[bookmark: _GoBack]Agenda For Change Job Description    			 

	· JOB IDENTIFICATION

Job Title: GP Out of hours (OOH) Personal Assistant 
Responsible to: Team Leader
Department: NHS Greater Glasgow and Clyde (GGC) OOH Service


	2.  JOB PURPOSE

	
To provide a comprehensive secretarial and administrative support service to the Senior Management Team of GG&C OOH Service to maximise the effectiveness of the service.  The post-holder is responsible for ensuring the administrative service they provide is effective and efficient.


	3.  ROLE OF DEPARTMENT

	
NHS GGC GP OOH Service is an urgent care service delivered from various locations across GGC including patient’s home or homely settings. GP OOHs main base is Caledonia House, alongside the Home Visiting service.


	4.  ORGANISATIONAL POSITION

	I




	5.  SCOPE AND RANGE

	
The GP OOH Service provides urgent care during the out-of-hours period; Monday – Friday 18:00 – 08:00hrs and 24 hours at weekends and Bank Holidays.  Service users access the service via NHS 24.  NHS 24 assess the patient and if clinically appropriate will refer the patient to the OOH service. Patients may receive a remote consultation by telephone or video or a face to face consultation, either by appointment at one of Primary Care Centres or in their home or homely setting.

The GP OOHs HUB at Caledonia House provides a single point of access for an integrated, appropriate response. This includes collaborative working with Scottish Ambulance Service, NHS GGC Laboratory’s and Community Pharmacies in NHS GGC. 

The post-holder will often be the first point of contact for and have responsibility for screening of telephone calls ensuring effective and constructive use of their time in addition to prioritising conflicting demands or sourcing suitable delegation.
The postholder is expected to prioritise the workload using judgement and initiative keeping the Senior Management Team informed where appropriate of any decisions made or actions taken in their absence.
It is a requirement that the individual has a wide administrative experience and is able to support, encourage and engage with others.  The individual must be flexible in approach and able to manage a variable workload effectively at times of pressure.


	6.  MAIN TASKS, DUTIES AND RESPONSIBILITIES

	· Provide a comprehensive administrative and secretarial role to the GP OOHs Senior Management Team.

· Act as first point of contact to those wishing to contact relevant designated Senior Management in a professional manner ensuring all needs are addressed appropriately, respecting confidentiality at all times 

· To manage all enquiries routine and non-routine in nature in relation to the GP OOHs Service personnel, the legal department, staff groups and members of the public, taking appropriate action or redirecting to other staff where appropriate.

· To manage all correspondence internal and external to the service, directing/prioritising to assist in the efficiency of the service delivery.

· Manage designated Senior Management Teams member’s diaries proficiently, by forward planning of diaries commitments, ensuring effective use of time, resolving conflicting demands within a busy schedule of meeting commitments.  

· Respond to requests in the absence of the Service Manager ensuring timely updates and communications at all times. The post holder will manage the inbox of the Senior Management Team in times of absence or attending meetings.

· Attend meetings as required or transcribe minutes that have been recorded on MS Teams and updating action tracker. Prepare agendas and distribute accordingly, following up on actions where required. Ensure Senior Management Team Members are provided with all relevant papers.

· Assist in arraigning a variety of meetings, events or conferences under direction as and when required.

· Maintain an efficient, accurate and up to date, effective filing system which may include retrieval of files. 

· Undertake adhoc audits or data collection as directed and required, to achieve information for management.

· Assist relevant managers with recruitment to ensure paperwork is submitted and processed.

· Arrange interviews and assist managers in processing their paperwork, dealing with vacancies and new staff.

· Maintain feedback, complaints and Significant Adverse Events database.

· Maintain and keep under review filing systems including where appropriate electronic database systems.

· Postholder will prepare all correspondence and cases on behalf of the SMT for all HR processes up to and including dismissals.

· Support, collate and organise the delivery of GP OOHs uniforms.

· Record all staff attendance, including sick leave and annual leave on SSTS.

· Support staff management and appointment through eESS as proxy manager for Service Manager.

· Accessing of Adastra computer system to retrieve patient information in relation to complaints, feedback, reports to NHS 24.

· Responsible for stationery stock control ensuring adequate resources available for GP OOHs sites.

· Support management of clinical stock through PECOS and non-stock ordering, confirm receipt of goods/services as required. .

