
JOB DESCRIPTION 

	1. JOB IDENTIFICATION

	Job Title:               Case Manager (Band 7) – Working Health Services
Responsible to:   Vocational Rehabilitation Team Lead
Department(s):   Occupational Health Service
Directorate: Workforce
Operating Division: Corporate
No of Job Holders:  1                
Last Update (insert date):  October 2025



	2.  JOB PURPOSE

	To provide a high quality assessment and intervention case management service to Working Health Service Scotland (WHSS) clients in line with national guidelines.  Provide proactive case management to those participants signposted via GP’s, other health professionals, employers or self-referred to support clients to remain in or return to work; ensuring clients are assessed for eligibility and fully informed to the requirements of the programme.  
To maintain accurate health and financial records, inclusive of documentation of robust assessment at pre-intervention, progress and post intervention stages, consent and administration of interventions and use of budget resources available. To deliver these records in an agreed format timeously as stipulated in the protocols.  To liaise with service providers, Occupational Health, Human Resources, line management and others as required and ensure effective service delivery and development in line with government and line management direction.


	3. DIMENSIONS
The post holder will operate as an autonomous practitioner, delivering high-quality biopsychosocial assessments and comprehensive case management for clients referred to Working Health Service Scotland (WHSS) services.
A key responsibility is to support participants throughout their journey, coordinating timely and effective interventions that promote recovery and facilitate a return to, or maintenance of, employment, recognising that this may not always be achievable.

The Case Manager collaborates with clients to enhance their health and wellbeing, empowering them to self-manage by providing access to tailored information, appropriate support services, and focused rehabilitation.

The post holder will liaise with a range of internal and external stakeholders, including service providers, GPs, Local Authority teams, voluntary organisations, and other relevant agencies, to address factors impacting clients’ health and work capacity.

While most client interactions will be conducted by telephone, some cases may require face-to-face engagement depending on individual needs. There is a requirement to provide some out of hours availability i.e. 0800-0900hrs and 1700-2000 hrs


	4.  ORGANISATIONAL POSITION

	TBC


	5.   ROLE OF DEPARTMENT

	Encompassed within NHS Fife Occupational Health Services, WHSS is a national self-referral service designed to provide timely support and intervention for individuals experiencing health issues or disabilities that impact their ability to work. The service aims to identify and implement appropriate actions that enable clients to remain in, or return to, work, supporting both their health and vocational outcomes.

Operating within defined timeframes and clinical governance guidelines, WHS delivers specialist, work-focused assessments and enhanced signposting to quality, independent advice, and services, primarily through telephone consultations. The service utilises secure digital systems for information management and record keeping, ensuring efficient communication with clients, employers, and GPs. While most interactions are remote, a small number of clients may require face-to-face appointments, including access to an early morning or evening clinic for those unable to attend during standard working hours.
Where clinically indicated, WHS may refer clients to specialist services such as Physiotherapy, Counselling, or Occupational Therapy. Case Managers may also deliver direct interventions within their scope of practice and professional competencies.



	6.  KEY RESULT AREAS

	· Engage with individuals referred to WHSS, ensuring timely contact and appropriate service provision.

· Conduct work-focused biopsychosocial assessments via telephone or face-to-face, using designated tools and criteria with some out of hours availability i.e. 0800-0900hrs and 1700-2000 hrs one day per week.
· Co-develop personalised Action Plans with clients, outlining practical steps and support to facilitate continued employment, return to work, and effective health management.

· Provide high-quality onward referrals and signposting in line with the agreed Action Plan, ensuring clients access appropriate health interventions and independent advice.

· Administer standardised assessment tools at pre-intervention, progress, and post-intervention stages to monitor outcomes.

· Maintain accurate, timely, and secure records using approved digital systems, in line with data protection and confidentiality standards.

· Coordinate referrals to relevant services including Occupational Therapy, Physiotherapy, Counselling, money advice, and legal support, as appropriate.

· Deliver direct interventions within the scope of professional competencies to add value to client outcomes.

