NHS GREATER GLASGOW AND CLYDE

JOB DESCRIPTION 

	1. JOB IDENTIFICATION

	Job Title:                                     Waiting List/Admin Manager –Endoscopy Service South Sector
Responsible to:                           Clinical Service Manager 
Departments:                              Endoscopy Specialty
                                                   


	2.  JOB PURPOSE

	This post will be pivotal in ensuring that the administrative and waiting list services supporting the clinical management of endoscopy patients within the South Sector Hospitals is delivered efficiently and effectively.  The post-holder will be responsible for leading and managing the secretarial, clerical and waiting list staff within these sites for the Endoscopy Specialty. The postholder will work directly with the Service Support Manager and ultimately the Clinical Service Managers to support achievement and maintenance of the key performance indicators, Heat Targets and all access targets as transitions are made to the new framework of clinical management. 

Covering up to 13 staff members the post-holder will directly manage staff and waiting lists within the Endoscopy Services. The main areas of responsibility are outlined below 

· Responsible for monitoring and supervising the day-to-day management of inpatient and daycase waiting lists across two hospital sites.   In liaison with the Clinical Service managers co-ordinating patient treatment options through managing wait list initiatives, the transfer of patient treatment/care across various hospitals as necessary.  Linking directly or through other staff with other surgical teams and associated providers in the provision of treatment. The postholder also requires analytical and decision making skills in identifying patients potentially nearing the end of their wait list guarantee time and liaising with the relevant clinicians to ensure that the patient is admitted within the guarantee time.  Where this is not possible, working together with the Clinical Service Manager suggesting and making alternative arrangements/solutions to ensure the patient is admitted within the wait time guarantee.

· Organising and directing staff resources to ensure delivery of administrative outputs within target timescales. Ensuring monitoring mechanisms in place to assess service provision and responding appropriately to areas of pressure.

· To propose, implement and evaluate audit work and assist in business cases for improving the administrative and wait list activity service. 

· The post-holder will be expected to take responsibility and be accountable for their own area of work.  

· Developing and maintaining good working relationships throughout and out with the Directorate is important to the overall success of the South Sector.  Networking with other administrative managers, senior managers and in particular with Lead Health Records staff will contribute to the effective delivery of administrative services. 

· Responsible for the provision of a high quality and cost effective service whilst working within the budgetary provision.  Responsible for budget authorising overtime payments in relation to contracted and bank staff within tight budgetary constraints.

· Training and development of administrative staff.



	3. DIMENSIONS

	Manage and lead up to 13 staff within Surgery and anaesthetics sub directorate, including, medical secretaries, waiting list co-ordinators, ward clerks and temporary administrative staff as required.  Provide leadership and support to the administrative team and Senior Managers regarding the day to day running of the administrative function.

Responsible for the supervision, monitoring and operational management of inpatient and day case wait lists, analysing and interpreting data on an ongoing basis involving highlighting patients who may breach the wait times guarantee, forecast future wait list requirements and providing daily, weekly and monthly managerial reports on the wait list position in line with the Scottish Government wait list targets.  Responsible for problem solving wait list issues ensuring that patients do not breach the wait time guarantee.   Negotiating with senior clinicians / heads of departments to ensure optimal use of theatre resources and that all staff comply with the wait times policy and work to the national wait time guarantee.

Interpreting information on utilisation information and progressing any administrative issues which may contribute to less than optimum provision.

Compile and complete necessary personnel documentation, salaries and wages documentation, including overtime payments, wait list initiative payments, sickness absence, bank staff hours to ensure that staff are appropriately and timeously paid.

The Administrative Manager has a budget responsibility for the administrative staff including utilisation of relief/support/bank staff in areas where additional support is required, administering the delegated budget ensuring that expenditure remains within the agreed administrative budgetary levels.  

Responsible for the redesign of administrative services that will be associated with the changing clinical care delivery within the Ambulatory Care Hospital together with management of the administrative changes that will subsequently be altered at the main inpatient site at GRI. 



