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	Client Services Officer - Position Description
CALVARY COMMUNITY CARE


	
Vision Statement
With passion and expertise, to excel in enabling people to live as they choose in the community.

Function
To work within a specified service area, to provide the office/ telephone liaison between clients, care employees, Case Managers and families to ensure that all client care and service requirements/issues are acted on, that all services requests are scheduled, that all actions are communicated to the relevant personnel and that all services are correctly verified when completed.

Responsible To	
The Area Service Coordinator

Criteria
1. Commitment to:
· The organisation’s philosophy of providing responsive, flexible and customer focused services 
· The values of Calvary – hospitality, healing, stewardship & respect
2. Demonstrated empathy and understanding of issues for clients, families, Support Workers and other office personnel.
3. Demonstrated ability to communicate clearly and effectively on all levels, particularly on the telephone and in written communications.
4. Ability to work according to policies and procedures, and varying timeframes.
5. Experience in using computer and software packages, including email, and ability to develop expertise in the client/ scheduling software.

Responsibilities
1. To answer telephone calls, responding, as outlined in procedural manual, to:
I. Service enquiries.
For new/private clients:  If the relevant coordinator or RN is not available, by taking name and address and ensuring the info is passed on promptly for the coordinator to follow up.
For known project/contract clients, to take details and implement service, advising coordinator of referral.
II. Employee enquiries, by ascertaining experience, explaining work conditions, taking details and sending application/letter.
III. Concerns raised by employees/ clients, which may require contacting the Case Manager of an external agency, family or employees scheduled to visit client at later times or may require referral to Service Coordinator for follow up action.
IV. General phone enquiries, passing on messages by Email and taking appropriate action.

2. To ensure all requests for service are scheduled according to organisation policy, by:
I. Assisting the area Service Coordinator in matching clients and appropriately skilled employees.
II. Assisting Support Workers to effectively provide the required service by providing them with sufficient client details, gleaned from the information provided at referral and in seeking further information when this is indicated.
III. Re-scheduling work when regular employees are unavailable.
IV. Ensuring all service schedules are accurate at all times, having regular service plans in place for all clients with regular services.
3. To ensure database is up- to date with client /employee details, and notes regarding interactions with office, from employees.
4. To deal promptly with debtor and pay queries, where action or clarification is required from service delivery employees or by referring to the appropriate person, e g payroll.
5. To know and understand the WHS policy of the organisation and how it applies to self & Support Workers.
6. To provide support to employees, listening, giving feedback and ensuring that all relevant information is transmitted between employees, clients and coordinators.
7. To understand, respect and practice confidentiality in relation to clients, employees and the organisation.  
8. Other administrative duties relating to client service delivery or Support Worker activity as requested by the coordinator.

Quality Responsibilities
1. To follow the organisation policy and procedures regarding quality. 
2. To demonstrate the philosophy of responsive, flexible service provision through scheduling matched employees to clients, on a regular basis for continuity of care and at the clients’ preferred times wherever possible;  negotiating agreed alternative times if not.
3. To have all service and scheduling data accurate and up-to-date, to facilitate timesheet verification, which in turn ensures that employees are correctly paid and are clients correctly invoiced for serviced received.

Development
1. To contribute to the ongoing monitoring and review of quality systems, e.g. emailing Opportunity for Improvement OFI suggestions, ideas to improve documents and processes.
2. To represent the organisation in a positive and responsive manner in all dealings/contacts with internal and external clients.

Liaison
Area Service Coordinator, other area CSOs and Coordinators, Admin employees, Support Workers, Reception, Payroll/Accounts, Clients, Family Members, Case Managers of Projects Purchasing Services.


Authority
To schedule suitably matched Employees with Clients.

Core Duty Understudy
Area Service Coordinator, other CSOs, Admin.




I have read and understood the information in this Position Description and the accompanying WHS Position Description (Office Employees and CSOs WHS Responsibility Statement - Position Description) and agree to comply with its requirements and obligations and confirm that I have no injuries that would prevent me from safely performing the inherent requirements of the position.

	Name:
	
	(please print)

	Signature:
	

	Date:
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