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1. JOB IDENTIFICATION

Job Title:                               Waiting Times Manager 

Department(s):                     Acute and Diagnostics Directorate

    Job Holder Reference:       ADMIN001PATACC

No of Job Holders:


	
2. JOB PURPOSE

To work with the Service Manager for Surgery and other senior managers to drive forward the whole waiting times agenda.  This will involve service planning, demand/capacity planning, and support the efficiency and productivity agenda in order to meet targets set by the Scottish Government and local key performance indicators.  

The postholder requires an ability to work autonomously and manage complex and extensive workloads and will often have to utilise novel and innovative approaches to solving problems encountered within the role.
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3.  ORGANISATIONAL POSITION



























	
4.  SCOPE AND RANGE

· Reporting to the Servicer Manager for Surgery, the postholder supports the management of Acute & Diagnostic Services waiting times and provides support to the Specialty Management Team structures. 
· In terms of structure, the waiting times team works across boundaries influencing, persuading and supporting clinical and managerial staff in the delivery of corporate waiting time objectives.
· The postholder takes a central role in working with clinicians to expedite the accurate and timely appointments of all-elective outpatients, inpatients/daycases, diagnostics and cancer services in NHS Dumfries & Galloway Health Services Directorate.
· A key part of the role is advisory and provision of proactive support to clinicians and other Health Service managers and the broader NHS in Dumfries & Galloway.


	
5.  MAIN DUTIES/RESPONSIBILITIES

The Waiting Times Manager will support the Patient Access Manager in planning, implementing, adjusting and delivering waiting time plans for Outpatients, Inpatients, Daycases, Diagnostics and Cancer Services in NHS Dumfries & Galloway. The role also requires the incumbent to review elective patient pathways to ensure that the organisation is efficient and effective with its use of resources and delivers value for money.

       Administrative
· Working with General Manager/Assistant General Managers, provide support to the Specialty Management Team structure.

Planning Role
· Contribute to the development of corporate waiting times plans to ensure the achievement of targets and guarantees.
· Contribute to the routine assessment of demand and capacity, encompassing Inpatient, Outpatient, Diagnostic and Cancer services, to deliver waiting times whilst taking into account non-elective demands for services.
· Develop waiting times policy for the NHS Board in support of waiting times targets and then implement agreed policy. 
· Contribute to the development, implementation and review of complex models for sustaining improvements in waiting times. 
· To collaborate in the day to day overview of system wide performance with regard to waiting lists and times, identifying information requirements and data collection methods in order to cover gaps, recommend solutions and manage projects to fill such gaps.   This will also contribute to speciality job planning process.
· Deputise for the Patient Access Manager on work with national groups on behalf of the Scottish Government to identify NHS Scotland’s capacity to deliver guarantees.
· Interpret performance data; assess progress against plans and, using appropriate medium, present reports. 

Implementing Plans
· Contribute to the development and implementation of the approved broad range of complex activities within waiting times plans covering, inpatients, daycases, outpatients, diagnostics, cancer services.
· Develop and directly implement Scottish Government sponsored projects and adjust plans accordingly.
· Challenge the way people have worked in the past, supporting them to meet the complex challenges of the waiting times agenda. 
· Ensure the organisation’s performance in this complex and critical sphere of activity will be proactively managed and monitored making the best use of resources.  
· Implement a system for the management of invoices from the private sector and other NHS systems.
· The post holder sub-contracts operations to the private sector and Golden Jubilee National Hospital on behalf of the organisation. 
· Develop the concept of urgency profiles with Clinicians to assess compliance with ideal waiting list management shapes. This will serve to monitor waiting list/time shapes, identifying changes in demand and potential problems with long waiters.

Responsibilities for client care
· Receive and manage complaints, via Patient Services Officer, taking account of the issues involved and where necessary take actions in accordance with the organisational policies. Where there is a deficit in service take action to improve the service.
· Be responsible for implementing a governance framework around team performance and delivery of a high quality service to both internal and external stakeholders.
· Develop, implement and review models for sustaining improvements in waiting times.
· Improve communication with patients and the local NHS system by informing them of the expected waiting times and their rights to a guarantee. 