	4.  ORGANISATIONAL POSITION

	
                                                                       General Man

                                                                        

                                 


	5.   ROLE OF DEPARTMENT

	The South Sector Theatres, Anaesthetics, Critical care and Endoscopy service sits in the Surgical South sector. The Administrative and Waiting List Manager for Surgical Services will work supporting the Endoscopy service within this set up and will have accountability with regards to waiting lists and staffing it. The management structure comprises the General Managers, Clinical Service Managers, Clinical Director, Lead Clinicians and Lead Nurses. 
· To supervise, monitor and co-ordinate the day to day management of all endoscopy  daycase wait   lists, analysing and interpreting data on a daily basis in line with the Scottish Government wait times guarantee, identifying variances in performance and making recommendations to the senior management team to facilitate decision making and enable appropriate action to be taken.  This involves supervision and monitoring of wait lists across the aforementioned Endoscopy Service. To manipulate the data available on the download to provide trend and summary information required for waiting list assessment by service manager. 
· To ensure full implementation of New Ways Waiting List requirements within the surgical areas, agreeing and securing implementation of revised waiting list management processes to achieve effective waiting list management. 

· Responsible for the production of summary reports from information provided by Information Services to facilitate monitoring of all, outpatient, inpatient and daycase wait list targets.

· Manage a comprehensive range of secretarial and administrative services within the Endoscopy Service. This involves providing an administrative secretarial line management and leadership to the service across different locations within two hospital sites.

· First line management responsibility for disciplinary and grievance matters, initiating investigation, analysing initial findings, deciding whether the matter merits recommendation of formal disciplinary action, making appropriate recommendations to ensure departmental and organisational policies and guidelines are consistently and equitably applied.

· Responsible for the selection and recruitment of all medical secretary and administrative staff from job advert to appointment including maintaining staff personnel records.   Training and development of staff.  Manage staff absence of all administrative staff and refer to Occupational Health where appropriate.

· Performance manage relevant staff to ensure that cancelled operations are rescheduled in accordance with the relevant national standards.

· Project manage specific developments in order to deliver key objectives.  Projects involving changes to administrative service will require the postholder to clearly outline goals, agree plans, assess resources, implement changes and ensure changes are sustained.

· Responsible for the evaluation and assessment of workloads staff throughout the specialties, which includes where necessary, redeployment of resources daily across sites as necessary, analysing daily the service needs and ensuring that safe levels of administrative cover are provided at all times.   Ongoing evaluation of performance of the administrative staff with regular review of systems and procedures ensuring responsiveness to change.

· Investigate and write a formal response to incidents/complaints for specialties in line with the NHS Glasgow and Clyde Complaints Policy.

· Responsible for the evaluation and assessment of workloads throughout the specialties

· Responsible for the provision of a high quality and cost effective service including budgetary awareness for a team of administrative staff, waiting list and reception staff.

· Manage the deployment of staff where appropriate including staff from outside agencies to optimise the skill mix at all times.

· Manage staff and implement NHS Glasgow and Clyde Policies on the management of sickness absence to achieve 4% absence target, back to work interviews, and if required referral to internal and external agencies for additional support. Implementing also family friendly polices appropriately.

· Responsible for the formulation and introduction of local policies and protocols, which have a direct impact across other disciplines.
· Responsible for student placements.

· Responsible for the monitoring of staff performance, appraisal and personal development plans for  staff.

· Responsible for authorisation and approval of overtime following assessment of workload across the specialties ensuring compliance with budgetary constraints, authorising overtime in relation to service demand. 

· Responsible for monitoring budgetary control over equipment used and purchased for administrative staff.

· Responsible for the design and update of departmental induction programme on an ongoing basis and carry out training for all new staff to introduce them to procedures and policies within departments to ensure consistency of application.

· Ongoing evaluation of performance of secretarial/clerical team, regular review of systems and procedures ensuring responsiveness to change.  Liaise with consultants/senior medical staff/Heads of Department and General Manager to review administrative service, forecast future needs and make recommendations in order to meet the changing demands of the clinical service.

· Ascertaining secretarial job analysis to facilitate review of systems and procedures.
· Liaising with IT and training department to ensure all staff are optimising technological support.
· Monitor and make recommendations on all aspects of health and safety and environmental working practices in all administrative units, including formal risk assessments to ensure that National Health & Safety Guidelines and organisational recommendations are met.



	6.  KEY RESULT AREAS/MAIN DUTIES AND RESPONSIBILITIES

	STAFF MANAGEMENT

· Responsible for the line management and leadership of a comprehensive range of secretarial and administrative services within the Endoscopy Service.  Responsible for ensuring equitable distribution of workload across all clinical areas by planning and controlling all types of leave and staff absence to ensure all departments are covered during annual and other policy leave.

· Responsible for recruitment of administrative staff, preparation of job adverts, job descriptions and chairing interview panel.

