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 NHS NATIONAL SERVICES SCOTLAND
JOB DESCRIPTION 

	1.     JOB DETAILS

	Job Title
	Digital & Business Support Coordinator

	Immediate Senior Officer/ Line Manager
	Head of Planning, Performance & Business Support

	Department
	Performance & Business Support

	SBU
	Central Legal Office

	Location
	Anderson House, Edinburgh

	CAJE Reference
	NPCLOS713

	

	2.
JOB PURPOSE

	To support the delivery of the CLO Digital Transformation Strategy including any specified systems that are required for the implementation of a digital legal service.

To assist the Head of the Dept and the Business Support Performance Manager in the day to day management of the effective and efficient provision of a range of business support services for CLO in order to enable the SBU to meet its Corporate & Divisional objectives.



	

	3.  
 DIMENSIONS

	NHS Scotland Central Legal Office provides a comprehensive legal service to all Boards and NHS Entities throughout Scotland.  NHS Scotland Central Legal Office operates on a fee-earning basis with an income target in excess of £9.2 million per annum.
Number of Clients


NHS Scotland Central Legal Office provides a comprehensive legal service to 14 NHS Boards, NHS National Services Scotland (Common Services Agency) and its SBUs, the Scottish Ambulance Service Board, State Hospital Board for Scotland, NHS 24, NHS Education for Scotland, NHS Health Improvement Scotland and the National Waiting Times Centre Board. 

The total number of the different client bodies of CLO is 52.

Number of staff
NHS Scotland Central Legal Office has 135 staff including Solicitors, Paralegals, Legal Personal Assistants, Legal secretarial staff and general administration staff.

Human Resources
The post holder does not carry out any line manager function, however he or she will be assigning work on a regular basis to the Business Support Officer, the Finance & Fee Charging Officers and the MA when assistance is required in the functions undertaken by the post holder.

	Finance

The post holder will be expected to work to defined budgets, assist in monitoring aspects of finance such as payments to suppliers (relevant to digital initiatives, H&S expenditure etc) and approve purchase orders raised with authorisation level up to £10k (Pecos Authoriser Level 3).
As part of the Performance and Business Support Department the post holder will assist in providing comprehensive support to a number of key Corporate & Divisional areas such as:

· Digital Transformation
· Resilience / Business Continuity

· Health & Safety
And will manage the following key Corporate & Divisional areas for the SBU:

· Equality&Diversity 
· Sustainability 


	4.   
ORGANISATION CHART
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	5.   
ROLE OF THE DEPARTMENT
The Central Legal Office (CLO) provides a unique and comprehensive employment, litigation, property, commercial contracts and general legal advisory service to the whole of the NHS in Scotland.  CLO operates through teams of qualified solicitors and support staff, on a fee-earning basis.  Clients include all 14 NHS Boards, NHS National Services Scotland, Scottish Ambulance Service Board, State Hospitals Board for Scotland, NHS 24, NHS Education for Scotland, NHS Health Improvement Scotland, NHS Health Scotland and the National Waiting Times Centre Board.


	CLO has 5 Departments:

Litigation

There are four litigation teams which undertake a full range of litigation in the Sheriff Courts, Court of Session, House of Lords, Employment Tribunals and NHS Tribunals.  The teams provide a litigation and general advisory service, which encompasses the whole range of legislation and common law as it applies to the NHS in Scotland.  This includes skilled investigation, representation, advice and negotiation, in areas such as clinical negligence, personal injuries, mental health law, employment law, practitioner services law, building/engineering arbitrations, debt recovery, human rights, and data protection.
Employment

The solicitors in the Employment Team have over 50 years' experience in advising the NHS in Scotland in employment law, and have advised extensively on a wide range of issues, including:  Disciplinary and grievance matters, Employment Tribunals, TUPE, Strategic matters, Trade union recognition, Industrial action, all forms of discrimination, Working time regulations, equal pay and medical disciplinary procedures. The Team regularly presents cases to Employment Tribunals throughout Scotland and has appeared before the Employment Appeal Tribunal.
Commercial Property

The 3 property teams provide a full range of services to clients throughout Scotland relating to property transactions.  This includes: advice on all property related legislation and policies, drafting, revising and negotiating contracts and documentation for the sale, purchase and lease of land and buildings, preparing and advising on commercial, residential and agricultural property issues; Planning Applications including representations at Appeals and Public Enquiries.  The teams provide skilled negotiators to assist and support clients in the safeguarding of their property interests.  The teams also provide advice, negotiating and drafting services on property issues affecting the Private Finance Initiative/Public Private Partnerships and Joint Ventures.
Commercial Contracts

