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NHS Greater Glasgow and Clyde

Apprenticeship Programme


Administration Assistant in Dermatology 
(Modern Apprenticeship)
Location: Dykebar Hospital 
(with occasional travel to other sites as required)
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Who can apply for this Programme?                            [image: people icon Clipart | +1,566,198 clip arts]

Our Administration Assistant in Dermatology (Modern Apprenticeship) is only open to applicants who will be  aged 16 to 24  years (or 16 to 29 years for Disabled Applicants or applicants who are care experienced*) on 31st July 2024, in line with NHS Greater Glasgow and Clyde Widening Access to Employment Strategy and workforce projections.
We are committed to recruiting a workforce that reflects our population and we welcome applications from people from Black, Asian or other Minority Ethnic backgrounds, from LGBTQ+ candidates, Care Experienced* people and Disabled people.
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Entry Criteria

Applications are considered on a competitive basis which means not all candidates who meet the entry criteria will be guaranteed an interview.
The assessment section of the application form plays a significant part in our decision to select your application for shortlisting.  Please ensure you read the guidance on completing this section carefully and ensure you provide all the information we ask you for.  

In order to be considered for interview your Application Form MUST clearly demonstrate that you meet the following criteria: 

· National 5 English Grade A-C  (or equivalent)
AND
· two other National 4 qualifications (or equivalent) .
AND

· Fully complete the assessment question section of the application form to demonstrate that you have the interpersonal skills and qualities we require for this post.


We operate a Guaranteed Interview scheme for Care Experienced* and Disabled applicants who meet the minimum selection criteria for this post.  Please contact donna.lennie@ggc.scot.nhs.uk for more details

*The term “care experienced” refers to anyone who has been, or is currently in care. This includes kinship care where you are living/lived with a relative who is not your parent, or looked after with the help of social work, or living/lived in Residential care, Foster care, secure care or Adoption.
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What is a Modern Apprenticeship?
A Modern Apprenticeship is a job which lets people earn a wage and gain an industry-recognised qualification whilst they are working. This means that you will be an employee of NHS Greater Glasgow and Clyde and during your employment with us will be supported to gain the skills and qualifications that will help to start your career as a Administration Assistant in Dermatology.

What does the Dermatology Management team do?

· The adult Dermatology service is a GGC- wide specialty operating outpatient clinics across 8 sites within the Board.
· The Dermatology management team is responsible for operational management of the Dermatology service. The department provides leadership and guidance to support medical, nursing and admin teams across all 8 sites, controls and reviews utilisation of all resources and expenditure, and ensures robust and auditable systems are in place.

Who else works within the team? 

The Dermatology Management office consists of 1x Clinical Services Manager, 1x Lead Nurse, 1x Administration Manager, 1x Waiting List Manager and 1x WTE Band 4 Admin Support Officer..

What will I be doing? 
A full outline of the duties is provided in the full Job Description (below).  The duties will change regularly depending on what work and projects are required within the service.   
 
However, in general these tasks will be;
· Deal with telephone and face-to-face enquiries as received, providing information as required. Direct and prioritise enquiries as appropriate.
· Accurately enter and maintain data across several internal databases and national platforms, particularly the PP+ Cancer Wait Times system, TrakCare and
· Receive visitors (including patients and members of the public) to the premises in a polite and helpful way in accordance with local procedures.
· Diary management via the Microsoft Outlook systems and arranging/booking of suitable venues
· Processing of Payroll information onto the electronic time & attendance system and submitting documentation to the Payroll department
· Preparation of agendas, letters, correspondence and other documentation including attendance at departmental meetings and recording minutes
· Co-ordinating the procurement and ordering of stationery/consumables and processing deliveries on arrival

What are the most important skills required for this role? 
A high level of accuracy and attention to detail required with proficiency, or the ability to develop proficiency in all Microsoft Office packages and ability to prioritise workload.
 

What are the most important personal qualities required for the role? 
You will need: 
 
· excellent verbal and written communication skills,  
· the ability to work as part of a team being flexible and reliable.   
· the ability to follow departmental protocols/procedures  
· an awareness of importance of confidentiality and willingness to adhere to protocols, GDPR, etc
 
What is the most challenging part of this role? 
The most challenging aspect of this role is prioritising workload to ensure completion whilst experiencing regular interruptions. 
 