· Provide leadership, motivation, support and developmental training to all staff in accordance with Divisional HR Policies and Procedures.  Responsible for carrying out PDP interviews.

· Critically analyse the replacement of vacancies and, where appropriate, redesign the staffing profile to meet the current and future changing service needs and to achieve service objectives and efficiencies.  Daily analysis of staff resources ensuring that safe levels of administrative cover are provided to wards/clinics etc.

· Manage staff absence in liaison with Human Resources and Occupational Health Departments.
· Responsible for preparation of caseload and making decisions in relation to disciplinary action.

· Responsible for maintaining accurate records on staff personal files.
· Be an active member of the managerial team and provide managerial support to the General and Service Management Team and clinical leads.
· Manage delegated projects in order to deliver key administrative objectives.

· Responsible for facilitation of effective communication between administrative teams organising staff meetings and following up issues raised.

· Direct management and responsibility for facilitating the staff appraisal system and conduct appraisals to ensure all administrative staff have a personal development plan in line with the Agenda for Change requirements.

· Responsible for conducting back to work interviews for all administrative staff.

· Providing a counselling role to administrative staff who are experiencing difficulties in work and personal related issues.

· Deal with telephone and face to face enquires from all staff groups, patients, relatives, providing information, advice, directing and prioritising queries as appropriate to ensure efficiency and effectiveness of service delivery.

· Approve and maintain an efficient budgeting system in respect of the utilisation of administrative staff across the four specialties, two hospital sites.  Responsible for authorising overtime payments in relation to contracted and bank staff within tight budgetary constraints.

· Responsible for the compilation and completion of salaries and wages documentation, including overtime payments, wait list initiative payments, sickness absence, etc.

· Monitor and make recommendations on all aspects of health and safety and environmental working practices in all administrative units, including formal risk assessments to ensure that National Health and Safety Guidelines and organisational recommendations are met.

· Design and update departmental induction programme on an ongoing basis and carry out training of all new staff to introduce them to procedures and policies of the Trust, Division and other departments to ensure consistency of application.

· Responsible for stationery control, stock control, including ordering to ensure adequate resources are available for staff.

PERFORMANCE MANAGEMENT

· Responsible for the supervision, monitoring and operational management of the day to day management of all inpatient and daycase wait lists across the Endoscopy , three hospital sites, analysing and interpreting data on a daily basis in line with the Scottish Government wait times guarantee, identifying variances in performance and making recommendations to the Clinical Service Manager to facilitate decision making and enable appropriate action to be taken.  

· Responsible for the design of data collection tools, collect and collate information from raw data and use computer software packages to develop this,  producing reports to facilitate monitoring of all inpatient and daycase wait list targets in line with the Scottish Government Wait Times Policy and with the planning of new services or organisational procedures.

· Provide highly complex and specialist knowledge and understanding of data collection methods and influencing operational factors in order to compare and present accurate statistical data to staff and senior managers.

· Analyse and interpret wait list data/information to support planning and performances processes and effective resource management within the Division.  Autonomy to problem solve wait list pressures by communicating effectively with the key players in wait list management.

· Monitor quality of data input and take appropriate remedial action to address unacceptable standards of data quality.
· Make full use of technological links to organise and review the distribution of work across the two hospital sites to ensure performance targets are met, e.g. typing of clinic letters, wait list administrative management.
· Provide a comprehensive administrative support to the clinical service team by presenting activity data, inpatient and daycase waiting times, admission and discharge information.
· Performance manage directly or through waiting list staff for cancelled admissions/theatres/operations within the Division to ensure rescheduled operations achieve wait time guarantees and patient charter and the effective use of resources.

· Responsible for the training of supervisory, wait list co-ordinators in wait list administrative management and the information systems.

· Analyse activity/performance information provided by the Acute Division information department to provide daily, weekly, monthly and quarterly reviews and update information regarding wait list activity across the Surgical Division, using the information to make recommendations to improve the service.

· Responsible and accountable for dealing with telephone calls/complaints from patients, GPs, relatives, clinicians and secretarial and administrative staff across various hospital sites.   This involves dealing with irate/distressed and aggressive individuals.   

· Provide monthly reports to the Finance Department in relation to private sector activity and National Wait Times Hospital activity.

· Investigate and respond to written complaints pertaining to administrative staff.
· Responsible for the administrative function co-ordinating and delegating workload in relation to private sector and Golden Jubilee Hospital activity.  Ensuring that when patients are transferred to other hospitals for treatment that the details are accurately logged on the appropriate system, communicated to the relevant clinician and ensuring follow-up.  Ensuring that at all times patients meet the wait time guarantee during this process.

