the requirement to obtain a Disclosure and Barring Service (DBS) check.
[bookmark: _Int_LUzkYIYd]Essential knowledge, skills and abilities
1. Excellent communication skills in order to listen to a diverse range of customers and support them in identifying their needs and requirements and to respond in a positive, impartial and helpful way. 
2. Excellent writing skills in order to prepare clear and accessible information in number of formats for a variety of audiences.  
3. Understanding of and commitment to delivering excellent customer care to all FIS customers. This includes parent/carers, professionals and colleagues. 

4. Understanding of Ealing’s policies on Equality and Diversity together with practical ideas for their implementation in this post. 
5. Excellent IT skills including Word, Excel, databases and information systems. 
6. The ability to work with colleagues in a collaborative and team focused way to support cross-service activities and events. 
7. An understanding of Ealing’s Early Help Assessment and Plan and multi-agency and targeted support. 
8. Knowledge and awareness of SEND Reforms and the Local Offer. 
9. Understanding of the different life issues that may affect families living in the borough and demonstrating a sensitive and supportive approach when responding to their needs. 

Essential qualification(s) and experience
· Experience of working successfully in an environment in which the ability to use personal initiative and take responsibility for day-to-day work activities are essential. 
· Experience of providing information advice and guidance- face to face, via the telephone, email and in the community. 
· Experience of using Microsoft office applications such as Word and Excel, relevant databases and information systems to support day to day work activities. 
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Values and behaviours

	Improved life for residents
	Trustworthy
	Collaborative
	Innovative
	Accountable

	· Is passionate about making Ealing a better place

· Can see and appreciate things from a resident point of view

· Understands what people want and need

· Encourages change to tackle underlying causes or issues
	· Does what they say they will do on time

· Is open and honest

· Treats all people fairly
	· Ambitious and confident in leading partnerships

· Offers to share knowledge and ideas

· Challenges constructively and respectfully listens to feedback

· Overcomes barriers to develop our outcomes for residents
	· Tries out ways to do things better, faster and for less cost

· Brings in ideas from outside to improve performance

· Takes calculated risks to improve outcomes

· Learns from mistakes and failures
	· Encourages all stakeholders to participate in decision making

· Makes things happen

· Acts on feedback to improve performance

· [bookmark: _Int_tfwEa8Yk]Works to high standards
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