· Coordinate maintenance visits and invoices for clinical equipment to ensure safe care delivery.

· Shares responsibility for mentoring and supporting new staff members 





	7a. EQUIPMENT AND MACHINERY

	
The post holder will be competent in the use of and have responsibility for ensuring that they are able to use the following:

· Computer
· Audio Typing 
· Scanner
· Fax Machine
· Phone system
· Mobile phone
· Photocopier/Shredder

The above equipment and machinery requires a degree of knowledge and expertise to operate and much of it requires manual dexterity skills, and adequate hearing and eyesight. 





	7b. SYSTEMS

	
· The post holder will be competent in the use of and have responsibility for ensuring that they are competent to use the following:

· HR Information System – eESS, SSTS, TURAS
· Rota Management – RotaMaster
· Financial and Procurement Systems – PECOS and  eExpenses 
· Patient Administration Systems – TrakCare, ADASTRA.
· Business Objects
· Incident reporting – DATIX
· Internet and Intranet
· Electronic data storage e.g. Word, Access, Excel, PowerPoint, other local databases
· Microsoft Teams

Note: New systems may be introduced as the organisation and technology develops; full training will be provided.




 

	8.   DECISIONS AND JUDGEMENTS

	
The post holder is not directly supervised and uses own initiative to make decisions regarding workload priorities and diary conflicts independently.
The post holder will be required to exercise judgement when dealing with enquiries, analysing and resolving the problem timeously where necessary and seeking the appropriate level of expertise where required.
The post holder may be the first point of contact for internal and external agencies and must demonstrate initiative when dealing with enquiries both face to face and by telephone.
Prioritising of daily workload and participating in the day to day running of the service



	9.   COMMUNICATIONS AND RELATIONSHIPS

	
Communication will be both verbal and written. Tact and diplomacy will be required when responding to queries about the services, especially if these are of a controversial or sensitive nature.
Internal:
· GP OOHs Senior Management Team 
· Medical Staff 
· Nursing and Midwifery staff 
· Technical staff
· Corporate Support functions; Human Resources, Finance, Procurement, eHealth, Estates.
· Complaints department
· Payroll
· Contracts
· Trade Unions and Professional Organisations
External:
· Patients/Carers; verbal and written
· Public Health Scotland
· NES
· SAS
· NHS 24
· Scottish Government


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

	
	· Physical skills
Advance keyboard and audio skills requiring a high degree of speed and accuracy, good working knowledge of computer software packages

	· Physical demands
Daily and routinely moving and handling 
Use of key board and VDU
Extended periods of time sitting in one positon

	· Mental demands
High degree of concentration required when dealing or answering questions. Subject to constant interruptions requiring post holder to change from working on one task to another


	· Emotional demands
Dealing with sensitive and distressing issues
Dealing with complaints/SAEs

	· Working conditions
Working within a large, air conditioned  office
	




	11. MOST CHALLENGING/DIFFICULT PARTS OF THE JOB

	

The most challenging parts of the job are in relation to the following:

· Ability to be flexible in dealing with multiple demands.

· Using initiative and tact when dealing with difficult and sensitive situations, ie complaints.

· Trying to concentrate when constantly interrupted, multi-tasking.



	12,  KNOWLEDGE, TRAINING AND EXPERIENCE REQUIRED TO DO THE JOB

	· HND in Secretarial Studies or Business Administration, or SVQ in Administration at Level 3, or significant relevant equivalent practical experience

· Proficient in use of Software systems, i.e. Excel, Access, PowerPoint, Word, Outlook, Microsoft Teams

· Previous experience in a NHS secretarial position or equivalent    experience 

· Excellent written, verbal and interpersonal skills

· Minute taking skills

· Excellent organisational, communication and problem solving skills

· Work with little supervision, using initiative with ability to work to deadlines. Ability to work as part of a team.

· An understanding of the equality and diversity issues facing vulnerable client groups

· Self-motivated




Service Manager Band 8b


Performance Manager


Service Support Manager Band 6


Performance Assistant Band 4 


Admin Team Leader Band 5 


Team Leader Assistants Band 4


Admin Assistants Band 2


Finance Assistant Band 4


Data Analyst Band 4


PA Band 4  
(This Post)


Operational Team Leader Band 5


Transport Service Band 3
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