PROJECT MANAGEMENT

Develop and present proposals for administrative service changes and process re-design in line with imminent changes in clinical practices and the development of new technology.   Carry out workload analysis in administrative areas to meet the needs of the service.

BUDGET MANAGEMENT

Manage the administrative and clerical staffing budget in liaison with the Service Manager, authorising overtime and agency expenditure within tight budgetary constraints.


	7a. EQUIPMENT AND MACHINERY

	· Personal Computer and printer.
· Photocopier.
· Hospital Information System.
· Audio equipment.
· Microsoft Office (Word, Access, Excel, PowerPoint).
· Telephone and answer machine.
· Fax machine.
· Shredding machine.
· Hand held dictation equipment.
· Desk top transcription equipment.


	7b.  SYSTEMS

	Be responsible for inputting information into and ensuring accurate input from others for electronic records, where applicable, and also into written records, complying with Data Protection Act, CNORIS, Caldicott Guidelines and local policies regarding confidentiality and access to medical records and ensure staff awareness.

The postholder is expected to demonstrate the ability to maximise the use of information technology to benefit patient care, staff management and personal development, e.g. 

· Office filing system.
· Local Patient Administration Systems – e.g. TrakCare, Portal, Order Comms.
· Electronic data storage e.g. Word, Access, Excel, PowerPoint.
· Microsystems online - wait list management system including ensuring maintenance of high quality information, correcting queries relating to waiting list and other ADT type functions.
· Opera.
· Email - to communicate and liaise urgently with clinicians and other hospital staff.

· Completion of monthly duty sheets and submitting this information to Salaries to ensure staff are paid timeously.
· Staff personal files – maintaining and updating confidential staff personal files with regards to appraisals, annual and sick leave, risk assessments, changes to contract and personal details, copies of both informal and formal meetings, disciplinary and grievance episodes, training files.
· Manual and electronic recording of all leave for every staff member.
· Manual records for budgetary responsibilities. 

· Responsible for ensuring that administrative staff’s working environment and practices conform to Health and Safety standards and that regular risk assessments are carried out with the appropriate action being taken.



	8. ASSIGNMENT AND REVIEW OF WORK

	The post holder has total autonomy to plan daily workload and make decisions / appropriate courses of action in making operational daily decisions pertaining to line management of staff and wait list activity.  Prioritising and assigning workload, monitoring progression through the departments, inspecting and returning finished work to the appropriate department, the workload being determined by the activity of the hospital and the statistical information requirements of Directorate Managers, Clinical Service  Managers, Consultants and various NHS personnel.  




	9.  DECISIONS AND JUDGEMENTS

	· The post holder is not directly supervised and makes autonomous decisions on a daily basis using own initiative to make decisions regarding staffing, workload priorities, patient enquiries, wait list pressures and diary conflicts independently, ensuring service objectives are met.

· Analysing staff resources on a daily basis ensuring that safe levels of cover are provided and delegating workload daily  

· To exercise judgement when dealing with all enquiries (including where appropriate from patients, relatives and staff), analysing and resolving the problems timeously where necessary and seeking the appropriate level of expertise where required.

· Autonomy to make decisions in all aspects of recruitment, monitoring of all leave and sickness absence, conducting training needs analysis to identify potential skill gaps, managing the maintenance of the inpatient and daycase wait list across two hospital sites and pro-actively identifying areas for improvement.

· Autonomy for identifying patients potentially nearing the end of their wait list guarantee time.  Responsible for liaising with relevant consultant, managerial and secretarial staff to ascertain whether the patient can be admitted within guarantee time.   Where this is not possible, suggest alternative solutions, e.g. switching on additional theatre capacity, approaching consultant and anaesthetic/nursing staff to resource theatre sessions and utilising cancelled theatre sessions and approaching other hospitals.  

· Responds and investigates complaints pertaining to Admin & Clerical staff and wait list issues.  Investigates where accidents/incidents are reported, determine the causes and take appropriate action.   This will include conducting a formal risk assessment and instigating corrective measures according to level of risk.

· Responsible for making decisions pertaining to disciplinary hearings relating to admin and clerical staff as per Key Result Area.
· Anticipate problems before they arise pertaining to clerical and secretarial cover and ensure plans in place in place to resolve any issues that could affect the overall secretarial and clerical function.
· Making decisions daily regarding workload and staff cover ensuring safe levels of cover and administrative priorities are met across the Division.
· Exercise the ability to challenge practice which may compromise safety and/or quality of administrative services provided.




