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JOB DESCRIPTION
JOB DETAILS
	Job Title

	Mental Health & Wellbeing Practitioner - First Response

	Pay Band


	Band 5

	Division/Directorate


	Mental Health

	Department

	Mental Health First Response Service


ORGANISATIONAL ARRANGEMENTS
	Managerially Accountable to:


	     

	Reports to: Name Line Manager


	     

	Professionally Responsible to:


	     


THE CORE PRINCIPLES OF NHS WALES
	We put patients and users of our services first
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	We reflect on our experiences and learn
	[image: image2.jpg]reflect & learn

KA

We reflect on our
experiences and learn






	We seek to improve our care
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	We work in partnership and as a team
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	We focus on wellbeing and prevention
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	We value all who work for the NHS
	[image: image6.jpg])

We work in partnership
and as a team







JOB SUMMARY

	This post is a key role within the 24/7 Mental Health First Response service and will be the first point of contact for people who may require urgent mental health support.

Mental Health & Wellbeing Practitioners provide effective mental health support to people calling the service who may be experiencing a mental health crisis. This may include triage and risk assessments, and brief psychosocial interventions. 
Working via telephone and video calls, Mental Health & Wellbeing Practitioners will provide effective emotional support for people through the use of compassionate conversations and, when appropriate, encourage and guide effective self-management of emotional distress.  

Mental Health & Wellbeing Practitioners will be able to recognise when a person requires more support than is possible to be delivered over the phone, such as a crisis mental health assessment or ongoing support and be confident to make the necessary arrangements to facilitate this with an appropriate registrant, clinician, service or organisation.

Post holders will work with people from different cultural backgrounds and of all ages and should be committed to culturally competent practice and aware of issues relating to equality, diversity and inclusion. 
The post holder will:

· Work within a multidisciplinary mental health care team, with a varying composition. The post holder must be able to communicate effectively and professionally with a range of people, including people in distress, their families and carers, professionals contacting the service and colleagues. 

· Work within a service that provides mental health support 24 hours a day and 7 days a week. The post holder must therefore be flexible with regards to their working hours. 

· Work within a multidisciplinary mental health care team, with a varying composition. The post holder must be able to communicate effectively and professionally with a range of people, including people in distress, their families and carers, professionals contacting the service and colleagues. 

· Understand when it is necessary to escalate the call to a relevant registrant, clinician, service or organisation, and be able to confidently manage the transition in collaboration with the relevant person/people.

· Have access to information regarding local services that people can be introduced to, so that appropriate and continued support is made available where the caller requires more support than can be offered by the Mental Health & Wellbeing Practitioner.
· Be trauma informed and be aware of the social determinants of mental health when developing a support plan with each person accessing the service.



DUTIES/RESPONSIBILITIES

	Planning and Design

The post holder will need to be able to:

· Manage their own workload and prioritise task within a busy and pressured environment. 
· Work well under pressure and use time management and organisational skills to ensure own wellbeing needs are met.

· Understand the processes required for an introduction or warm handover to other local services. 

· Ensure that any concerns relating to workload are communicated to their line manager.

· Be able to work dynamically and adapt to change.

Improvement and Monitoring

The post holder will be the first point of contact for people experiencing a mental health crisis or emotional distress. It will be necessary for the post holder to be able to use their analytical and judgment skills to ensure people receive the appropriate support. The post holder will therefore need to:
· Work on their own initiative in terms of gaining an understanding of the needs of people over the telephone.
· Accurately read and interpret relevant organisation and service delivery documents, policies and procedures.

· Ensure that individual calls and any follow up support is delivered in a timely, effective and integrated manner. 

· Take a holistic approach to each call, using own judgement to explore social factors that could be contributing to, or causing, the current crisis. 
· Be alert to any safeguarding concerns and raise this via the appropriate channels. 

· Based on caller information decide which is the most appropriate pathway.
All members of the team will be involved in the development of the service and implementation of new ideas. Therefore, the post holder will be expected to:

· Ensure all necessary data collection is completed to allow for monitoring of the service and service development.