· Undertake workplace visits to assess the client’s health status in relation to job demands and environmental factors.

· Produce detailed written reports following workplace assessments, sharing findings with the client, employer, and referring occupational health professional.

· Ensure all interventions are delivered within agreed timeframes and service protocols.

· Effectively prioritise and manage own workload remaining mindful of key performance indicators.
· Liaise with key stakeholders such as Occupational Health, GPs, employers, and HR teams to support coordinated care and workplace planning.

· Collect and submit data for service evaluation, audit, and research purposes as required.

· Ensure the safe and effective use of departmental equipment and resources.

· Provide supervision, guidance, and line management to team members, supporting professional development and service delivery.

· Represent WHSS and promote the wider health and work agenda through presentations and stakeholder engagement.

· Adhere to professional codes of conduct and operate strictly within the boundaries of training, knowledge, and clinical competence.

· Comply with all relevant NHS Fife policies, procedures, and statutory regulations.




	7a. EQUIPMENT AND MACHINERY

	· Must be able to confidently use a computer as the records for both services are computerised.

· Must be able to work with training and information systems including TV/Video/laptop/projector 
· Must be able to use telephone equipment for communication with clients and service providers etc. 

· Able to use a mobile phone 

· The ability to travel within the geographic area of the service.

	7b.  SYSTEMS

	· Able to use the WHSS computer systems required for the collection and analysis of client data and production of Action Plans, or sending referrals to service providers
· Use Microsoft Word, Outlook, Excel, Intranet, Internet and any other software systems for planning, communication and information gathering.  
· Essential use of telephone



	8. ASSIGNMENT AND REVIEW OF WORK

	Work will be generated from referrals to WHSS, which must be dealt with according to strict timescales. Any liaison, follow up and routine work should be self generated. The post holder will use their own initiative and background knowledge to ensure that matters are prioritised appropriately and receive timeous attention. 

The Case Manager will be responsible for the collation and analysis of information from WHSS as required.

Clinical supervision will be arranged, as appropriate, in line with the requirements of the Case Manager’s core profession.



	9.  DECISIONS AND JUDGEMENTS

	Clinical role:

· Independently prioritise, plan, and manage a personal caseload and associated duties in line with service demands.

· Exercise autonomous clinical judgement to reach appropriate decisions in collaboration with clients, drawing on professional knowledge, experience, and available information.

· Conduct assessments and provide tailored advice to clients, many of whom present with highly complex health conditions and social circumstances.

· Analyse and interpret lifestyle factors to support clients in identifying changes that may enhance their health and wellbeing, facilitating access to suitable interventions.

· Offer workplace-focused support, including recommendations to help clients manage their health in relation to job demands.

· Liaise with relevant stakeholders—within the scope of informed client consent—including GPs, healthcare professionals, employers, HR teams, trade unions, and safety representatives.

· Ensure clients are fully informed about the assessment process, confidentiality protocols, and intended outcomes at all stages.

· Provide ongoing support to clients throughout the pre-intervention, progress, and post-intervention phases.

Responsibilities for Financial and Physical Resources:
· Ensure the safe and appropriate use of all equipment in line with service protocols.

· Responsible for the cost-effective delivery of services, including the provision of interventions.
Responsibilities for Information Resources:
· Maintain accurate, timely, and secure clinical and administrative records using approved digital systems.

· Ensure formal consent procedures are followed and documented appropriately.

· Regularly input client data into databases / spreadsheets, ensuring records are up to date and accessible to authorised staff.

· Progress reporting and record keeping are integral and continuous components of the role. 
Freedom to Act:
· Operate with a high degree of autonomy in client interactions and clinical decision-making.

· Independently prioritise, plan, and manage workload.

· Review referrals received via the call handling system, assessing client eligibility and readiness for engagement.

· Initiate case reviews and case conferences as clinically appropriate.