Longer term, how could this apprenticeship support career progress/ a career in the NHS? 
New employees will undertake an induction/training programme and will participate in the NHS Knowledge and Skills Framework (KSF) Personal Development Planning and Review.  The NHS KSF defines and describes the knowledge and skills which staff need to apply in their work in order to deliver quality services. It provides a single, consistent, comprehensive and explicit framework on which to base review and development for all staff. The NHS KSF and its associated development review process lie at the heart of the career and pay progression strand of Agenda For Change. 





What type of person are you hoping to recruit? 
We are looking for someone who is enthusiastic to learn and to develop within an apprenticeship.  It is important that you take pride in doing your best and are not scared to take on new challenges as part of a team.   
 
We are looking to recruit someone who is interested in administration and also has an interest acute care clinical services.  
 
The information we provide must be accurate therefore excellent attention to detail is required. 
 
The post-holder is required to have proficient communication skills, including written, verbal and listening. They are required to ensure that information is passed on accurately and timeously to the multi-disciplinary team.
 
The team members are friendly, energetic and hard working and so someone with an enthusiastic and friendly approach to work will find it easy to settle in.   
 
You should consider how you will give examples of these skills and qualities in your supporting statement.
 
Where will I be working?                                                                                             
This post is based within Dykebar Hospital.   
 

All staff are entitled to apply for the following benefits on appointment:                              
· Interest free loan to purchase Zonecards – a flexible season ticket for unlimited travel by rail, subway, most buses and even some ferries (details on public transport routes to NHS Greater Glasgow and Clyde’s sites can be found by visiting www.nhsggc.org.uk and select Transport and Parking on the home page  or visit www.spt.co.uk/travelinfo
· Cycle to Work Scheme, for staff to purchase a bicycle and any equipment needed and then repay those costs through their salary. 

Hours of Duty 
37 hours per week. 

What hours will I work? 
The shift pattern is usually Monday to Friday 9:00am to 5:00pm, early day to be negotiated.




How long will this Training Programme last?                                                     
If successful in your application to NHS Greater Glasgow and Clyde you will be employed on a Fixed Term 18th Month contract.  During your apprenticeship you are expected to attend regular reviews to discuss your progress and development needs, and are expected to stick to the agreed training plan. This includes attending training and taking responsibility, with support, to collect the evidence required that proves your competence in the job role. 

This apprenticeship posts will last for 18 month years.  By the end of the apprenticeship you will be expected to: 
 
· Complete NHS GGC organisational induction and Mandatory Healthcare Support Worker Induction Standards & Code of Conduct 
· Complete role specific induction 
· Evidence the knowledge and skills required for the job role via the Knowledge & Skills Framework Review & Personal Development Planning Process 
· Complete the Core Skills, SVQ Level 2 qualification and any enhancements outlined the Business & Administration Level 2 Modern Apprenticeship Framework (click here).   
· Attend any training sessions and meetings arranged through the wider NHS GGC Modern Apprenticeship.  
· Adhere to NHS GGC Policies & Procedures 

Training will be undertaken in your place of work with the support and qualification assessment provided internally by a team of experienced work-based assessors.  

A modern apprenticeship isn’t just about working; you need to be committed to learning too. During this period you would be expected to work as a member of our staff but also work towards an SVQ Level 2 qualification in Business & Administration.  As well as working you will be required to agree to a training / development plan and attend meetings with trainers, assessors and verifiers as required.  It should be noted that additional sessions at college may be arranged during the apprenticeship and attendance at these sessions is mandatory.     
 
Engagement with the workplace SVQ process, attendance at arranged training sessions and satisfactory progression is a mandatory requirement of the apprenticeship programme.  
 
You will be an employee of NHS Greater Glasgow and Clyde and therefore also expected to observe the same Terms and Conditions of employment that all our staff do, and be subject to the same policies and procedures. 
 
What are the benefits of this kind of job? 
It is important to know that the role is not only administration based. You will gain valuable administration experience which will link with the SVQ; however you will also learn about HR management and healthcare service delivery. 
 
