POSITION DESCRIPTION


	POSITION TITLE:
	Dispatch Coordinator

	LOCATION:
	Remote 

	REPORTS TO:
	Dispatch Team Lead

	DIRECT REPORTS:
	None





PURPOSE: The Dispatch Coordinator plays a vital role in ensuring SPCA’s frontline enforcement and animal welfare services are delivered with speed, accuracy, and compassion. As the central hub for case coordination, this role directly supports the Inspectorate by managing incoming complaints, supporting dispatching field staff, and maintaining real-time communication across teams.
By enabling efficient response times and seamless operational flow, the Dispatch Coordinator helps ensure that animals in distress receive timely intervention and that communities experience a responsive, professional service. The role also contributes to public trust and organisational effectiveness by maintaining high standards of customer service, data accuracy, and safety oversight.
This position is essential to SPCA’s mission, acting as the operational heartbeat that connects people, systems, and services to protect animals and support the communities we serve.


	KEY ACCOUNTABILITIES:
	KEY RESPONSIBILITIES:

	1. Dispatch Coordination & Field Support
	· Triage, coordinate and build dispatch cases for Regional Manager to assign to field staff based on urgency, location, and availability.
· Monitor Inspector check-in/out procedures and ensure safety tracking systems are followed.
· Act as the central communication point for field teams, ensuring timely updates and support.

	2.  Administrative & Operational Support
	· Provide administrative support to Inspectorate leadership, including rostering and scheduling.
· Assist with asset coordination, fleet maintenance, and supply management.
· Maintain accurate records of operational logistics and resource usage.

	3.  Customer Service & Public Interaction
	· Respond to incoming calls and messages with professionalism, empathy, and clarity.
· Manage high-emotion interactions and complaints, ensuring respectful communication.
· Triage public enquiries and escalate urgent matters to appropriate personnel.



	
	

	4. Information Management & Data Entry
	· Accurately enter and process welfare complaints and inspection reports into internal systems.
· Review data for completeness and accuracy, contributing to case quality assurance.
· Maintain and update internal databases and documentation.

	5.  Quality Assurance & Feedback Loops
	· Monitor welfare call-taking quality and liaise with the external call centre for consistency.
· Provide feedback to improve note-writing and information accuracy.
· Escalate documentation or communication concerns to Inspectorate leadership.

	6.  Communication & Liaison
	· Serve as the link between dispatch, field staff, Inspectorate leaders, and other departments.
· Maintain effective relationships with external partners such as vet clinics and councils.
· Ensure timely and accurate information exchange across all stakeholders.

	7.  Technology & Systems Proficiency
	· Use Microsoft Office, CRM platforms, and internal systems to support dispatch operations.
· Operate call, tracking, and reporting tools efficiently and accurately.
· Troubleshoot basic system issues and escalate technical concerns as needed.

	8.  Report Generation & Documentation
	· Produce operational reports and statistical summaries for Inspectorate review.
· Draft internal communications, notices, and template-based documents professionally.
· Maintain documentation standards and version control for shared resources.

	9. Process Improvement & Project Support
	· Participate in Inspectorate-wide projects and contribute to system development.
· Identify opportunities for administrative and operational process improvements.
· Support implementation and evaluation of new procedures and tools.

	
	



	10. Supports process improvement groups and projects across the organisation to improve organisational performance.
	· Actively participates in these groups and works collaboratively with all members of staff to achieve goals.
· Carries out project work as requested.

	11. Actively contributes to Health & Safety
	· Ensures compliance with the Health and Safety Act 2015 by:
· taking reasonable care of your own health and safety and ensure that you don’t cause harm to others
· complying with all health and safety instructions, policies or procedures, including but not limited to;
· reporting incidents and unsafe practices as soon as they occur
· identifying risks, reporting them and taking appropriate action to mitigate them
· knowledge, and compliance of, emergency procedures
· completing mandatory training within the
required timeframes

	12. Participates as a professional and constructive member of the Animal Services Team
	· Attends team meetings as required.
· Contributes towards the achievement of strategic and operational goals of the SPCA
· Acts professionally and non-judgmentally. Embodies the SPCA values and strives to achieve the SPCA Mission.

	13. Carries out other duties as required from time to time.
	· Provides support and assistance to SPCA events and campaigns as requested.
· Duties and responsibilities described above should not be construed as a complete and exhaustive list as it is not the intention to limit the scope or the functions of the position. Duties and responsibilities can be amended from time to time by the Employer to meet any changing condition.



INTERNAL FUNCTIONAL RELATIONSHIPS:
· Inspectorate field staff (Inspectors, Supervisors, Regional Managers)
· Inspectorate Operations Manager and other leadership roles
· SPCA Centre teams and administrative staff
· SPCA departments including Animal Care, Customer Services, and IT
EXTERNAL FUNCTIONAL RELATIONSHIPS:
· External call centre provider (for welfare call-taking and escalation)
· Veterinary clinics and animal hospitals
· Local councils and regulatory bodies
· Other animal welfare agencies and rescue organisations
· Members of the public and complainants

PERSON SPECIFICATION:
Qualifications and Experience
· Prior experience in dispatch, coordination, or administrative support roles
· Familiarity with animal welfare operations or regulatory environments preferred
· Experience working in high-volume, fast-paced service environments
· Demonstrated ability to manage sensitive information and high-emotion interactions

Skills and Knowledge
· Strong proficiency in Microsoft Office and CRM/data systems
· Skilled in call handling, case tracking, and operational reporting tools
· High accuracy in data entry and information management
· Knowledge of health and safety protocols and monitoring systems
· Understanding of SPCA’s mission and inspectorate functions
Personal Attributes
· Highly organised and detail-oriented
· Proactive, resilient, and able to manage time-critical tasks under pressure
· Professional and empathetic communicator, especially in high-emotion situations
· Always maintains confidentiality and integrity
· Works collaboratively within teams and independently when required
· A commitment to high quality work and professionalism.
· Highly organised with the ability to prioritise, multitask and meet expected deadlines.
· Ability to manage confidential information with responsibility and integrity.
· Ability to manage stress and handle emotional situations while retaining empathy.
· Excellent written and oral communication skills.
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