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Care Systems Support Officer
Grade 5

About the Service

The structure of Health and Care provides a clear focus on 3 defined
areas of

work:

1. Public Health and Prevention

2. Adult Social Work and Safeguarding

3. Care Commissioning

About the Role

The Care Systems Team provides technical, business advice and
guidance, maintenance and development of systems that support
staff who deliver social care services to vulnerable people in
Staffordshire. The role includes assisting with system testing, system
configuration and development, service desk support, and advice
and support to front line practitioners. It underpins;

¢ All frontline service delivery including case management for
practitioners, including social workers, OT’s, rehabilitation officers,
financial assessors and many more

e Functionality to keep information about our customers and the
services they receive

¢ All aspects of financial assessment, payment of personal budgets,
direct payments and commissioned services and billing for customer
contributions and income.

e Performance management reporting, including statutory and local
management information across social care

e The personalization agenda, giving citizens greater control over
their support

&
P

D2 disability GIINYI:F ==
Job ID: 80062381/G05/CAS |ij‘;:'§°i _=_

i



CFP

County Council

Reporting Relationships:

Responsible to: Care Systems Development Officer
Responsible for: N/A

Key Accountabilities:

This post will work across Staffordshire County Council (SCC) and
associated external partner organisations. They will be primarily
responsible for assisting the Care Systems Development Officers in
supporting the Adult’s and Children’s Services on the development and
management of the CareDirector system and other social care systems.The
CareDirector system will have 2600+ users across adults and children’s
services providing services both within SCC and in partner organisations
delivering commissioned services. The post holder will work within one of
the team's specialist areas:

1. Practitioner Support - Focus will be on understanding service
areas business processes; service demands and the practitioner/end
user’s job role within either adults or children’s social care.

2. Technical Support — Focus will be on realizing changes specified by
service areas or practitioner support, carrying out changes to system
configuration, forms development by utilizing technical skills.

3. Service Desk - Focus will be on providing first-line support to
system users by answering their calls, logging enquiries and
providing immediate resolution to day-to-day support issues.

4. Testing and Release Management - Focus will be on developing
test scripts, carrying out testing of changes, fixes or releases and
ensuring that accurate records of the outcomes from testing are
maintained.

The post holder will be responsible for:

1. Day to day support call resolution. This will involve being part of
the Service Desk support or second line support, to resolve queries
and offer advice and guidance to system users either on site or via
telephone enquiries.

2. Day to day maintenance of roles/authorisations/system access in

CareDirector including securing cases.
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3. Day to day allocation of licenses and creation of user IDs and the
maintenance of associated records.

4. To undertake the maintenance and updating of master data.

5. To undertake a range of Customer Care duties which will include
responding effectively to enquiries on behalf of the team, answering
general queries appropriate to the team and accurately recording
messages.

6. Servicing of meetings, workshops and events which will include
booking venues, sending out invitations, attending and minute
taking, and the subsequent production and distribution of reports
within agreed timescales

7. Delivering configuration changes in accordance with approved
change requests.

8. Development of interactive forms for use within the system,
ensuring layout and functionality enables system users to work
efficiently 9. The production of documents to a high standard of
accuracy and presentation using the software provided. This will
include letters, tables, presentations, and training materials.

10.Extracting, filtering and disseminating data for managers to the
business and running scheduled jobs within CareDirector.

11.To assist in the preparation and issue of joining instructions for
courses and booking of venues, equipment, and appropriate training
materials.

12.Production of standard documentation templates and system
preparation for inclusion in CareDirector.

13.Maintain and update the CareDirector Intranet site.

14.Produce robust test scripts to test any changes to the system as
directed by the Testing Coordinator.

15.Conduct accurate testing of any changes.

16.Undertake unit and end user testing of new
functionality/configuration.

17.The post holder will be required to work normal office hours to

ensure an effective service is offered to system users
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and evenings and weekends on some occasions to provide
maintenance and upgrades to systems outside normal working hours

18.Any other duties commensurate with the grading of the post.

Person Specification
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Qualifications/Professional membership
e GCSE English or equivalent, NVQ II in Business Admin or equivalent,
An IT qualification equivalent to the competency level of ECDL

Knowledge and Experience
e Experience in understanding and helping to resolve problems
e Previous knowledge and experience of using a social care /
management system
Experience in using computer-based information systems
Experience using Microsoft Office or equivalent software Package
Working within a team, preferably in an office environment
Knowledge of good practice in office systems and procedures
Understanding of adult’s and children’s social care and health services
and the challenges they face
Skills
e Demonstrate accurate numerical skills required to process
financial documents
e Time management skills with an ability to work under pressure
to meet deadlines and prioritise competing work tasks
e Demonstrate good written, oral and interpersonal skills as this
post will involve working with all levels of staff across a range
of organisations and service areas
e The ability to undertake a number of areas of work to ensure a
multi-skilled team
¢ Commitment to excellent customer service and the
achievement of high quality standards
e Flexible approach - demonstrating ability to respond positively
to changes in allocation of work at short notice (examples
should be given in supporting statement)
e A commitment to Equal Opportunities and Anti-Discriminatory
practice and to work with a diverse customer base.
e It is anticipated that all employees will have a commitment to
further training and development commensurate with their
grade

This post is desighated as a Casual Car user
The content of this Job Description and Person Specification will be
reviewed on a regular basis.
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