	10.  MOST CHALLENGING/DIFFICULT PARTS OF THE JOB

	· Balancing the competing needs of the various departments.
· Responding to urgent demands for patient centred requirements.

· Motivating the staff ensuring targets and timescales are met as laid down by the Acute Division.
· Managing time effectively, prioritising work and competing demands.

· Performing mentally challenging tasks despite frequent interruptions by outside influences.

· Dealing with sensitive and highly confidential information for both staff and patients.

· Continually updating own knowledge to be confident that the waiting lists are managed effectively within the wait time guarantee. 

· Implementing further new developments and supporting staff to adjust working practices to gain maximum benefit from new technology and new systems.
· Forecast future requirements within a constantly changing environment to meet unforeseen service demands.

· Dealing with distressed / aggressive and irate relatives, patients on a daily basis.  Establishing true nature of the problem should a difficult situation arise and responsible for making decisions on appropriate action when diverse possibilities for solution exist.

· Dealing with conflicting staff priorities/counselling of staff on a daily basis.  Mediation of staff discipline as post-holder deems appropriate.   Where conflict cannot be resolved, post-holder must use analytical skills to explore alternative solutions.

· Maintaining service provision during periods of absence.
· Communicating effectively with the different groups of staff, departments using tact and diplomacy and being sensitive to different objectives.



	11.  COMMUNICATIONS AND RELATIONSHIPS

	The Administrative and Waiting List Manager is a key member of the Directorate team and can expect to:

· Use highly effective communication skills, which include persuasive, motivational, negotiating and empathetic and re-assurance skills. These are required for this post when communicating with senior management, senior clinicians, administrative staff and external organisations.  In many circumstances this information is complex and sensitive.
· Develop close communication links and strong working relationships with other staff groups in other Divisions across NHS Glasgow/ Clyde and develop a standard approach in protocols, policies and procedures.
· Resolve complex operational issues, such as implementing new processes following review of Administrative & Clerical procedures.
· Resolve effectively contentious or sensitive staffing issues, e.g. bullying and harassment or staff performance issues either as a single individual or in a group setting.
· Develop and maintain regular and effective methods of communication with the administrative, clinical and senior management and all staff groups across the two hospital sites.
· Direct contact with all clinicians to ascertain and address their individual requirements

· Direct administration meetings where staff discuss staff or work related issues; explain complex changes in policies, processes and procedures.
· Work closely with administrative staff to ensure the efficient and effective management of day-to-day operations.
· Direct contact with Clinical Service Managers re meeting administrative standards, budgetary control and wait list activity via regular meetings.
· Direct contact with Senior Service and Senior HR Managers re selection and recruitment of secretarial staff.
· Compilation of job descriptions, press adverts etc.
· Interviewing and assigning individuals to specific posts.
· Completing all paperwork necessary when selection process is completed.
· Direct contact with outside agencies re the employment of temporary staff when required.
· Direct contact with internal and external agencies in relation to wait list targets.
· Direct contact with training departments re suitable training programmes.
· Direct contact with Senior Service Managers/Clinicians/internal agencies in relation to management of the wait list.
· Direct contact with external agencies, private sector and National Wait Times Unit in relation to wait list activity.
· Contact with partnership groups in relation to staff conduct and capability issues.
· Responsible and accountable for dealing with telephone calls from patients, GPs, relatives, clinicians and secretarial and administrative staff across various hospital sites.   This involves dealing with irate/distressed and aggressive individuals daily.
· Daily communication with distressed and anxious patients and relatives using skills of tact, diplomacy and discretion.
· Dealing with sensitive and highly confidential information for both staff and patients.
· Participate at Senior Management Meetings relating to Wait List Activity.