Information Role 
· Review complex information to assess trends, deviations from plans and adjust plans. 
· To be responsible for the integrity of waiting list data supported by Information Services to ensure accurate monitoring of performance.
· The business and clinical information requirements of the Directorate are met at Specialty Management Team and corporate levels.
· The development of a system wide approach to outpatient, inpatient, diagnostic and cancer waiting times.

       Financial Role
· The postholder will be responsible for the department staff budget. 
· Working within the Standing Financial Instructions, establish and maintain systems for registering invoices and collate with patient record prior to authorising for payment.

       Staff Management
· Responsible for the HR management of the patient access staff ensuring all policies are implemented including annual leave, attendance management, disciplinary action and grievance procedures.
· Responsible for ensuring that training needs are identified and that a resource is allocated to ensure development and maintenance of skills and competencies.
· Responsible for reviewing staff performance and delegating responsibility for all staff including the annual appraisal and personal development planning.
· Responsible for all Health and Safety related issues within Patient Access.

      Responsibilities for policy and service development implementation     
· The post has a key role in developing and implementing local policies and procedures.
· Responsible for implementing recommendations concerning waiting times from national bodies such as HIS and Audit Scotland.
· Act as a source of expert knowledge on waiting time issues.





	
6.  SYSTEMS AND EQUIPMENT 

· Microsoft Access/Microsoft Excel, manipulate and analyse data for the assessment of waiting times; this involves the generation of pivot tables and graphs in the interpretation of complex data and  the development of macros to perform repetitive tasks in the preparation of raw data.
· Conversion of raw data to other file-types i.e. Excel to Access or CSV format for importing into other systems. Utilise advanced keyboard skills.
· Internet, Intranet, MS Outlook/NHS.net, MS Publisher, Qlikview
· Inpatient Administration Systems eg TOPAS.


	
7.  DECISIONS AND JUDGEMENTS
.  
· The postholder is expected to use initiative and take decisions based on previous experience and knowledge within broad national and local policy guidelines
· The postholder will report directly to the Service Manager for Surgery who will appraise the post-holder performance annually.
· Work is generated from a variety of internal and external sources to meet the needs of the organisation and national priorities.
· The postholder is responsible for the direction of delegated work to unit staff and is responsible for annual appraisal of all line managed staff. Tasks are prioritised and delegated to the Access Team by the postholder, providing advice and guidance as required. 
· The postholder will be self directing and highly motivated in the achievement of annual organisational and personal objectives agreed by the Service Manager for Surgery to reflect corporate objectives.
· The postholder will delegate authority on a day to day basis to anticipate needs and will largely plan and prioritise their own workload; they may however require advice from the Service Manager for Surgery on escalation issues.
· Timescales vary from weekly, monthly and annual cycles. 


	
8. COMMUNICATIONS AND RELATIONSHIPS

· The postholder requires highly developed communication and interpersonal skills to motivate, advise and negotiate with groups and individuals to gain co-operation where there may often be resistance / barriers to change or to accept the information e.g redesign of services, urgency profiling with consultants, sharing waiting lists between consultants, radical rethink to the management of return outpatients.
· Present waiting times plans, progress against plans.
· Must possess excellent interpersonal skills, understand clinical and managerial concerns, have an ability to negotiate in complex situations and thus develop working relationships with Executive Directors, Clinicians, General and Finance Managers and other key staff.
· Ensure excellent levels of communication are maintained with patients at all times by co-ordinating the Access Team’s activities and roles, reviewing training and personal development needs and ensuring that all staff have a clear understanding of their responsibilities and behaviours.
· Communicate effectively with patients, carers, staff and the public. Sometimes material may be of a highly sensitive nature and there may be barriers to understanding.
· The postholder is required to implement change projects as part of this process there is a need to organise and participate within information sharing events to a wide range of users/carers and professional agencies.
· Communicate effectively with NHS Board, non-executives, government departments, other NHS Systems i.e. responding to waiting times enquiries generated by Parliamentary questions or the media. 





	
9.  PHYSICAL DEMANDS OF THE JOB

· Prolonged periods of uninterrupted time to concentrate on preparing written detailed reports or presentations to the following audiences: Scottish Government, NHS Board, Executive and Non-Executive Directors, Clinicians and General Managers. 
· Long periods of uninterrupted time to concentrate on analysing complex data downloads from the information systems to accurately determine the organisations position regarding progress against required performance targets.
· 	Requires a high level of concentration, on often competing issues.


