


LONDON BOROUGH OF LEWISHAM

JOB DESCRIPTION

	Designation:
	MASH Contact Officer (Multi-Agency Safeguarding Hub)

	Grade: SC6

	

	Reports to: 
(Designation)
	Business Support Team Leader 

	Grade:  PO4
	

	Directorate:
	Children and Young People
	Section: Children’s Social Care
	



___________________________________________________________________

	Main Purpose of the job: 

To work as part of a Multi-Agency Safeguarding Hub (MASH) which deals with referrals from professionals and members of the public who have concerns about a child’s welfare and safety. 

To work as part of the MASH and be responsible for supporting social care staff and partners in providing an effective screening, triage and advice service to Lewisham children in need and their families. 
To receive all referrals into the MASH, create contacts and assign these to the appropriate MASH team member.

To complete routine and more complex administrative tasks within the MASH, providing efficient business and administration support to the MASH and partners. 

Summary of Responsibilities and Personal Duties:

· To support the MASH by attending team meetings, MASH meetings and taking minutes as required.

· To screen all referrals to confirm whether parental consent has been obtained and, if not, notify the referrer that the referral will not be accepted without consent or consult with the duty Advanced Practitioner (AP) or Team Manager (TM) for confirmation of whether a contact should be created.

· To create accurate records for children and their families ensuring basic details including names, addresses, contact number, gender, ethnicity, religion, source of referral, parental consent to referral, are recorded.

· To be able to identify calls of a child protection/child in need nature and re-direct those calls to the duty social worker. This may involve alerting the Duty AP or Team Manager promptly when referrals requiring an urgent response are received.

· To maintain the duty phones and efficiently triage or signpost callers to the correct individuals, Team or Service.

· To provide a professional, sensitive and helpful response to young people, family members, professionals and partner agencies over the telephone.

· To answer queries, assessing the urgency of each query, giving detailed information, re-directing service users and professionals as appropriate and referring more complex and urgent issues to the Advanced Practitioner or Duty Manager.

· To support the MASH Team and partners in the provision of a high quality response to service users and professionals as the first point of contact.

· To identify when referrals and notifications into the MASH may not be appropriate and liaise with the duty AP (consistency) or Team Manager.

· To demonstrate clear knowledge and understanding of Corporate and Customer Care issues when practicing good customer relations.

· To have knowledge of the role of social workers and an understanding of why children and families are assessed or request assistance from the department.

· [bookmark: _GoBack]To consider the wider personal, family and environmental context of the presenting problem and in consultation with social workers, determine the appropriate action, for example, referral to a duty social worker or to another service provider. Provide information to families/carers and professionals about relevant resources in the community.

· To reply to requests for information according to agreed timescales and to a high standard (referring more complex queries to the AP or TM). This includes reviewing paper files, IT databases and providing detailed chronologies. These chronologies will be used as part of court reports, home office decisions, and other local authorities completing child protection investigations, Ofsted and assessments from other partner agencies.

· To maintain accurate and relevant computerised records, and undertake administrative duties including demographic enquiries, correspondence and maintenance of office systems.

· To support the organisation of meetings as required by the MASH including room booking where required.

· To book interpretation and translation services as requested (including liaising with provider).

· To develop and maintain strong relationships with partner agencies, such as Health, Education, Police, Housing and others, to ensure an effective resource for the provision of information for the Department and service users.

· To work as part of a multi-agency team and promote an integrated approach to the provision of information and signposting to the correct services.

· To photocopy, scan, collate, print and distribute documents or materials as required. This includes outcome letters to referrers and parents.

· To provide basic and more complex project management support as requested.

· To ensure that highly sensitive and confidential information is dealt with appropriately and the services are delivered in accordance with the Data Protection Act 1998 and the General Data Protection Regulations (GDPR) 2018.

· To work flexibly to provide cover for colleagues as required.

· Occasional work outside core business hours according to service demands.

· Carry out duties with due regard to the Council’s Customer Care, Equal Opportunities, Information Governance, Data Protection, Health and Safety and Safeguarding policies and procedures.

· To keep up to date and have knowledge of the Children Act 1989, the Immigration and Asylum Act 1999, Data protection Act 1998, GDPR 2018, Working Together 2018 and any other legislation relevant to the post.

· To be aware of and comply with policies and procedures relating to safeguarding, child protection, health, safety and security, confidentiality and data protection, reporting all concerns to an appropriate person.

· To maintain familiarity with all relevant procedures relating to administration, data collection, data storage, Health and Safety, HR and Finance.






Internal Contacts: These include maintain contact as necessary with colleagues and managers within the Children’s & Young People’s Division, Adult’s Care Services Division, Resources Division, and Strategy and Performance Division.

External Contacts: This will include Other Directorates within the Council, other Local Authorities, other agencies, such as the police, probation, health services, and members of the public.


To carry out the duties of the post with due regard to the Council’s relevant codes and procedures.

All employees are required to participate in the Performance Evaluation Scheme (PES) and to undertake appropriate training and development identified to enhance their work.

Undertake other duties, commensurate with the grade, as may reasonably be required.

Consideration will be given to restructuring the duties of this post for a disabled postholder


THIS JOB DESCRIPTION MAY NEED TO BE AMENDED BY THE DIRECTORATE TO MEET THE CHANGING NEEDS OF THE SERVICE.