The commercial contracts team acts as an interface between NHS Scotland and the commercial sector.  As the leading supplier of specialist commercial law advice to NHS Scotland, it helps clients work with business partners and suppliers ranging from local health service providers to multinationals, combining a unique understanding of the specific requirements of NHS Scotland with extensive experience of working with the commercial sector.  The team provides support and advice on commercial activities, including advice on procurement and tender documentation; drafting, revising and negotiating contracts of any nature and provision of experienced negotiators to assist and support clients.
Business Support
The Performance & Business Support Department is responsible for the strategic planning processes and performance reporting requirements of CLO.  It is also responsible for the delivery of effective Business Support Services across CLO, which include a comprehensive administrative service, Court Running and Records Management service, Finance and Fee Charging service, Debt Recovery service, H&S, Project Management, Management of Information and SBU System Management and the delivery of the Digital Transformation Strategy of the SBU.
It provides a link to the wider NSS in relation to all corporate and Scottish Government (Information Governance, Equality & Diversity, H&S, Business Continuity, Planning, Risks, Systems, Complaints and feedback handling) initiatives and a link with all CLO’s customers in relation to the fee charging and the management of claims.

The Performance & Business Support Department also ensures the effective delivery of the external facing service of the CNORIS Scheme to NHS Scotland and the public.



	6.   
KEY RESULT AREAS

	1. Participate in any Projects identified by the CLO SMT that will contribute directly to the Digital Transformation of the SBU and actively manage or support their successful implementation.
2. Provide high quality and timely customer support service to benefit the users of the legal case management and fee charging system by being responsible for resolving all incidents/issues reported, and providing operating system advice at all times.
3. Maintain, monitor, review the performance of the legal case management and fee charging system and generate regular data analysis reports of a range of complex incidents, including those resolved, on hold and under development and highlighting critical performance issues at the monthly meetings with DaS and the supplier of the system. Main point of contact for the supplier of the System and DaS.
4. Compose, maintain and distribute product documentation (User Guides, Crib Sheets) that enable the better understanding of the use of specialised systems (Case Management System, Digi Dictate) or other software tailoring these to the requirements of the SBU.
5. Propose and implement changes to practices and procedures referring to the use of specialised systems or digital solutions in order to contribute to quality improvement and consistency of approach.
6. Manage and deliver training to Solicitors and legal staff in various and complex areas including: aspects of the legal case management system; new software that might be introduced; amended or new processes that need to be followed due to changes of software; complex software/system operations such as electronic bundling for legal cases; and electronic transfer of highly sensitive documentation using various digital methods.
7. Be the designated SBU Lead for Equality & Diversity, Sustainability and Environmental initiatives, by ensuring regulatory compliance, progressing all relevant activity in the SBU and providing regular updates to the Senior Management Team. Represent the SBU in the meetings organised in NSS in relation to these areas and be responsible for all actions required.

8. Assist in the day to day management of the SBU’s Resilience and Business Continuity by logging Business Continuity Incidents in the System identified, managing and contributing to their resolution, generating and amending Business Continuity/Resilience Plans and implementing desktop exercises as required.  The post holder is the Deputy Lead for Business Continuity/Resilience for the SBU, assists in all communication to CLO staff in relation to the above and attends NSS/CLO Groups when required.
9. Assist in the day to day management of the Health & Safety requirements of the SBU, including contributing to the successful completion of all actions related to the Occupational Health and Safety Profile, completing required DSE and Risk Assessments, monitoring H&S Accidents & incidents and contributing directly to their resolution, and ensuring that all deadlines imposed in relation to any of the activities above are achieved.  Deputise for the Business Support Performance Manager at the NSS Safety Working Group.
10. Provide full secretarial support to the Partnership Forum of the SBU by drafting the Agendas, taking formal Minutes of the meetings and following up on actions required. 

11. Assist in the implementation of the Model Complaints Handling Procedure for the SBU by updating the relevant system of all complaints handled, all feedback and compliments relevant to the SBU and generating Reports to update the CLO SMT.