This is a great opportunity to gain an insight into the delivery of patient care within Dermatology. 

How is the Scottish Vocational Qualification (SVQ) Delivered?                          
An SVQ is a qualification that shows that you are able to perform a job to nationally recognised standards and is made up of a number of units, each one of which describes an aspect of the job.  There are no exams involved in an SVQ, staff are assessed at their workplace using observation, professional discussion and work related evidence. 

You will be assessed on the skills you use every day in your job and will assemble a portfolio of evidence in support.  Your workplace training supervisor will also be involved with some assessments to provide workplace monitoring and feedback. 

What qualifications will I hold when I complete the Modern Apprenticeship? 
This post reflects the following Modern Apprenticeship Framework: 
 
· Business & Administration Level 2 

This means you will be working towards an SVQ 2 in Business Administration. 
Visit http://www.sqa.org.uk/sqa/74741.html or click the link. 

What happens at the end of the Modern Apprenticeship? 
On successful completion of your Modern Apprenticeship we hope to support your transition into permanent employment within the organisation. 

Will I be paid?  
Yes.  NHS Greater Glasgow and Clyde is a Living Wage Employer. This Modern Apprenticeship Starting Salary £21,161 (70% of band 3 Maximum) or Scottish Living Wage, whichever is higher.












Selection Process                [image: ]Please note this time table is indicative and may change.  Any variation in dates will be notified to candidates.

	Recruitment Stage   
	Date   

	Post opens for Applications 
	21st July 25

	Information Session 
Click here to register for session
	31st July 25 @3pm

	Closing date for application submission  
	3rd August 2025

	Applications Assessed and selected candidates identified for Stage 1 Interview Assessment Centre.   
	6th August 2025

	Assessment Centre
Teaching & Learning Centre, Queen Elizabeth University Hospital Campus
	18th August 2025

	Online Interview Preparation Session 
	22nd August @3pm

	Final Interview – In person Panel Interview at Dykebar Hospital
	25th August 2025

	Start date for Successful candidates to commence employment – Subject to successful completion of all required pre- employment checks 
	6th October 2025
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I’ve never worked as an Administration Assistant in Dermatology before so how do I know if I have the skills you are looking for?
As well as the educational qualifications, skills, knowledge/experience you must have to be able to do the job we will also ask you to provide supporting information in your application form that will help us assess your suitability.

The Assessment Section of the application form plays a significant part in our decision to select your application for shortlisting.  Please ensure you read the guidance on completing this section and ensure you address all the questions posed.

How do you decide who to interview?                                                        
We base our decision on who to interview by assessing the information you have provided on your application form and your responses to the questions you have been asked to address in the assessment section.  

NHS Scotland is a Disability positive organisation and operates a Job Interview Guarantee scheme for disabled applicants who choose to participate in this scheme. All disabled applicants who meet the minimum criteria for selection are encouraged to indicate if they wish to participate in the Job Interview Guarantee Scheme.














How to complete your Application Form			     [image: ]

How do I apply for this position?
All applications need to be made through the NHS Scotland on line application form system. 

When you first register with the application system you will create an account which you can access at all stages of the process.

How do I complete my application form?
One standard application form means that everyone who applies is considered on the same basis. You need to complete the application form in full – please do not upload a CV as this will not be available to the selection panel.

What you need to tell us on the application form
When completing your application please ensure that:

· You provide us with full contact details
· You provide us with your full education history, including National 5s/National 4s/GCSE or equivalent, please make sure you include the level.
· You provide details of any employment history, if any.  
· If you have no employment history you can include volunteering or work experience placements in employment history section.
· You complete the assessment questions
· You provide full contact details for a least 2 referees (education, employment or character).

It’s a good idea to gather all the necessary information e.g. your educational qualifications before you start to complete the application form. 

Plan what information to include in each section of the application form and draft your responses before you type it into the text box in the application form and check your spelling and grammar.  
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Completing the Assessment Questions      			         

To stand the best chance of getting an interview you need to fully answer the assessment questions and make sure you follow the guidance we give you on how to answer.
You will be asked three questions in the application form and we would like to answer them as follows:

1 	Why do you think you are suitable for this role?  
· How to Answer: In the summary information we have told what kind of person we are hoping to recruit.  Give us examples that show us you have the skills and attributes you will need for this job.  Tell us about the skills and personal qualities you have and how you have developed them e.g. through work, volunteering, school/college practical subject based tasks (any school subjects any hobbies or pastimes that can demonstrate your skills), any clubs or after school/college groups/other interests that demonstrate the communication skills and personal qualities we are seeking. Don’t just tell us you have a skill or attribute – give us examples of it and and tell us how they would help you in this job.