· Ensure knowledge of policies and procedures is up to date.

· Propose changes to practices and procedures where necessary.

· Contribute to the development of the service, including taking part in service change planning. 

· Where possible, gather feedback from people using the service to help in service development and improvement. 

· Undertake regular audits in order to utilise research-based practice and develop a person centred approach in the assessment and treatment of needs 

· To promote and engage in local and regional research, in order to offer the best service possible. 

· Undertake audit and support audit work in the team as necessary.

Communications

Communicate compassionately with people making appropriate and collaborative decisions about support and care needs from the information provided.
Provide and receive complex and sensitive information about people’s mental health, wellbeing, and social circumstances. 

Adapt communication style and methods where there may be barriers to understanding or access.  

Provide advice and guidance on mental health and wellbeing concerns which may be challenged by the caller.  
Clearly communicate and agree appropriate next steps with the person. 

Be able to quickly develop rapport and therapeutic relationship with callers. 

Support warm handover or appropriate signposting for people with their permission. 

Communicate with colleagues working in the Mental Health First Response Service, wider health and social care colleagues, third sector colleagues and colleagues within the emergency services. 
Establish and maintain professional boundaries.
Demonstrate a non-judgmental approach at all times.
Clinical

Provide initial risk and mental health and wellbeing triage assessment, formulation for people who may be presenting with mental health and wellbeing concerns. 

Undertake triage assessments, based on latest empirical evidence and compliant with local policies and procedures. 

Working via telephone, Mental Health & Wellbeing Practitioners will use their knowledge, experience and training to provide a validating response to people in mental health crisis or experiencing emotional distress. 

Using a range of brief interventions, Mental Health & Wellbeing Practitioners empower people, carers and families to manage distress and crisis effectively. 

Escalate the call to an appropriate registrant, clinician, service or organisation where required, and where the needs of the caller cannot be met during the call. 

Champion people’s rights, including dignity, equality, diversity, choice and respect. 

Act as the people and relatives' advocate, including in situations where there are barriers to the person accessing services. 

Work autonomously while guided by standard procedures and good practice.

Have an understanding of the standards and results that are to be achieved within the service.

Manage and prioritise own workload, whilst working independently and using own initiative.

Take responsibility for own actions. 

Make decisions based on caller assessments
Finance and Budget

Demonstrate an understanding of the resource implications of decision making.
Use available resources effectively, ensuring adherence to financial control procedures.
Responsible for the care and safe use of office equipment and security of office premises, reporting faults/failures to responsible person.

Staffing and Training

Train new staff in activities, processes and procedures when required.

Play an active role in the induction process of new members of the team.

Participate in self-development to continually improve performance and undertake development activities that are identified.

Attend supervision on a regular basis as agreed with Manager/Clinical lead.

Take responsibility for asking for support when needed.

Participate in an annual Personal Appraisal Development Review.

Keep up to date all records in relation to Continuing Professional Development and ensure personal development plan maintains up to date specialist knowledge of latest theoretical and service delivery models/developments.

Digital and Information

Standard keyboard skills required for completing reports, documents, data entry, manipulation from databases and using online media.

There is a requirement for substantial periods of time to be spent sitting, concentrating and accessing a computer.
The post holder will be required to have a sound working knowledge of the local systems which will include: 

· The Adastra system to access calls and record data. 
· Analysis of call outcomes as directed, using appropriate IT programmes.

· Safety-planning and record-keeping systems

· Fire and emergency procedures.

· Clinical and managerial policy relevant to the clinical area.

· Health and safety policy relevant to the clinical area.

· Infection control policies and guidance.

· Data Protection and Freedom of Information.

Effort and Environmental

Use of display screen equipment and sitting in a restricted position when using the computer and VDU equipment - Inputting at a keyboard, wearing a telephone headset daily.
Maintain frequent levels of concentration daily.

Concentration for listening to and assessing people - Reacting to patient demand daily.

There is the potential for verbal abuse from people.

Communicating with distressed/anxious/worried people /relatives which may include people at risk of self-harm, suicide, neglect, deprivation, abuse, chronic physical illness, and loss and bereavement frequently.