12. Manage and complete the SBU KPIs relevant to own area of work.


	

	7.    
ASSIGNMENT AND REVIEW OF WORK

	For the Customer Support service provided in relation to the legal case management and fee charging system, work is generated principally from customers’ requirements for service requests, incident handling, problem resolution and information provision.  The post holder is responsible for managing and tracking all assigned calls (approximately 30/40 calls on a monthly basis). The complexity of the incidents logged ranges from straightforward to challenging. Challenging incidents are happening more often due to the requirements of remote working. The time devoted to resolve these issues is considerable as this involves coordination of a number of activities and liaison with a number of staff.  Often calls need to go through many iterations of reassignment before final resolution. The post holder is expected to anticipate, resolve and take the decision to escalate problems to ensure the final resolution.
Assignment of work will come from the Line Manager, the Fee Charger and the Business Support Performance Manager. The post holder will be expected to have autonomy and carry out work using his/her own discretion and initiative.  The post holder must therefore be highly organised and methodical in his/her approach to work with excellent communication skills and the ability to anticipate problems and ensure that measures are in place in order to resolve. The jobholder is expected to escalate problems and seek advice and guidance when required. 
The post holder is expected to manage their own time and prioritise their workload, to use initiative, judgement and diplomacy in meeting all areas within the posts remit and in reaching decisions that are required for any of the areas they are responsible for in a regular basis.

Within the post holder’s area of responsibility, they must be proactive in identifying and implementing improvements within their key result areas, anticipating future internal and external requirements and be able to plan current and future workload effectively and successfully. The post holder monitors own output and standards, reviewing and improving procedures as required in order to ensure the continued provision of a high quality service.

The post holder is subject to the NSS objective setting and performance review process.  This is an annual activity and an interim review takes place on a six-monthly basis.  Annual objectives are agreed with the Line Manager in accordance with SBU requirements.


	· 

	

	8.    
COMMUNICATIONS AND WORKING RELATIONSHIPS

	The post holder is required to have well developed interpersonal skills in order to be able communicate with a range of parties (specialised and non specialised staff, suppliers, consultants, Senior Managers), who may not have enough technical knowledge or may be unsure of doing some things due to their lack of expertise and need to be guided and reassured during specific processes and develop a good rapport with them.  Diplomacy, tact, patience and persuasion are part of the skills required for the effectiveness of the role.
The post holder is responsible for maintaining good relations with customers while resolving their problems, often under extreme pressure.  Resolving and closing Help Desk incidents also involves co-ordination of a number of activities, liaison with a number of staff and a number of parties including technicians, analysts and developers of the Supplier.  Often calls need to go through many iterations of reassignment before final resolution.

Internal to CLO
Verbal communication (face to face, Microsoft Teams, telephone, meetings) and written communication (emails, using other internal or external systems such as Service Now, Reports) with:

· All CLO staff for incident resolution, for advice, for instruction, for the delivery of training in order to support the use of specialised systems, new functionalities and software introduced or changes to working practices.
· Head of Business Support, Performance & Planning, Fee Charger, Business Support Performance Manager – meetings and email communication for regular updates on different aspects of the role and to assist in business and corporate objectives.


	· Other Business Support Managers to gather and inquire information required during specific Projects and work with them when new or amended processes are introduced

· Director and the Heads of the other Departments – to provide vital updates and further communication via email or reports.
NSS
· Corporate Services, HR Services and Facilities Management for the aspects of the role that involve corporate and divisional objectives relevant to Business Continuity/Resilience, Equality & Diversity, Sustainability, Health & Safety, Feedback processes and the completion of Key Performance Indicators in relation to these.

· DaS Services (including DaS Business Partner, DaS Demand Support Manager, Project Managers, Server Team, Infrastructure Team) in relation to the effective performance of the legal case management system, other introduced Software, any processes involved and following up actions that refer to their responsibility.
External
· Supplier of the Legal Case Management System – As their main contact attend all meetings to review incidents, progress of development work, follow up on progress and on actions identified.

· Other Contractors, Suppliers or Consultants relevant to Business Support or Digital solutions.


	

	9.
MOST CHALLENGING PART OF THE JOB 

	Dealing with a diverse role such as this, managing and prioritising a range of different areas making sure that all are supported to the level required. 

Negotiating with and influencing a number of parties (NSS DaS Services, Suppliers of Systems) for speedy and effective resolution of incidents and problems requiring intervention (technical, operational or procedural).

Presenting a professional image to customers at all times, while working under pressure.

Undertaking multiple tasks simultaneously whilst ensuring continued development and delivery of quality support services that exceed the requirements of customers within an environment of rapid evolution. As a consequence, constant up skilling is required in software developments and business processes to provide optimum customer service.
Being sufficiently adaptable, flexible and knowledgeable to deliver a consistently high standard service.