2 	Why do you want to work for the NHS? 
· How to Answer:  Tell us why are you interested in becoming an Administration Assistant. We have told you in the supporting information and job description what the job involves so tell us why you think you would be good applicant.  Tell us about your interest in working in Administration and why this is the career path for you. What is it about this job that appeals to you and why did you apply for the programme?

3 	Is there any other relevant information that will assist us in shortlisting your application?
· How to Answer: Tell us a bit more about you. How do your family, friends, teachers/employers describe you? Tell us about your achievements (e.g. Duke of Edinburgh or other awards, hobbies, interests), any talents or aspirations or anything else you think might be relevant to your application. We want to know what interests you and how other people see you. If you are a Care Experienced Applicant please tell us here. Please do not send any other inclusions e.g. copies of qualification certificates, other award letters or CVs, etc.  If you are selected for interview, you will be asked to evidence your qualifications.


Equal Opportunities Monitoring                                                                    [image: ]                                                                                        
This part of the form is optional with the exception of your date of birth, the information you provide in this section exercises no part of the selection process. 

Who should I ask to be a referee?
NHS Scotland require you to provide details of at least two referees that will cover a period of the last three years, however we understand that this can be difficult if you have not worked before or have a limited employment history. 

If you are in full time education or recently left education your referees can be teaching staff and Pastoral Care staff. We will only contact your referees if we decide to make a conditional offer of employment.   

Who else can I ask to be a referee?                                                                     
You can also include referees from any volunteer work or work experience. If you don’t have employment or education references that cover the last the last three years, we will also accept character references

It is important that you give us full contact details including email addresses for all your referees. 

Who can act as a Character Referee?     			 
A Character Referee is a professional person or person of good standing in the community who is not a family member and who can vouch for your suitability for the role. 

Examples of suitable Character referees could include anyone known to you (but not a family member) who is required to hold professional registration to do their job, or is employed in professional capacity, or is a Public Sector employee, or holds a position of seniority in a company or business, is a business owner or is a person of good standing within your local community (e.g. sports coach, scout leader, youth worker etc.)

If you are experiencing difficulty in identifying suitable referees please email donna.lennie@ggc.scot.nhs.uk  for support.






When is the closing date for applications?                                                      [image: ]
Your application must be submitted on or before Noon on 3rd August 2025 at the latest.

We will NOT accept late applications.

Can I get help to complete the application form?
If you feel that you need some help to decide what would be useful to include in your application you should make contact with your local Skills Development Scotland office. One of the advisers there will be able to support you through the application process. You can find out more at https://www.skillsdevelopmentscotland.co.uk/ 

You can also find information on the My World of Work website https://www.myworldofwork.co.uk/getting-job/application-forms

You need to complete the application form in full – please do not upload a CV as this will not be available to the selection panel.

When will interviews be held?
Interviews will be held in 2 stages. If you have been selected for interview you will be advised by system notification or by email.

When will the Administration Assistant in Dermatology Programme start?
All our offers of employment are conditional and subject to you satisfactorily completing pre-employment checks which include references, Disclosure Scotland Clearance and an occupational health assessment. 

On completion of satisfactory pre-employment checks, successful candidates will start their Training Programme.






Submitting your application    				                          [image: ]                                                                                           

Final Check   

· Make sure you have included details of all your qualifications (including dates awarded)
· Make sure you include full contact details for your two referees, including where possible an email address for them. Don’t forget to ask their permission to use their details on your application form
· Make sure you have fully answered the three assessment questions and have given us the information we have asked you for.
· Make sure you check that your responses to the assessment questions are checked for spelling and grammar. It might be helpful to get someone else to look over your answers.
· It is always useful to make a few drafts of your answers before you submit one you are happy with and it’s helpful to keep a copy of your final draft.  Remember if you are selected for interview it will be important to review the application you submitted as part of your interview preparation. 



