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	1. Job Identification 

	Job Title:                            Support Secretary  Responsible to:                 Admin / Waiting List Manager
Department(s):                  Paediatric Dietetics
Directorate:                        North Acute
Band:                                  Band 3  

	2.  Job Purpose 

	To provide a secretarial and administrative service to medical staff and their teams to ensure efficient service delivery of patient care.  
 
The post holder requires to be an efficient Support Secretary who contributes significantly to provide a secretarial and administrative service and to work independently for much of the time managing calls, typing of dictation and role cover where required.    
 

	3.  Role Of The Department 

	The department provides a full range of professional administrative, secretarial and clerical services which support clinical staff to deliver high quality, efficient and effective patient-centred care within Acute Services, in line with local and national standards.  
 



	4.  Organisational Position 

	 
Clinical Service 
Manager
Admin / Waiting
/
List Manager
Support Secretary
This post
Dietetic Manager 
Community
 


	5. Scope & Range 

	The role is diverse in providing secretarial support for the provision of inpatient and outpatient clinical care to patients.  The post holder is required to use a great deal of initiative and resource whilst exercising a high degree of confidentiality, diplomacy and tact. A sound understanding of Board/Departmental policies and procedures is necessary together with excellent communication skills to ensure that the required information is passed on accurately and timeously.   
 
The post holder works under the guidance of the Administration Manager / Team Leaders / Support Secretaries.  The post holder will be required to exercise judgement when dealing with patient enquiries, resolving the problem timeously where necessary and seeking the appropriate level of expertise where required. 
 
The post holder must be aware of their level of responsibility and actions and as such take ownership of their post.  The post holder must ensure that they undertake all statutory/mandatory training and, in conjunction with the Line Manager, develop their training as required by their own objectives and those of the service.  
 



	6.   Main Duties & Responsibilities 

	The following sets out the core responsibilities of the Support Secretary.  The frequency and extent to which the post holder carries out all duties may vary from speciality to specialty. 
 
· Provide a high quality secretarial service using audio (Winscribe), for medical staff to ensure efficiency in patient care. (i.e. typing clinic and discharge letters, reports, appointment letters, general correspondence, filing / scanning of reports/x-ray films etc.) 
· Deal with telephone and face to face enquiries from all staff groups in the NHS, patients, relatives, carers and external agencies, directing and prioritising queries as appropriate, to ensure efficiency and effectiveness of service delivery. 
· Add to and maintain patient data on departmental databases and hospital systems  
· Updating outpatient waiting list by dealing with referrals, adding to waiting list and booking appointments 
· Undertake where required stationery stock control, including ordering to ensure adequate resources available for team. 
· May be required to record and prepare draft minutes of meetings for review and approval 
· Assist in managing patient files (manual and electronic), ensuring information is accurate and up-to-date and appropriate follow up systems are in place. 
· Assist in managing mail and directing/prioritising as required to ensure the efficiency of the service delivery. 
· Support basic training where required for new members of staff. 
· Participate in annual PDP reviews and undertake ongoing training where necessary.
· Provide administrative cover for colleagues in the service leave as required. 
· Comply with the requirements of the General Data Protection Regulations, Access to Health Records Act and other relevant legislation issued in relation to confidential data and patient management i.e. TTG, HFEA 
· Promote and display NHS Scotland core values of care and compassion, dignity and respect, openness, honesty and responsibility and quality and teamwork in the discharge of duties.
· Be a role model for NHSGGC organisational values, demonstrating 



	professionalism and a behavioural approach which promotes the principles of dignity and respect for all. 
 

	7a. Equipment & Machinery 

	The post requires a high degree of accuracy and competency in the use of:
     O Personal Computers,  Laptop or Tablet Devices 
· Printer, Document Scanner, Photocopier or Multi Function Devices
· Telephone 
· Audio transcription equipment 
· Shredder
· Laminator 
· Overhead Projectors and other Audio/Video conference and presentation equipment 
· Conference Call Equipment 
 

	7.b.  Systems 

	· Maintaining electronic filing system  
· All Microsoft Office 365 applications (keeping abreast of updates and new functionality), including Word, Excel, PowerPoint, Teams, and MS Outlook 
(e-mail)
o Cedar / Pecos for Stationery and Sundry Ordering 
o StaffNet (or other Intranet Technology) 
o Electronic Patient Information Systems e.g. Clinical Portal
o Electronic Patient Management System – TrakCare/IDEAS o SCI Gateway 
· Badgernet 
 
Any new developments or alternative service specific systems. 
 

