
04.04.2019 Casual  

 

Telecare Operator - Casual 

 
Job Description 

 

Post Telecare Operator - Casual 

 

One ye 

Department 
Mole Valley Life 

 
Salary 
Grade 

 
 

 
Salary Range 

£10.47ph rising up to £11.48 
(including 13% holiday and 
bank holiday pay) once 

training has been completed 
Hours To be agreed Location Park House Leatherhead 

Report To:   Monitoring and Response Operations Manager  
 
 
 
 

  Post Objective 

To answer and to respond promptly and efficiently to all incoming Telecare, emergency and 
monitoring calls. 

 

To provide commitment and support for the work of the Mole Valley LifeTelecare department, 
working as a team player within a busy environment. A positive understanding of the needs 
and circumstances of elderly, disabled and vulnerable people will be a pre-requisite of the job. 

Main Duties 

To carry out normal calls handling duties, including emergency and other monitoring devices, 
out-of- hours and Lone Worker calls, and to deal with them all promptly and in accordance with 
the operating procedures. 

 
To work a shift system that will include day and night shifts, weekends and bank holidays. 
Unless on pre-approved annual leave, the post holder must be available to work on any and 
every shift in accordance with the flexible rota for this post. 

 
To share with other Operators the duty to maintain up-to-date and accurate supporting data 
relating to Telecare clients and to input paperwork and computer updates promptly upon 
receipt. Undertake document imaging processing for client records. 

 
To provide alternative cover for staff shift shortages, including the Telecare Assistant’s 
duties, to maintain the efficient running of the service. 

 

To read promptly, and immediately implement, all new or updated operating procedures to 
ensure a consistent standard is maintained by all Operators. Be mindful of any exceptions to 
the written procedures and those specific to corporate customers. 

 
To be able to handle installation enquiries on occasions either out of hours or when the 
switchboard / Administration Unit is particularly busy. 

 

To build up and maintain a working knowledge of Telecare equipment, in order to handle all 
calls efficiently and assist with the cleaning and programming of Telecare alarm units. 

 
To undertake all relevant training and similar events, as required, to maintain skills and abilities. 

 

To carry out other duties relevant to the grade and post holder as directed by the 
Monitoring and Response Operations Manager; Head of Department; Mole Valley 
Life Business Development Manager and TECS Business Development Manager. 

 

To be aware of the Council’s policy on Risk Management and to escalate any new, 
emerging or potential risks to the post holder’s line manager. 

 
To ensure that all necessary data is provided in an accurate, reliable and timely manner, and is 
fit for purpose in accordance with the Council’s Data Quality Policy. 
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To work in accordance with the Council’s commitment to provide a healthy and safe working 
environment including the promotion and implementation of health and safety policies and 
procedures 

 

Because of the sensitive nature of the duties of the post, at interview applicants will be asked 
to disclose details of any criminal record. The post is exempt from the Rehabilitation of 
Offenders Act 1974, which means that all convictions, cautions, reprimands and final 
warnings given by the Police need to be disclosed. Enhanced DBS disclosure will be sought 

in the event of a successful application. 
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Telecare Operator Casual 
 
 

Person Specification 

 
 Essential 

 

 
Experience and Knowledge 

 
Experience in a role requiring provision of a high standard of 
customer service to the public 
 
Experience of Call handling using the Jontek or other 
Telecare monitoring system 

 
Proven administrative ability in Microsoft and Outlook. 

 
Education and 
Qualifications 

 

Literacy and numeracy commensurate with the job requirements. 

 
 
 
 
 
 
 
 
 

Skills 

Demonstrate ability to work effectively within a community 
alarm/Telecare environment, which includes calls handling and 
database management. 

 
Able to multi-task efficiently and time manage effectively 

Demonstrate computer literacy, accuracy and attention to detail. 

Excellent telephone skills with clear telephone voice. 

Good communication skills, both written and oral. 
 

Ability to read, understand and apply operational 
procedures consistently. 

 
Demonstrate ability to deliver a high level of customer care. 
Ability to adapt quickly to new technology in a rapidly changing 
environment. 

 
 
 
 

 
Special Aptitudes 

Ability to work on own initiative with minimum supervision and to 
work effectively under pressure 

 

A good team worker with a flexible and adaptable attitude towards 
getting things done, working hours and shift patterns, including 
occasional extra shifts to cover sickness and other leave absences. 

 
Ability to confidently perform duties calmly in emergency situations. 

 
To have a caring and considerate attitude with a Commitment to 
service and performance improvement. 

 
Demonstrates commitment to equality and diversity in both the 
delivery of the function and in relationship with colleagues. 

 
 
 

Job Requirements 

 
Short notice shift arrangement to compliment the needs of the 
service. 

 

To learn the requirements of the Telecare Service Association in 
relation to the function of the Telecare Service. 

 