	10.  MOST CHALLENGING/DIFFICULT PARTS OF THE JOB

	· Assessing clients who may have various highly complex health conditions

· Ability to rapidly establish a rapport and effective relationship with the clients involved within the project
· Dealing with clients who may be emotionally distressed and/or potentially verbally aggressive. 
· Awareness of how this service may impact upon current working practices, such as  involving the client’s employer, post holder is required to be sensitive to these and engaging with stakeholders in a manner which secures acceptance of the service 

· Prioritisation of workload within the designated resources 




	11.  COMMUNICATIONS AND RELATIONSHIPS

	· Demonstrate advanced communication skills to engage effectively with clients, including those who may experience barriers to understanding due to physical impairments, learning difficulties, or language differences. 

· Convey and receive highly complex, sensitive, and potentially contentious information with professionalism and empathy. Case Managers must be skilled in supporting clients who may be resistant to change, often due to limited understanding or challenging circumstances. 

· Establish and maintain strong, collaborative relationships with key stakeholders across health, social care, and employment sectors to support integrated care and positive outcomes. 

· Communicate assessment findings through high-quality written reports, ensuring clients fully understand the content, implications, and recommended actions.


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

	Physical Effort

· Frequent requirement to work in a seated / restricted positions for extended periods of working hours, using telephony and DSE equipment.  

· Ability to travel in relation to undertaking face to face assessments, promotional, training sessions and meetings.
Mental Effort
· Frequent need for intense concentration during client assessments, accurate data entry and the preparation of clinical assessment recommendations.  

· Advanced problem solving to address multiple complex client needs, agree goals and interventions, and formulate effective action plans.

· Effective and accurate liaison with external agencies and service providers and referral sources demands precision and clarity in communications.
Emotional Effort

· Frequent exposure to distressing or emotionally challenging situations, including intense and lengthy consultations with clients who may be distressed, angry or experiencing significant psychological or physical health issues and/or clients who may have communication difficulties.

· Regular engagement with clients presenting highly complex emotional, psychological, and social circumstances requiring sensitivity and resilience.
Working Conditions

· Potential for exposure to verbal or physical aggression during client interactions, particularly in emotionally charged or high stress situations.



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

	Knowledge and Experience


· Current professional registration with a relevant Health or Social Care regulatory body (e.g. NMC, HCPC, SSSC). 

· Post-registration training in case management approaches (e.g. NIDMAR or equivalent). 

· Demonstrable post-qualification experience working with clients presenting highly complex biopsychosocial needs. 

· In-depth understanding of the Health and Work agenda, including relevant legislation, policy, and evidence-based practice. 

· Sound knowledge of the factors influencing health and employment, including physical, psychological, social, and environmental determinants. 

· Clinical understanding of a broad range of health conditions and disabilities and their impact on work capacity. 

· Proven interpersonal skills in engaging clients one-to-one, both via telephone and in person. 

· Experience in applying case management principles to support client health, wellbeing, and self-management. 

· Competence in managing a caseload, including effective planning, prioritisation, and time management. 

· Ability to supervise, support, and manage other staff members. 

· Excellent written communication skills, including report writing and documentation. 

· Strong analytical and problem-solving abilities to support clinical decision-making and service delivery. 

· Experience in contributing to clinical audit and service evaluation.
Analytical and Judgemental Skills

· Exercise sound clinical judgement in highly complex situations, analysing, interpreting, and comparing a range of options to reach appropriate decisions.

· Advanced problem solving skills for interactions with clients and service providers, particularly when addressing multifaceted health and work related issues
Planning, Time Management and Organisational Skills

· Independently plan, organise, and manage own workload in line with service priorities and time sensitive protocols. 

· Allocating and supervising work of administrative staff and / or junior staff and / or students as required.
· Demonstrate experience and capability to develop, implement and comply with Quality Management systems to support service improvement and governance.
Physical skills

· Requires physical skills, which are normally obtained through practice over a period of time or during practical training (e.g. keyboard skills).
· Ability to travel and undertake the duties of the post.



	14.  JOB DESCRIPTION AGREEMENT

	 Job Holder’s Signature:

 Head of Department Signature:


	Date:

Date:
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