	

	10.
Systems

	· Maintains daily and has specialised knowledge of the relevant Legal Case Management and Fee Charging System.
· NSS Customer Support Desk, Service Now for dealing with requests for advice/information, incidents and problem resolution related to the legal case management system and any software that is indirectly or directly linked with it.
· Civica Helpdesk, a web based system used to log requests for information and incidents, areas for development and regular communication related to the current legal case management system.
· Creates, maintains and manages an efficient filing and retrieval system for own area of work including Microsoft Teams channels taking into consideration information governance principles in order to achieve effective practice.
· Uses all MS Office for daily work (Word, Excel, PowerPoint, Outlook) and any additional packages of O365 will be required in the future.

· Microsoft Teams for regular communication and for the delivery of effective virtual training,
· Takes, transcribes and keeps accurate records of meetings (formal Minutes).

· Service Now to upload, include information and create Reports for Business Continuity Incidents, H&S Accidents, DSE Assessments, Risk Assessments, Feedback and Complaints.

· Microsoft Forms to undertake and complete Equality Impact Assessments.

· Uses all required systems such as Pecos for approving purchasing orders, Turas Appraisal and Learn, eEss, Crown Flexi, eExpenses, Payroll, as required.
· Formats and populates a number of databases for reporting on incidents and progress of work.


	11. 
WORKING ENVIRONMENT AND EFFORT

	Physical Effort

	Prolonged sitting and VDU usage up to 80% on a daily basis.
The post holder is required to travel occasionally to other NSS sites in order to attend meetings of Corporate Groups.

	Mental Effort

	The post holder needs to be customer focused and have the ability to manage a number of simultaneous tasks, often under pressure.  Handling ad-hoc customer requests from a wide range of people requires the ability to multi-task and provide quick responses.

Handling challenging technical problems also requires specialised knowledge and confidence to take them forward and lead to an effective resolution. 
The ability to think on one’s feet and offer support to a wide range of people utilising different communication methods (email, Microsoft Teams, face to face etc) is also required.

Sustained periods of prolonged concentration required for the preparation of reports and minute taking during highly focused meetings.

The post holder is required to sustain concentration due to the need of changing from one topic to another at short notice and during frequent interruptions.

	Emotional Effort

	The post holder can deal with challenging behaviour occasionally when users are facing challenging circumstances such as ‘Down time’ of Systems due to glitches and regular performance issues.
Due to the nature and demands of the role, the post holder may find at times demands placed on them for resolution of incidents and delivery of work within tight timescales that could cause a degree of pressure.

	

	12. 
ENVIRONMENTAL / WORKING CONDITIONS & MACHINERY AND EQUIPMENT

	The post holder works within an open plan office, with constant background noises.

The post holder is required to sustain concentration due to the need of changing from one topic to another at short notice and during frequent interruptions.

The post holder uses office equipment on a daily basis – laptop, printer, phone, copier and needs to keep a tidy and organised workstation for health & safety reasons.

	

	13. 
QUALIFICATIONS AND/OR EXPERIENCE SPECIFIED FOR THE POST

	Educated to Degree level or have considerable experience working in a relevant discipline in order to have the knowledge required to do the job successfully.
Certification in the knowledge of Business Continuity/Resilience or in Health & Safety such as IOSH in Managing Safely or experience in any of these fields is also desirable.
In depth working knowledge of MS Office (Outlook, Word, Excel, Powerpoint) and O365 additional packages including advanced knowledge of Microsoft Teams for the delivery of virtual training when required.
As software evolves very quickly, the post holder must constantly update their knowledge by continuously learning new or updated software/systems, often in a short period of time and often without formal training, in order to maintain a high level of service.

Required to take, transcribe and keep accurate formal Minutes.

Competencies:

Very good organisational and planning skills, methodical with good attention to detail are required in order to plan carefully a diverse workload and maintain a good balance.
Excellent communication and presentation skills combined with some technical knowledge are important in order to be able to provide effective customer support. The post holder must be totally customer focused and must have the ability to manage a number of simultaneous tasks, sometimes often under pressure.
Flexibility and ability to manage a diverse workload is also essential.


	14.   
JOB DESCRIPTION AGREEMENT

	A separate job description will need to be signed off by each postholder to whom the job description applies.


	Postholder Signature:
	
	Date:
	
	

	
	
	
	
	

	Postholder Print:
	
	
	
	

	
	
	
	
	

	Manager Signature:
	
	Date:
	
	

	
	
	
	
	

	Manager Print:
	
	

	
	
	
	
	

	Manager Title:
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