	
10.  MOST CHALLENGING/DIFFICULT PARTS OF THE JOB

· Bringing together differing cultures within the organisation throughout a broad range of disciplines in order that a standardised, integrated approach to waiting times is taken, to both meet current needs and to facilitate future developments.
· 	Working across boundaries and co-ordinating staff with different reporting structures.
· 	Dealing with anxious waiting patients.
· 	Dealing with the short timescales for responding to Press or Parliamentary questions.
· 	Managing and prioritising an unpredictable workload.
· 	Managing long waiters; ensuring all patients close to the targets are made a reasonable offer of appointment/admission.
· 	Meet corporate deadlines for submission of reports.


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

	Qualifications:
· The postholder will be educated to postgraduate degree level, with substantial experience within a management role in the health service.

	Relevant knowledge, experience and competencies must include:
· Knowledge and experience of managing demand and capacity, developing activity plans, costing and implementing waiting times plans. 
· Possess knowledge and skills in change management techniques and a proven record in implementing successful change.
· Has a patient focussed approach.
· High level organisational skills including excellent time management and an ability to prioritise work in a demanding environment.
· Has experience in and knowledge of successful project management. 
· Possess leadership skills including the ability to persuade and negotiate with a wide and diverse audience.
· An ability to bring together differing cultures within the organisation throughout a broad range of disciplines in order that a standardised, integrated approach to waiting times is taken, to both meet current needs and to facilitate future developments.  
· Well developed presentational skills including ability to present information to wide ranging audiences. 
· Sound knowledge of the workings of the acute clinical setting. 
· The postholder is required to work in partnership with a diverse range of staff across professional and organisational boundaries.
· Maintains a collaborative approach. 
· Is capable of problem solving.
· Must have report writing experience.
· Knowledge of governance frameworks and an ability to implement workable frameworks.
· Familiarity with relevant legislation including, Data Protection, Caldicott, Health and Safety, NHS HIS and Audit Scotland Standards.
· Keeps up to date with theory and current practices in waiting times management.
· Understanding of the corporate and strategic objectives of NHS Dumfries & Galloway. 

	
12.  JOB DESCRIPTION AGREEMENT

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

 Job Holder’s 		Signature:					Date:

 Head of Department 	Signature:					Date:

 Director 		Signature: 					Date:















NHS Dumfries & Galloway
Acute and Diagnostics Directorate
Waiting Times Manager

PERSON SPECIFICATION

	ESSENTIAL
	DESIRABLE

	QUALIFICATIONS

· Educated to degree level. 
· Post graduate certificates in Management field or equivalent experience 
· Experience within a management role within the health service.
· Evidence of on-going personal development.

	



	SKILLS

· Possess leadership skills, including the ability to persuade and negotiate with wide and diverse audiences.
· Good presentational skills, including ability to present information to wide ranging audiences. 
· Competent report writing skills.
· Excellent organisation skills.
· Excellent interpersonal skills, understand clinical and managerial concerns, have an ability to negotiate in complex situations.
· Excellent I.T. Skills and knowledge of appropriate systems.
· Analysis of data.
· Problem solving through complex issues.

	

· Possess skills in change management techniques and proven record in implementing successful change.
· Ability to challenge current ways of working

	EXPERIENCE

· Must have problem solving experience.

	

	KNOWLEDGE

· Knowledge and experience of managing demand and capacity, developing activity plans, costing and implementing waiting times plans. 
· Understanding of the corporate and strategic objectives of NHS Dumfries & Galloway.

	

· Previous experience in managing individuals and teams. 
· Awareness of National policies and initiatives and linking to all CRES projects.
· Possess knowledge and skills in change management techniques and has a proven record in implementing successful change.


	PERSONAL CHARACTERISTICS

· Excellent communicator.
· Enthusiastic and highly motivated.
· Ability to influence and motivate others. 
· Resilient.
· Approachable.
· Willingness to gain knowledge and develop professionally.

	

· Able to multi-task.



Completed by: L Kirkpatrick/N Hamlet	                       Date: July 16
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