PERSON SPECIFICATION


JOB TITLE: MASH Contact Officer (Multi-Agency Safeguarding Hub)

POST NO:

DEPARTMENT:	CYPS						GRADE:  SC6 

Note to Candidates
The Person Specification is a picture of the skills, knowledge and experience needed to carry out the job.  It has been used to draw up the advert and will also be used in the shortlisting and interview process for this post.

Those categories marked 'S' will be used especially for the purpose of shortlisting.

Please ensure that Equality and Diversity issues are addressed specifically in relation to the role for which you are applying when addressing the requirements of this person specification where appropriate.

If you are a disabled person, but are unable to meet some of the job requirements specifically because of your disability, please address this in your application.  If you meet all the other criteria you will be shortlisted and we will explore jointly with you if there are ways in which the job can be changed to enable you to meet the requirements.

Equality & Diversity
	Awareness of and a commitment to Equality of Access and Opportunity in a diverse community
	S

	Understanding of how equality and diversity relates to this post
	S



Knowledge
	Good working knowledge of the requirements relating to handling sensitive data and information, particularly in relation to the Data Protection Act 1989 & General Data Protection Regulation 2018.
	S

	Good knowledge of Customer service provision.

	S

	Knowledge of the range of services used by children and families.
	S

	Knowledge of child development and understanding of why families may need social services assistance. 

	S

	Detailed Knowledge of relevant legislation and regulations relating to children, Housing, Benefits, Education and other legislation relevant to the role. 

	S

	Excellent understanding of the organisation, management and control of administrative, business support and customer contact processes

	S

	Knowledge of the role of social workers, Police, Health, Education and other relevant partner agencies. 

	S

	Knowledge of innovative and integrated multi-agency practice in the delivery of services for children and families and understanding of the diverse needs of families
	S

	Working knowledge of Health & Safety in the workplace

	


	                                                   

Aptitude
	Ability to effectively communicate with a wide range of people.
	

	Ability to recognise stressful situations for parents.

	

	Ability to effectively develop and implement a wide range of administrative, business support and customer contact processes 

	

	Ability to research information and produce accurate management information in a range of formats.

	

	Ability to work with minimal supervision, planning and organising a varied workload within a changing environment to meet tight deadlines daily

	

	Ability to recognise the limits of own accountability and responsibility and to seek appropriate support, advice and supervision.

	

	Able to maintain discretion with dealing with confidential information

	

	Ability to keep up to date with changes to legislation required for the post.

	



Skills
(Skills can only be used as shortlisting criteria if the skill is to be tested) (To Be Tested – S)		                          

	Ability to research information, analyse data, write clear, literate and appropriate reports and correspondence for a range of readership and to a high standard 

	T

	High level communication skills, to communicate effectively with children and their parents/carers, members of the public, members of the team, other agencies.

	

	Excellent Information Communications Technology skills (ICT) including ability to use spreadsheets, databases, word processing and maintain accurate records.

	

	Confident user of core business ICT systems (including but not limited to 
LCS/ EHM /LAS and Microsoft packages)

	

	Highly developed customer care skills, including an ability to deal sensitively with a wide range of customers and maintain good relationships with internal or external partners (within the public, private and voluntary sectors)
	

	Ability to work efficiently and effectively as a member of a multi-agency team

	

	Excellent verbal and written communication skills with a good standard of numeracy 

	T

	Ability to recognise the signs that a child may be at risk of significant harm

	

	Highly developed organisational and time management skills  

	





Experience
	Good demonstrable experience of providing a high-quality and comprehensive administrative service, delivering core business processes to agreed performance standards

	S

	Good demonstrable experience of dealing with the public face to face, by telephone and via web enquiries.

	S

	Experience in working within a pressurised environment, prioritising and organising conflicting workloads

	S

	Experience of working within a team

	

	Good demonstrable experience in handling contentious and confidential issues in an effective manner

	S

	Experience of working on own initiative, but identifying when it is necessary to seek advice or refer on to a senior officer any highly complex or contentious issues

	

	Experience of working with children and families
	S

	Experience of liaising effectively with both statutory and non-statutory agencies

	

	Experience of working with people from a diverse range of backgrounds
	S

	Experience of working with more than one sector, e.g. statutory, voluntary/community, private
	S



General Education
	Good standard of general education
	



Personal Qualities
	Flexible approach to meeting the needs of the service and a willingness to learn new skills

	

	Responsive and customer-focused attitude to work

	

	Approachable and supportive to colleagues

	

	Patience, receptive and creative

	

	Excellent interpersonal skills

	

	Able to deal with conflict/criticism in a professional manner.

	

	Self-motivated and ability to motivate others

	



Circumstances
	Ability to work outside normal office hours when required to meet service demands.
	






DBS Disclosure Required?      No                                Basic                           Enhanced                  x




(Tick as appropriate – guidance available from your HR Advisor)

Physical
· Meet the Council’s physical medical fitness and attendance requirements.



Equal Opportunities:

· Understanding of and commitment to the Council’s Equal Opportunities policies.
· Ability to identify specific contributions which this post might make to the Council’s Equal Opportunities policies.



If you are a disabled person, but you are unable to meet some of the job requirements specifically because of your disability, please address this in your application.  If you meet all the other criteria you will be short-listed and we will explore jointly with you if there are ways in which the job can be changed to enable you to meet the requirements.

