	1. JOB DESCRIPTION

Job Title:                                   Assistant Team Leader
Department(s):                         GP Out of Hours
No of Job Holders:                  




	2. JOB PURPOSE
· The post holder will overlap on weekend shifts to assist Team Leaders to deliver the smooth running of the GP Out of Hours Service (OOH) as well as support the function of booking appointments in NHS Greater Glasgow & Clyde (NHS GGC) during busy periods.
· To contribute to providing a high standard of service for the people of NHS GGC.



	3. ORGANISATIONAL POSITION 
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	4. SCOPE AND RANGE
· To contribute to the provision of a safe and effective Medical Service for the OOH across NHS GGC.
· Reporting responsibility to the Team Leader.
· Provide cover when a Team Leader is not on Duty.



	5. MAIN DUTIES/RESPONSIBILITIES

· The post holder is required to provide guidance to all Support Staff. 
· The post holder is expected to cover shifts when a Team Leader is not on duty. 

· The post holder main duties will primarily be to assist Team Leader to oversee the GP OOH Service as well as the appointment booking and escalate if required as per escalation plans.

· Organise and set up GP OOH PCEC daily appointment diaries.
· Ensure that all calls passed to NHS GGC from NHS 24 are processed and dispatched in the appropriate manner to ensure a safe and efficient Clinical Service
· Supporting the Contact Centre/Booking Office/PCEC staff in the satisfactory completion of his/her workload ensuring that timescales are being adhered to and met.
· Maintain Patient Confidentiality at all times in accordance with NHS GGC Policies and Procedures.
· Notify the "On Call" Manager of any problems affecting the safe, effective and efficient running of the service where appropriate.
· Given the nature of Out of Hours Service delivery, Public  Holidays and weekends  will be deemed as part of the working week
· Work in a calm and rational manner at all times setting the highest standards and procedures.
· The post holder will liaise regularly with the Team Leader to relay/receive information to continually provide the best service for patients.
· To maintain regular contact with the PCEC's and mobile doctors advising as appropriate.
· Maintain high standards at all times in terms of personal appearance and respect all NHS GGC property.
· Responsible for monitoring and training new staff members on the Adastra Computer system and reporting progress to Senior Managers.
· Carry out Turas appraisal with support staff. 
· Responsible for monitoring of attend anywhere service.
· To attend and feedback any problems or concerns at Team Meetings.
· To liaise with Nursing Staff ensuring that calls referred to them are picked up and dealt with appropriately.
· To complete Datix when required.
· To be familiar with contingency procedures particularly in relation to contacts in the event of a system failure or problem.
· Report and resolve Adastra issues promptly and or any other I.T/Telephony issues.
· Completion of Shift Report at the end of the day to Senior Management.
· Organise and arrange Stock/Supplies promptly where necessary to avoid delay in patient care. 
· The above list is not exhaustive and merely serves as an indication as to the nature of this post.



	· EQUIPMENT & MACHINERY
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/ Faxes / MFD’s

· Printers

· Telephony

The post holder will use a range of systems and in doing so require Advanced Keyboard Skills, including: 

· Microsoft Applications, Word, Excel, Powerpoint etc

· Adobe & similar Applications

· E-mail Systems, Internet and Intranet.

· Incident & Risk Management Systems

· Various departmental databases

· Patient Administration and Management Systems
· Attend Anywhere System

· Rota Master System



	6. SYSTEMS
· Responsibility for patient confidential documents until shredded. 

· The post holder will be responsible for updating medical staff on any information regarding patients that has been made available to them.

· Prioritise workload to ensure maximum benefit to the service.




	7. DECISIONS & JUDGEMENTS

· Assessing the workload deciding, what is the best course of action, taking into account the triage times allocated to patients.
· Responsible for arranging cover for Doctors and Staff in cases of "no show". Establish with the original staff member the reason for their failure to report for duty, and inform Senior Management. 
· The post holder works mainly autonomously and without supervision on a daily basis.  The Team Leaders may be available should advice guidance be required or oncall Senior Management where further clarity is required. 
8. COMMUNICATIONS & RELATIONSHIPS
Internal:

· Senior Managers

· Nursing staff

· Colleagues  within NHS GG&C
· CPN Service 

· Pharmacy colleagues 

· Hospital staff

· General Practitioners

· Patients

· Ambulance Paramedics
External: 

· Police
· Car services/agencies 

· Patient Relatives/Carers 

· NHS 24

· Adastra Computer  System Helpdesks

· I.T/Telephony Helpdesks




	9. DEMANDS OF THE JOB (physical, mental, emotional)

· High levels of concentration skills required.

· Sitting  for long periods

· Taking breaks when suitable  to workload, not regular

· Prioritising workload effectively, ensuring call times are met within safe limits

· Ensuring that staff remain committed to their role within the service




	10. MOST CHALLENGING/DIFFICULT PARTS OF THE JOB
· The post holder  requires excellent organisational skills to prioritise their workload

· Ensuring that computer screens are constantly monitored to facilitate the dispersal of calls in line with NHS GG&C guidelines.

· Excellent communication skills are required to ensure that staff are kept fully informed at all times.

· A high degree of tact and consideration required when dealing with patients and their relatives/carers.




	11. KNOWLEDGE, TRAINING AND/OR EXPERIENCE REQUIRED TO DO THE JOB
· Driving licence preferred

· Good computer knowledge

· Excellent communication skills

· Proficient I.T skills

· Ability  to work under pressure

· Must be able to demonstrate flexibility, initiative and to make decisions in a pressurised environment

· Educated  to HNC Level or equivalent
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