

	Role Structure
	Role Details 

	Directorate:
	Children & Young People

	Grade:
	HC

	Location:
	Hereford

	Responsible to:
	Experts at Hand Programme Lead


Job Description
Experts at Hand Coordinator
Additional Needs Service
	


Main purpose of the role

The Experts at Hand Access and Co-ordination Officer will act as the first point of contact for schools and settings seeking support through the Experts at Hand offer. The post holder will provide a clear route into the service by receiving, recording, triaging and tracking requests for support, and by linking schools with the most appropriate specialist team or pathway. 
 
The role is a co-ordination and navigation role. The post holder will not deliver support directly to children or young people but will act as the conduit between schools and the Experts at Hand service, supporting timely communication, effective information sharing and clear follow-up.

The post holder will maintain close functional links with the Educational Psychology Team, Speech and Language Therapy Team and Occupational Therapy Team, as well as wider SEND and inclusion services. They will support the day-to-day operation of the offer, maintain accurate records and contribute to monitoring, reporting and service improvement so that the offer remains accessible, responsive and focused on early support for children and young people. 

	Key Duties and Responsibilities
	Frequency of Task

	Act as the first point of contact for schools and settings requesting access to the Experts at Hand offer. 
	Daily 

	Provide clear information about the purpose of the offer, access routes, likely next steps and expected timescales. 
	Daily 

	Handle enquiries professionally and sensitively, including those involving confidential or sensitive information. 
	Daily 

	Receive, acknowledge, log and track requests for Experts at Hand support using agreed systems and processes.
	Daily 

	Gather relevant information from schools to support triage and ensure requests are complete before they are considered by specialist colleagues.
	Daily 

	Co-ordinate triage arrangements and direct requests to the appropriate pathway or professional group, including educational psychology, speech and language therapy, occupational therapy or specialist teaching support.
	Daily 

	Ensure decisions, actions and outcomes are recorded clearly and consistently.
	Daily 

	Maintain close functional links with the Educational Psychology Team, Speech and Language Therapy Team and Occupational Therapy Team.
	Daily 

	Support effective communication between schools and specialist teams without undertaking specialist assessment, advice or intervention directly.
	Daily 

	Monitor the progress of requests and follow up with schools and professionals where required to reduce avoidable delay or gaps in communication.
	Daily 

	Keep schools informed of next steps and any further information required.
	Daily 

	Maintain accurate service data, including levels of demand, types of support requested, response times, outcomes and emerging themes. 
	Daily 

	Support preparation of management information, monitoring reports and updates for service leads.
	Monthly

	Support publication and maintenance of clear school-facing information about the Experts at Hand offer, including guidance, forms, website content and communication updates.
	Monthly

	Assist with briefings, webinars, meetings or information sessions for schools and partners.
	Termly 

	Gather feedback from schools, settings and partners to support review and improvement of the access and co-ordination process. 
	Monthly

	Identify recurring issues, barriers or gaps and suggest practical improvements.
	Daily 

	Work with managers and service leads to support quality assurance, governance and reporting arrangements for the Experts at Hand offer. 
	Daily 

	Contribute to the development of templates, processes and standard operating arrangements.
	Daily 

	Build and maintain positive working relationships with schools, settings, council colleagues, health partners and other stakeholders. 
	Daily 

	Work in a calm, organised, inclusive and solution-focused way, managing competing demands and deadlines. 
	Daily 

	Comply with council policies and procedures, including safeguarding, data protection, equality, health and safety and information governance.
	Daily

	Undertake mandatory training and any other duties reasonably commensurate with the grade and purpose of the role.
	As required
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Person Specification


	Requirements
	Essential or   Desirable
	Identified by

A – Application I – Interview

	Qualifications and Training

	Good standard of education, including English and maths at GCSE grade C/4 or above, or equivalent relevant experience.
	Essential
	A

	Relevant qualification or training in administration, business support or customer service.
	Essential
	A

	Willingness to undertake training in safeguarding, data protection, information governance and local Experts at Hand processes.
	Essential
	A, I

	Understanding of safeguarding responsibilities when working with schools, children, young people and families. 
	Essential
	A, I

	Experience & Knowledge

	Experience of providing effective administrative, co-ordination or customer-facing support in a busy service environment. 
	Essential
	A, I

	Experience of working with schools, education settings, local authority services, health services or SEND/inclusion services.
	Essential
	A, I

	Knowledge of SEND, inclusion and the importance of early help and multi-agency working in education settings. 
	Essential
	A, I

	Experience of using systems to record information, track actions, produce updates and support service monitoring.
	Essential
	A, I

	Skills and Abilities

	Excellent communication skills, with the ability to respond clearly, calmly and professionally to schools and partners.
	Essential
	A, I

	Strong organisational skills, including the ability to manage competing priorities, deadlines, enquiries and follow-up actions. 
	Essential
	A, I

	Ability to work collaboratively with specialist teams while maintaining appropriate boundaries and not giving specialist advice outside the role.
	Essential
	A, I

	Good attention to detail, accurate record keeping and confident use of Microsoft Office or similar digital systems. 
	Essential
	A, I

	Have an organised and flexible approach to your work
	Essential
	A, I

	Maintain high levels of confidentiality and ensure high standards of record management in line with policies and procedures
	Essential
	A, I




All council staff have a duty to promote the welfare of children, young people, and adults with care and support needs at risk of abuse and neglect who cannot take steps to protect themselves. Ensuring you attend mandated safeguarding children and safeguarding adults training to enable you to recognise the concerning behaviour, know how to talk about it, and consent/duty to share information effectively. You will also learn about the legalities and procedures the social care staff can take.



Our Values and Behaviours

The council’s THRIVE core values are our guiding principles and beliefs that shape our culture and behaviour within the council. ​They help us to achieve our Council Plan vision “do our best for Herefordshire” acting as our DNA and the “way that we do things around here”.  We expect all colleagues to act as a role model by living our values and setting an example for others.  ​Our values strive to promote a thriving workforce by fostering a culture of trust, being honest and responsible, inclusive, valuing people and resources and leading with empathy. 

Trust - Developing and maintaining relationships based on a culture of transparency and open communication. Supported by integrity and the confidence that you are reliable and fulfil commitments.
Honesty - Demonstrating truthfulness, integrity, and transparency in all communications, decisions, and relationships. Being trustworthy, reliable, and accountable for your actions. Acting with sincerity and fairness, even in challenging situations.
Responsibility - Taking ownership of individual and collective actions, decisions, and delivering on commitments. Being reliable, fulfilling obligations and being accountable for outcomes and results. Proactively contributing to the achievement of your own, the team and council goals.
Inclusivity - Embracing diversity, equity and inclusion by recognising and valuing the unique perspectives, backgrounds and experiences of our staff, customers and residents. Creating an environment where every individual is valued, respected and can belong.
Value - Upholding high standards, ethics and integrity to guide our actions and decisions. Demonstrating commitment to creating and delivering value in our work by recognising and appreciating each other, our resources, processes, customers, community and environment.
Empathy - Demonstrating a genuine and caring understanding of others' feelings, perspectives, and experiences. Listening attentively, acting with compassion, supporting with respect and kindness and considering the impact of our actions on others.
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