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Our Values  

	 
Our Values shape how we work for the people of Swindon. They guide how we make decisions, how we deliver services and how we work with our communities and partners.

Our Values are:

We SEE – people, not problems – and stay curious to understand their story. 
We HEAR – each other and the people we serve 
We CARE – about our colleagues, our residents and our community 
We ACT – with integrity, accountability and purpose 
We LEARN – from data, feedback and experience so we keep improving

These five values describe the standards we hold ourselves to as a Council, and what residents and partners can expect from us.

The Swindon Commitment 

The Swindon Commitment shows how we bring our Values to life every day, in every role, across all that we do. It turns our Values into practical promises between the Council, our colleagues and the people we serve so we can work together to deliver the best possible services and support.

Created with colleagues from across the organisation, the Swindon Commitment sets out a shared understanding of how we work, lead and behave. Rooted in our five core values, it reflects how we listen to, include and respond to residents, communities and each other.
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Purpose:  

	
Support the delivery of a 24-hour emergency call service for elderly individuals, people with disabilities, and those with chronic health conditions by responding promptly to requests for assistance and coordinating appropriate emergency responses within a 45-minute KPI target, while also providing an integrated falls response service to ensure safe, timely support for vulnerable service users.


	 
Key responsibilities and accountabilities:  

	Key Accountabilities
· Respond promptly to emergency calls, attending service users’ properties as quickly and safely as possible (target within 45 minutes).
· Gain access to properties when required, including arranging specialist contractors if access cannot be achieved.
· Provide emergency assistance, including first aid, CPR and defibrillator use where necessary.
· Assess service users’ condition and coordinate appropriate emergency or welfare responses (e.g. Ambulance, NHS 111, GP, carers, next of kin).
· Support uninjured fallen service users using specialist lifting equipment (e.g. Mangar Elk, Camel cushions, Raizer chair, hoists, slide sheets).
· Conduct routine visits to service users to:
· Check equipment functionality
· Monitor wellbeing and identify changes in health
· Test and resolve equipment faults
· Maintain accurate and confidential service user records in line with data protection requirements.
· Complete reports following emergency visits, including safeguarding, care referrals, and fire risk concerns.
· Promote the Homeline/Telecare service to clients, families, and healthcare professionals.
· Arrange and carry out installation of new systems in council and private properties.
· Conduct service user assessments, collecting personal, medical, and financial information.
· Install and configure telecare equipment, including sensors (e.g. door exit, bed, epilepsy, smoke, PIR).
· Use digital platforms (e.g. cloud systems) to assign and set up equipment.
· Arrange and coordinate removal of equipment no longer required, handling situations sensitively (e.g. following bereavement).
· Assist service users with payment queries and liaise with finance teams to close accounts.
· Install temporary key safes for hospital discharges and process related payments or equipment sales.
· Report general property repairs and signpost residents to other council services.
· Support and assist in training new Homeline Response Officers.
· Identify and refer service users requiring additional support (e.g. mental health, substance misuse, complex needs).
· Participate in multi-agency working, including case conferences and formal proceedings where required.
· Respond to emergencies within sheltered housing schemes, including:
· Fire alarm activations (out of hours)
· Liaison with emergency services on site
· Resetting alarm systems and arranging follow-up works
· Diagnose faults and carry out repairs or replacement of telecare equipment, including during on-call hours.
· Use communication systems (e.g. two-way radios) effectively to coordinate with control room and colleagues.
· Liaise with external agencies including ambulance services, fire and rescue, police, social services, GPs, and safeguarding teams.
· Support implementation and use of new telecare technologies, maintaining technical knowledge of digital systems.
· Assist with hospital discharges by arranging urgent installation of telecare systems and completing assessments.
· Work with management to identify high-risk service users (e.g. frequent falls).
· Monitor and report stock levels of equipment.
· Support delivery of a 24/7 service by covering shifts, absences, and standby duties as required.
· Carry out checks on void council properties and engage new tenants regarding telecare services.
· Undertake shift work, weekend working, and participate in standby rotas.
· Maintain the ability to respond locally (within approximately 20 minutes).
· Drive as required and have access to a vehicle.
· Wear uniform in line with role requirements.
· In accordance with the provisions of the Health & Safety at work Act 1974 and the management of Health & Safety at work regulations 1999 you must take reasonable care so as not to endanger yourself or other persons whilst at work. You must also co-operate with the Council to enable it to comply with its statutory duties for health & safety.  
· You must work in accordance with training or instructions given, make proper use of any personal protective equipment provided and inform your manager of any hazardous situations or risks of 
which you are aware.


Job Scope

	Number and types of jobs managed:

Budget Holder:

Budget Value:

Asset Responsibility:

	N/A

No

N/A

N/A






PERSON SPECIFICATION 
 
	 
Qualifications:  
 
	 
Essential or Desirable 

	 
· Educated to GCSE level or equivalent.

· GCSE at grade C or above in English and Maths.
 
	
E

D

	 
Knowledge and Experience:  
 

	
· Current full UK driving licence 
· Experience of working within a care or telecare sector 
· Experience of dealing with the public in potentially difficult or stressful situations (face-to-face or telephone), including working with elderly individuals (advantageous) 
· Knowledge or experience of Telecare products and systems (advantageous) 
· Experience of accurate record keeping and report writing 
· IT skills including Microsoft Outlook and Excel, and ability to use internal systems (e.g. Jontek, Open Housing, Telealarm Cloud Services – training provided) 
· Experience of two-way radio communication (advantageous) 
· Minimum GCSE English and Mathematics (Grades A–C) 
· First Aid at Work (3-day qualification) or willingness to obtain 
· Experience of manual handling of specialist equipment (e.g. lifting cushions, hoists, slide sheets – training provided) 
· Experience of working with elderly, chronically sick, or vulnerable individuals
· 
	
E
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Aptitudes, Skills and Competencies:  
 

	
· Strong communication skills with the ability to engage effectively with service users, healthcare professionals, next of kin, and public bodies 
· Strong analytical skills 
· Ability to follow complex instruction manuals and procedures 
· Ability to visit service users in their homes 
· Physical capability to climb stairs and safely carry and operate lifting equipment independently 
· Ability to manage and prioritise workload (appointments, servicing, and ad-hoc calls) 
· Ability to identify and refer safeguarding concerns appropriately 
· Confidence to escalate complex faults to specialist contractors 
· Ability to remain calm and composed under pressure, including in emergency or life-threatening situations 
· Capability to make critical, time-sensitive decisions that may be lifesaving 
· Confidence to perform lifesaving interventions (e.g. CPR, use of defibrillator) 
· Judgement in selecting appropriate equipment and approach for complex service user needs (e.g. bariatric support) 
· Emotional resilience, including the ability to respond appropriately in end-of-life situations while continuing professional duties
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Other Key Features of the role 
  
It should be noted that the duties and tasks associate with this post may change from time to time without altering their general character or the level of responsibility entailed.  The above duties and activities associated with this job are neither exclusive nor exhaustive and the job holder may be called upon to carry out other such appropriate duties as may be required within the grading level of the job.  

This role involves working in a high-risk, emotionally demanding 24/7 environment, supporting vulnerable individuals (including those with complex mental health needs), managing challenging or potentially aggressive behaviour, undertaking physically demanding lone working tasks, and maintaining professional responsibilities and service delivery even in critical or distressing situations.
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