Working in an open plan office environment.

Use of VDU
Requirement to travel to other Health Board sites and those of partner organisations.



PERSON SPECIFICATION
	ATTRIBUTES
	ESSENTIAL
	DESIRABLE
	METHOD OF

ASSESSMENT

	Qualifications

and/or Knowledge


	Educated to degree level standard or equivalent level of experience.
Evidence of Continuing Professional Development in an area of mental health or supporting people field.

Awareness of social determinants of mental health and wellbeing.

An understanding of common mental health and neurodevelopmental conditions. 

A good understanding of the barriers and challenges that people with serious mental health issues face.

Must have some understanding of the issues affecting people from black and ethnic minority communities, and those with other protected characteristics.

Must have a good understanding of the impact of stigma and discrimination.

	An understanding of commonly occurring mental health conditions. 

An understanding of the services that are available within the area to support people who may present in mental health crisis.

An understanding of the need to use evidence-based psychosocial interventions.


	Application form and pre-employment checks

	Experience


	Experience of providing mental health or wellbeing support to people.

Experience of working autonomously and using own initiative.

Experience of prioritising tasks within a busy and pressured environment. 

Experience of utilising evidenced based psychosocial interventions.

Experience of working within a multi-disciplinary team, and/or collaboratively with other organisations/agencies. 


	Experience of providing mental health and wellbeing support to people in mental health crisis or experiencing emotional distress.

Experience of providing telephone assessment/support.

Experience working in a service where agreed targets are in place, demonstrating clinical outcomes.

Evidence of working in the local community.

Experience of working in NHS Primary Care Services/mental health settings/ care homes/ in-patient services.


	Application form and interview

	Aptitude and

Abilities


	Able to adapt skills to working remotely (i.e. via telephone/video calls).

To be reflective and self-aware whilst working with people.

To work well within a team and foster good working relationships.

To develop positive therapeutic relationships with people experiencing mental health issues.

Strong and adaptable communication skills to suit varying environments and situations (written and verbal).

Ability to think laterally and prioritise effectively.

Able to demonstrate commitment to high quality care and service provision.

High level of analytical and judgement skills. 

Assertiveness skills. 

Ability to work without direct supervision. 

Competent assessment and/or support skills.

Excellent telephone and IT skills.

Ability to communicate and work in settings in which the atmosphere may be highly emotive.

Ability to recognise own wellbeing needs and utilise skills to ensure wellbeing needs are met. 

	Ability to speak Welsh.

Knowledge of NHS policies, procedures and guidelines.

Knowledge of outcome measures and their use in clinical audit.

Ability to work effectively with interpreters.

Knowledge of different mental health models and research/evident based treatment.

Competent in assessment of risk.

Ability to work independently within the boundaries of clinical supervision.

Ability to appropriately challenge and resolve conflict.
	Interview

	Other


	Willingness to be flexible with working hours to cover a 24/7 shift pattern.

	
	

	GENERAL REQUIREMENTS

Include those relevant to the post requirements

· Values:  All employees of the Health Board are required to demonstrate and embed the Values and Behaviour Statements in order for them to become an integral part of the post holder’s working life and to embed the principles into the culture of the organisation.

· Registered Health Professional:  All employees who are required to register with a professional body, to enable them to practice within their profession, are required to comply with their code of conduct and requirements of their professional registration. 

· Healthcare Support Workers:  Healthcare Support Workers make a valuable and important contribution to the delivery of highquality healthcare.  The national Code of Conduct for NHS Wales describes the standards of conduct, behaviour and attitude required of all Healthcare Support Workers employed within NHS Wales.  Health Care Support Workers are responsible, and have a duty of care, to ensure their conduct does not fall below the standards detailed in the Code and that no act or omission on their part harms the safety and wellbeing of service users and the public, whilst in their care.
· Competence:  At no time should the post holder work outside their defined level of competence.  If there are concerns regarding this, the post holder should immediately discuss them with their Manager/Supervisor.  Employees have a responsibility to inform their Manager/Supervisor if they doubt their own competence to perform a duty.