	8.  Decisions & Judgements 

	· Workload is assigned by Administration Manager / Team Leader / Medical 
Secretaries on a daily basis to ensure effective and efficient service delivery. 
· Collation of case records/documentation to allow surveys and audits to be carried out by the Line manager/medical staff as required 
· As a first point of contact for many patients and relatives the post holder is expected to identify and interpret matters of urgency, prioritise workload and 



	action accordingly. 
o Guidance will be provided by the Line Manager for more complex issues. 
 

	9.  Communications & Relationships 

	· Daily communication with external agencies, range of staff groups, patients, relatives and carers both verbally and in writing regarding appointments, admissions, and meetings.  The post holder must acknowledge the sensitive nature of the topics discussed and use skills of tact, diplomacy and efficiency (conflict management) when dealing with staff, patients or relatives who may be angry, upset or bereaved.
· Exposure to specialised and confidential clinical information which can at times be distressing or upsetting.
· Reassure patients and relatives who are worried about tests/outcomes and communicate sensitive information to patients as advised by Consultant(s).    
· The post holder must acknowledge when speaking to patients that some will have barriers to understanding, i.e. stroke patients, patients with visual, verbal or hearing impairments, patients with little or no English, etc. and treat them with patience and respect. 
 

	10. Physical Demands Of The Job 

	Physical Skills:  
· Advanced keyboard skills requiring high degree of speed and accuracy. 
· Excellent audio skills 
· Good working knowledge of computer software packages 
 
Physical Demands: 
· 80% of work is computer based therefore required to sit in a restricted position for prolonged periods of time on a daily basis  
· Transporting case records/documents and reading material by hand or trolley where required  
 
Mental Demands: 
· Prolonged and intense concentration required when transcribing notes, filing, distributing mail, photocopying and dealing with enquiries - face to face and by telephone - average 80% per day.
· Frequent interruptions requiring post holder to change from working on one task to another at the request of a third party  

	· Occasionally required to undertake several tasks simultaneously
· High-level concentration required when inputting data onto computer systems  
 
Emotional Demands 
· Daily exposure to clinical information which can occasionally be distressing. 
· Regular communication with distressed and anxious patients and relatives required on a daily basis using skills of tact, diplomacy and discretion. 
 
Working Conditions: 
· More or less continuous use of VDU and sitting in one position for lengthy periods of time  
 

	11.  Most Challenging/Difficult Parts Of The Job 

	· Managing time effectively, prioritising work to meet competing demands. o  Dealing with distressed relatives and patients 
· Providing secretarial support to colleagues at times of annual/sick leave 
· Utilising good communication skills to nurture a close working relationship with internal/external contacts to ensure continued effectiveness of the service. 
 

	12.  Knowledge, Training & Experience Required To Do The Job 

	· HNC/SVQIII in Secretarial Studies/Business Administration or equivalent 
experience                                                                                                      
· Proficient in use of software systems including Microsoft Office Packages
· Advanced keyboard skills
· Knowledge of Medical terminology 
· Good organisational and communication skills 
· Good verbal and interpersonal skills, with the ability to work under pressure in the face of competing demands 
· Self-motivated. 
· Diplomatic and consultative. 
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 PERSON SPECIFICATION 
Job Title - Support Secretary – Band 3 
 
	Qualifications 
	Essential 
(√) 
	Desirable 
(√) 

	HNC/SVQIII in Secretarial Studies/ Business & Administration or equivalent experience   
	 
	√ 

	Experience 
	Essential 
(√) 
	Desirable 
(√) 

	Experience in healthcare, preferably acute setting  
	 
	√ 

	Excellent organisational & communication skills 
	√ 
	 

	Advanced keyboard skills and accurate transcription speeds 
	√ 
	 

	Proficient use of NHS computer systems and Microsoft Office 365 
	 
	√ 

	Knowledge of medical terminology 
	
	 √

	Use a great deal of initiative & resource whilst exercising a high degree of confidentiality, diplomacy & tact 
	√  
	

	Knowledge of waiting lists  
	 
	√ 

	Behavioural Competencies 
	Essential 
(√) 
	Desirable 
(√) 

	Good verbal and interpersonal skills, with the 
ability to work under pressure in the face of 
competing demands 
 
	√ 
	 

	Ability to identify and interpret matters of urgency, prioritise workload and action accordingly  
 
	√  
	

	Ability to work independently or as part of a team 
 
	√ 
	 

	Other Knowledge 
	Essential 
(√) 
	Desirable 
(√) 


 
	Proficient in English 
	√ 
	 

	Self-motivated 
	√ 
	 

	Ability to fulfil criteria as outlined in the job description 
	√ 
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