· And finally before you submit it check it one last time 

How to submit your Application Form:
Applications should be completed electronically submitted via the NHS Scotland Online Recruitment System – Jobtrain.  

If you have any problems submitting your application form please call NHS Greater Glasgow and Clyde Recruitment Service on 0845 3000 831


Late applications will not be considered.






Terms and Conditions of Employment                         [image: ]

Pay Banding
Band 3 (Annexe 21)
Annexe 21 is the payscale applied to trainees who enter the NHS and undertake all their training whilst an employee.  

Agenda for Changes Salary (2025/2026 Pay Scale)

£28,011 - £30, 230 2025/26 Payscale
Starting Salary £21,161 (70% of band 3 Maximum) or Scottish Living wage, whichever is higher.


Fixed Term Contract Duration 
The duration of the post is fixed term for 18 months 

Hours of Duty 
37 Hours per week

Annual Leave  
The annual leave entitlement in a full year commencing 1st April to 31st March is :

· 27 days,rising to 
· 29 days after 5 years’ service and 
· 33 days after 10 years’ service. 

There are 8 Statutory and Public Holidays in each leave year (all leave is pro rata, where applicable) 

Superannuation Pension Scheme
If appointed you will be automatically enrolled in the NHS Superannuation Scheme however on appointment you can chose to opt out of the scheme. Employee’s contributions to the NHS Scheme are tiered based on your earnings and the employer’s contribution equates to 13.5 % of salary. Employees in the NHS Scheme are “Contracted-out” of the State Earnings Related Pension Scheme and pay a lower rate of National Insurance contributions.  You can find out more at www.sppa.gov.uk 

For more information about the benefits and discounts available to NHS Greater Glasgow and Clyde staff, visit www.nhsstaffbenefits.co.uk and www.nhsdiscounts.com


Right to Work in the UK 
We are required to check the entitlement to work in the UK of all prospective employees, regardless of nationality or job category.  Candidates appointed to a post will be required provide appropriate documentation verifying right to work in the UK prior to commencing employment.

Healthcare Support Workers
All staff who are not a member of a regulatory body (e.g. Nurse, Doctors, and Allied Health Professionals) are considered to be Healthcare Support Workers, regardless of their job title. You will be expected to comply with the NHS Scotland Mandatory Induction Standards and Code of Conduct for Healthcare Support Workers. You will be required to achieve Mandatory Induction Standards and Code of Conduct for Health Care Support Workers and these standards will be met through on the job induction programmes within NHS Greater Glasgow and Clyde that are core in supporting new staff. 

Smoke Free Policy
NHS Greater Glasgow and Clyde operates a NO SMOKING Policy on all premises and grounds for staff and visitors.

Pre-employment Checks	
All offers of employment will be subject to the receipt of satisfactory references, Occupational Health screening, criminal records check (Disclosure Scotland) where applicable, eligibility to work in the United Kingdom and verification of identity and qualifications. 

Car parking and travel to NHSGGC Sites
Like other NHS Boards across the country, demand for car parking on our hospital sites far outweighs availability. As a result, access to on-site parking is extremely limited and you will therefore need to find alternative ways of travelling to work if you are selected for the post. 

All staff are entitled to apply for the following benefits on appointment:
· Interest free loan to purchase Zonecard’s - a flexible season ticket for unlimited travel by rail, subway, most buses and even some ferries (details on public transport routes to NHS Greater Glasgow and Clyde’s sites can be found by visiting www.nhsggc.org.uk and select Transport and Parking on the home page  or visit www.spt.co.uk/travelinfo
· Cycle to Work Scheme, for staff to purchase a bicycle and any equipment needed and then repay those costs through their salary. 
· For more information about the benefits and discounts available to NHS Greater Glasgow and Clyde staff, visit www.nhsstaffbenefits.co.uk and www.nhsdiscounts.com

Learning and Education
NHSGGC has an on-going commitment to learning and development through competency based training and individual personal development plans informed by the Knowledge and Skills Framework.  