	12. PHYSICAL, MENTAL, EMOTIONAL AND ENVIRONMENTAL DEMANDS OF THE JOB

	Physical


A high degree of hand/eye co-ordination and manual dexterity for keyboard skills ensuring a high degree of speed and accuracy.  Requirement to sit at a keyboard for periods over half an hour, several times a day.
Use of multiple computer systems and packages in the office environment involving long periods of sitting and restricted movement and a high level of concentration and analysing or preparing reports.
Development of sensory awareness to enable audio typing skills.
Movement of casenotes in significant numbers, up to 10kg, on several occasions during the day, often having to move from one area to another throughout the hospital site.
Good working knowledge of computer software packages.
Excellent administrative and organisational skills.
Ability to multi-task and prioritise workload.
Ability to problem solve and work under pressure.
Due to the fact that the departments are based over 35 clinical areas and two hospital sites there is a combination of sitting, walking, standing and driving.
Mental Demands
Frequent interruptions requiring post holder to change from one task to another at the request of a third party.
Frequently required to undertake several tasks simultaneously often within strict deadlines.
Intense concentration is required when inputting data onto computer systems and working with wait list spreadsheet. Checking stored information and providing reports requires dedicated time by the administrative manager.
Working under pressure in trying to achieve a balance between staff demands and wait list activity pressures.
Emotional Demands

Daily communication with distressed and anxious patients and relatives using skills of tact, diplomacy and discretion – dealing with and investigating complaints from patients and staff.

Continual responsibility for leading and supporting administrative staff in the work environment, particularly in times of service change. Dealing with a diverse range of staff issues. Motivating and persuading staff to overcome resistance to change.  Dealing with sensitive and confidential staff issues, e.g. conduct and capability.
Frequent exposure to the personal and professional concerns of staff and patients which need to be managed in a sensitive and confidential manner.
Counselling of staff work / personal related.
Maintaining personal files.
High levels of concentration during preparation of statistical and wait list reports analysing budget and wait list activity, facilitating meetings, dealing with all wait list enquires, preparation of policies/protocols, all health and safety issues – this list is not exhaustive.
In view of the constant interruptions and diverse situations, the Administrative Manager must have the capability to cope and act on several situations occurring simultaneously.
Advising candidates that they have been unsuccessful at interview in a tactful and diplomatic way.

Dealing with staff personal problems requiring a sympathetic and tactful approach along with excellent listening and communication skills to solve various problems, e.g. hygiene problems, bereavement, relationship problems, health problems, workload issues and conflict issues.  



	13.  KNOWLEDGE, TRAINING AND EXPERIENCE REQUIRED TO DO THE JOB

	Educated to Degree level, preferably offering a Degree in Business administration and/or 5 years equivalent experience. 
Experience in secretarial or Waiting list staff management or recognised management certificate.
Proven negotiating skills.
Experience of Waiting list management. 

The postholder should have the ability to plan, organise co-ordinate and perform complex projects.
Knowledge and understanding of division policies/procedures.
Knowledge of medical terminology, anatomical and physiological terms.
Knowledge of waiting list management, software and systems preferable. 

Proven skills in ability to analyse complex problems and propose realistic solutions in line management of staff and in interpreting and analysing wait list activity.
Project management skills advantageous. 

Proven ability to work under pressure balancing a staff management role with wait list management role.
Highly developed communication and inter-personal skills, both written and verbal. 

Excellent time management and prioritisation skills.
Planning and organisational skills required to manage projects/wait list activity/staff cover.
Advanced software and keyboard skills, particularly in relation to wait list targets.
Good organisational, communication and problem solving skills.
Self motivated.
Diplomatic, assertive and consultative.
Strong leadership qualities.
Ability to deal sensitively using tact and diplomacy in dealing with complex staff matters.



PERSON SPECIFICATION FORM

Job Title:         Band 5 waiting list / admin manager

Department:    Endoscopy South Sector

	Qualifications
	Essential   
	Desirable

	 IT/Computer Skills (Word, Excel)
	X
	

	SVQ Business and Administration or equivalent
	X
	

	
	
	


	Experience
	Essential
	Desirable

	Previous customer service/call handling experience
	
	X

	Working within a busy team environment
	X
	

	Organising own workload
	X
	

	Problem solving 
	X
	

	TrakCare/Portal Experience
	X
	

	Waiting List Experience
	X
	

	Supervisory Experience
	X
	


	Behavioural Competencies
	Essential
	Desirable

	· Demonstrates excellent communication skills.
	x
	

	· Pleasant manner / attitude
	x
	

	· Self motivated / reliable
	x
	

	· Ability to cope within the caring environment
	x
	

	· Ability to work independently
	x
	


	Other
	Essential
	Desirable

	· Willing to work flexible hours where required by the service
	x
	

	· Willing to work between sites when required by the service
	X
	

	
	
	

	
	
	

	
	
	


General Manager





Clinical Service Manager





Administration and Waiting List Manager THIS POST





Secretarial Staff





Reception Staff and Ward Clerks





WL Staff
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