·  Learning and Development: All staff must undertake induction/orientation projects at Corporate and Departmental level and must ensure that any statutory/mandatory training requirements are current and up to date.  Where considered appropriate, staff are required to demonstrate evidence of continuing professional development. 
· Performance Appraisal: We are committed to developing our staff and you are responsible for participating in an Annual Performance Development Review of the post.  

· Health & Safety:  All employees of the organisation have a statutory duty of care for their own personal safety and that of others who may be affected by their acts or omissions.  The post holder is required to co-operate with management to enable the organisation to meet its own legal duties and to report any hazardous situations or defective equipment.  The post holder must adhere to the organisation’s Risk Management, Health and Safety and associate policies.

· Risk Management:  It is a standard element of the role and responsibility of all staff of the organisation that they fulfil a proactive role towards the management of risk in all of their actions.  This entails the risk assessment of all situations, the taking of appropriate actions and reporting of all incidents, near misses and hazards.

· Welsh Language:  All employees must perform their duties in strict compliance with the requirements of their organization’s Welsh Language Scheme and take every opportunity to promote the Welsh language in their dealings with the public.

· Information Governance:  The post holder must at all times be aware of the importance of maintaining confidentiality and security of information gained during the course of their duties.  This will in many cases include access to personal information relating to service users.  

· Data Protection:  The post holder must treat all information, whether corporate, staff or patient information, in a discreet and confidential manner in accordance with the provisions of the General Data Protection Legislation and Organisational Policy.  Any breach of such confidentiality is considered a serious disciplinary offence, which is liable to dismissal and / or prosecution under current statutory legislation and the HB or Trust Disciplinary Policy.

· Records Management:  As an employee of this organisation, the post holder is legally responsible for
all records that they gather, create or use as part of their work within the organisation (including

patient health, staff health or injury, financial, personal and administrative), whether paper based or

on computer.  All such records are considered public records and the post holder has a legal duty of confidence to service users (even after an employee has left the organisation).  The post holder should consult their manager if they have any doubt as to the correct management of records with which they work.
· Equality and Human Rights:  The Public Sector Equality Duty in Wales places a positive duty on the HB/Trust to promote equality for people with protected characteristics, both as an employer and as a provider of public services.  There are nine protected characteristics: age; disability; gender reassignment; marriage and civil partnership; pregnancy and maternity; race; religion or belief; sex and sexual orientation.  The HB/Trust is committed to ensuring that no job applicant or employee receives less favour-able treatment of any of the above grounds.  To this end, the organisation has an Equality Policy and it is for each employee to contribute to its success.

· Dignity at Work:  The organisation condemns all forms of bullying and harassment and is actively seeking to promote a workplace where employees are treated fairly and with dignity and respect.  All staff are requested to report any form of bullying and harassment to their Line Manager or to any Director of the organisation.  Any inappropriate behaviour inside the workplace will not be tolerated and will be treated as a serious matter under the HB/Trust Disciplinary Policy.
· DBS Disclosure Check:  The post holder does not require a DBS Disclosure Check. 

· Safeguarding Children and Adults at Risk:  The organisation is committed to safeguarding children and adults at risk.  All staff must therefore attend Safeguarding Children & Adult training and be aware of their responsibilities under the All Wales Procedures.

· Infection Control:  The organisation is committed to meet its obligations to minimise infections.

All staff are responsible for protecting and safeguarding patients, service users, visitors and employees against the risk of acquiring healthcare associated infections.  This responsibility includes being aware

of the content of and consistently observing Health Board/Trust Infection Prevention & Control Policies and Procedures.

· No Smoking: To give all patients, visitors and staff the best chance to be healthy, all Health Board/Trust sites, including buildings and grounds, are smoke free.

· Flexibility Statement:  The duties of the post are outlined in this Job Description and Person Specification and may be changed by mutual agreement from time to time.




CAJE REFERENCE: 	CYM/WALES/2022/0013


APPROVED:		23/08/2022		
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