                                                                                               [image: ]

Job Description 
You will work to the standard Administration Assistant –  Job Description with the expectation that you will be supported and trained to carry out all the duties and responsibilities outlined.  You would not be expected to perform at Administration Assistant Practitioner level on appointment.   
 
[bookmark: _GoBack][image: ]
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‘and wilen o communicate confidential information with cinical & non-cimcal staff_
The postholder is respansible for prioritsing and scheduiing their workload.

= The postholder will work within clearly defined protocols and procedures, adhering to
NHSGGC policies eg. Health and Safety, GDPR and Confidentiality

= Although the position is line managed, following induction and on the job training, the
‘administration assistant requites to work on their own iitiative managing their daily
‘workload and all administrative tasks associated. Guidance and assistance is
available from supervisorfine manager as required

= Each post holder will have a Personal Development Plan

6_Main Tasks, Duties & Responsibilities

The following sets out the core responsibiliies of the Administration Assistant_The frequency
‘and extent to which the post holder carries out allduties may vary across departments.

= Provide a high quality administrative service for clinical & non-clinical staffto ensure
efficiency in patient care

= Operation of computerised patient management system(s). ensuring patient
information is accurate and up to date in compliance with the General Data Protection
Regulations 2018 (GDPR), to support patient care national retums.

= Deal with telephone and face to face enquiries from all staff groups in the NHS,
patients, relatives, carers and extemal agencies, directing and prioritising queries as
appropriate, to ensure efficiency and effectiveness of service delivery.

= Assistin managing mail and directinglprioritising as required to ensure the efficiency of
the service delivery.

= Update and maintain patient data on departmental databases and hospital systems.

< Assistin managing patient fles, both manual & electronic, ensuring information s
accurate and up-to-date and appropriate follow up systems are in place. This may
include retrieval of filesix-ray fims from offsite storage or other departments.

= Amangelchange appointments for patients, either by mail or liison with the patient via
telephonefface to face, in accordance with clinical staff instructions using appropriate.
computerised appointment system(s).

= Reception of patients at various reception desks throughout the hospital including out-
patients and admissions.

= Record sickness/absence and annual leave and ensure this information is included on
SSTS.

o Amange and attend meetings and take minutes of these meetings where appropriate

o Amanges travel and accommodation for Consultant staff and visitors and co-ordinates
‘expenses claim payments, ensuring this is carried out accurately and without delay.

o Support triage of referrals by confirming allrelevant detail is available and ensuring
timely remit of al referral letters, managing non-responders and removing patients
from the waiting st where appropriate, highlighting potential breachers to the relevant

senior team.

Coordination of patient procedures around donor tissue availabilty.

Completion of clinic cancelation freduction / cinic buid forms on instruction
‘Support booking of adtions to recall waiting lists

Cash handiing in line with Standing Financial Instructions

Ordering of stationery, leaflets, equipment and resources etc to ensure adequate
resources available for team; this includes liaising with extemal suppliers

Set up of extemal events / local intitives

Production of leaflets & posters where required
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Extracts, collates and provides data to enable preparation of verbal, wiitlen, statistical
reports and retums.

‘Shared responsibilty for Health & Safety within the office area.

Comply with the requirements of the General Data Protection Regulations (GDPR)
Partcipate in annual PDP reviews and undertake induction and ongoing training where
necessary.

Promote and maintain a patient centred care ethos which supports effective ways of
‘working and positive behaviours and atiitudes to deliver a high quality patient
experience.

Be a role model for NHSGGC organisational values, demonstrating professionalism and
a behavioural approach which promotes the principles of dignity and respectfor all

Ta. Equipment & Machinery & Systems

“The post holder will use a range of standard IT and office machinery & equipment, including: -

PC's (Desktop Laptops)
Other Mobile / Hand Held Devices

Scanners / Photocopiers/ Printers MFD's

Telephony

Induction Loops

General Office Equipment including shredders, laminators, headsets, franking
machines and projection equipment.

7b._Systems

o

000000000

Maintaining electronic fiing system
All Microsoft Office 365 applications (keeping abreast of updates and new functionality),
including Word, Excel, PowerPoint, Microsoft Teams/ SharePoint and MS Outiook (e~
mail)

Electronic Patient Information Systems e.g. Clinical Portal, TrakCare, SCI Gateway,
EMIS Web, Telepath

Staff informiation systems ie EESS, SSTS etc

Netcall

Incident & Risk Management Systems

Web based system for Interpreters

Pecos for Stationery and Sundry Ordering

StaffNet (or other Intranet Technology)

Scottish Breast Screening System (SBSS)

OPERA

Bluespier

CRIS (Computerised Radiology Information System)

Any new developments or altemative service specific systems.

8. Decisions & Judgements

“Although the position is ine managed, the post holder wil be required o exercise a
degree of initiative when dealing with patient enquiries, resolving the problem
timeously where necessary and seeking guidance from line manager where required.
This includes on a daily basis the prioritisation of workioad, reassessing the priority
throughout the day assessing urgency of varying situations.
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= Handiing and screening of highly sensiive information (e g, patient referralslcomplaints/)
via telephone calls and face to face with patients, relative, carers and others.

= Dayto day responsibility for the effective running of the administrative duties within the
office.

= The post holder will operate within NHSGGC policies and procedures and must ensure
that patient confidentialty is maintained at all times.

= Guidance will be provided by the Line Manager for more complex issues.

9. Communications & Relationships

‘Communicates as required, both verbally and in witing, with ofher departments, companies,
‘extemnal agencies, medical and general staff, to make enquiries and amangements for
‘appointments, visits and meetings.

o Patients - Amanging appointments by telephone or in person at reception desks and
desling with gerersl encuirs.
and Nursing staff
Somr Departmental Staff - Work related or personal
Ancillary and Ambulance staff - Transportation of case records and patients
Other hospitals/Breast Screening Centres.
Patients' relatives & carers

‘The post holder must acknowledge the sensitive nature of the topics discussed and use skills of
tact and diplomacy as there is exposure to clinical information which may be of a distressing
nature.

‘The post holder must acknowledge when speaking to patients that some will have barriers to
understanding, i.. stroke patients, patients with visual, verbal or hearing impairments, patients
with itle or no English, etc. and treat them with patience and respect.

0. Physical. Mental, Emotional & Environmental Demands Of The Job

Physical skills & demands
= Computer lterate
= Manual handing where required
= Majoriy of work is computer based therefore required to sitin a restricted position for
prolonged periods of time on a daily basis.

Mental demands
= High levels of concentration required when inputting data onto computer systems
whilst working i a noisy environment

Emotional demands
= Dealing with aggrieved or distressed patients or relatives with using skills of tact,
diplomacy and discretion
= Dealing with pressurised clinical staff

Working Conditions
= General Office conditions and Reception areas that are Patient / Public facing.
= Often working in variable temperatures and confinedinoisy areas
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= Communicating with anxious or aggressive patienis/relatives in a professional manner’
under difficult circumstances.

= Balancing the need to provide a fast and effective service toalarge volume of patients.
ona day basis where the demand is often unpredictable

= Working to a high degres of accuracy despite regular interruptions

T2_Knowledge, Training & Experfence Required To Do The Job

= 30 grades/Standard Grades/National 5's or equivalent — 1 must be English or good
general education

= NQISCQF Level 5 in Administration or equivalent.

= Previous clerical experience, preferably in a healthcare setting, desirable o ransferrable:
skils/equivalent experience

& Proficientin use of software systems including Microsoft Office Packages

= General administration and office experience/previous clerical experience desirable

= Computer lterate with good keyboard skills.

= Good organisational skills, having the abiliy to organise, prioritise and workto
deadiines.

= Good communication skils and having the abilty to communicate with a wide range of

ionals

= Good verbal and interpersonal skils.
= Self motivated

= Abilty to work flexibly and use own nitiative.

= Ability to cope with stressful situations and work in a pressurised environment

Date Comment
2008 CAJE #NAS336

June Updated Sections 2,5, 6, 7,8,, 10 & 12
2005
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PERSON SPECIFICATION
Job Title - Administration Assistant- Band 3

NHS
——

Greater Glasgow
‘and Clyde

Qualifications

Essential

)

Desirable

NQ/SCQF Level 5 in Administration or
equivalent.

30 grades/Standard Grades/National 55 or
equivalent — 1 must be English or good
general education

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 waiing ists

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
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