NHS GREATER GLASGOW & CLYDE

JOB DESCPRTIPTION

JOB IDENTIFICATION

Job title:

Orthopaedic Outpatient Waiting List Co-ordinator (Band 4)
Responsible to:
Outpatient Administration / Waiting List Manager (North)
Operating Division:
Surgical & Anaesthetics
Salary:


£19502.00 to £22458.00 per annum 

Hours:


37.5

Base:


Glasgow Royal Infirmary
Contract Type:

Permanent

JOB PURPOSE AND DIMENSIONS
To ensure that the accuracy and completeness of the current North Glasgow Orthopaedic waiting list is maintained, patient activity is planned to achieve patient guarantees utilising all available resources and that patient waiting times are minimised. The post holder will liaise with staff to plan management for patients, allocate appointments, and deal with telephone queries from internal and external agencies.
· The post holder will provide support to the Outpatient Waiting List Manager to effectively manage and take an active role in the continual development of the Outpatient Waiting List for Orthopaedics at the North Sector, ensuring that capacity is fully utilised across the service.

· This key role will provide operational management and support strategic direction of waiting times within NHS GG&C. The post holder will be expected to develop, implement and manage monitoring and administrative systems to achieve NHS GG&C waiting times targets with early identifier systems to:

· Resolve potential problems]

· Ensure achievement of national and local targets

· Expand capacity to deliver activity

· Improve efficiency

· Reduce inappropriate demand on the service

· To assist the Outpatient Waiting List Manager in the provision of data relating to waiting lists within Orthopaedics

· Manage referrals to external hospitals providing additional capacity
· To ensure, in conjunction with relevant administrative managers, that effective waiting list processes are in place relating to the elective journey for Orthopaedic patients.
· The post holder has overall responsibility for reporting to senior management the waiting list position for Orthopaedics at North Glasgow and forecasting future pressures

· To initiate action to resolve waiting list issues where patient treatments are not scheduled for delivery in line with expected guarantees
· Will establish and foster key and collaborative relationships with colleagues and staff groups to create solutions and respond to areas of pressures around waiting list management

· To manage the clinic session cancelation process and ensure reallocation to maximise utilisation of clinic resource for Orthopaedics

· The post holder will require to be fully up-to-date with waiting list targets and timescales 

· The post holder is fully aware of the level of responsibility and actions and as such, take ownership of their post

· Will undertake all statutory / mandatory training and, in conjunction with the line manger, develop training as required by own objectives and those of the service.

The post holder will work alongside existing waiting list co-ordinators within GG&C to ensure patient guarantees are met and arrange utilisation all available resources and that patient waiting times are minimised.
ORGANISATIONAL CHART

SERVICE MANAGER
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WAITING LIST / ADMINISTRATIVE MANAGER
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WAITING LIST CO-ORDINATOR
MAIN TASKS, DUTIES AND RESPONSABILITIES
· The post holder will receive referral letters from GP’s and add to North Glasgow Orthopaedics waiting list following vetting
· Receive tersiary referrals from different sources and add to North Glasgow Orthopaedic waiting list following vetting, scan tersiary referrals into patients electronic record 

· To book appointments with GG&C guarantee targets in mind
· Is responsible for the management of the waiting list within Orthopaedics at North Glasgow and ensure accuracy and completeness
· Is responsible for ensuring arrangements are in place to achieve the waiting list targets for NHS GG&C as agreed with the Scottish Government and as committed to in the National Plan. Manage the flow of patients across multiple sites if required in order to maintain waiting list time guarantees and address capacity shortfalls

· Liaise with clinician and arrange additional clinic’s to reduce waiting times

· Develop, implement and maintain a capacity planning system, liaising with the clinicians regarding urgency and to monitor waiting list / time shapes, identifying changes in demand and potential problems including waiting list breachers, difficulty in achieving urgent patient timescales and patient breaching guarantee
· Deal with telephone enquiries from all staff groups, patients, relatives, cares, providing information, directing and prioritising queries as appropriate to ensure efficiency and effective of service delivery

· Implement, develop, revise as appropriate and monitor NHS GG&C plans for achievement of targets and the action plan requires implementing the strategy, drawing on nest practice from multiple sources.

· Work towards minimising patient waiting times and ensure no patient exceeds the guarantee by identifying and highlighting long waiters to the Orthopaedic Waiting List Manager, and work with the clinical team to ensure appropriate management of the patient

· Interface and maintain effective lines of communication between the Orthopaedic Waiting List Manager, clinicians, clinical secretaries, nursing staff, medical records and the Information Service Department on the waiting list issues. This will allow smooth running of the day-today operations, immediate highlighting of problems and quick resolution of issues within the relevant areas
· Ensure appropriate distribution of capacity utilisation information

· To participate in estimation of predicted waiting list figures and act appropriately on findings

· Assist with support and training of new members of staff, especially with Trakcare waiting list management to ensure smooth flow of patient pathway

· Comply with the requirements of the Data Protection Act, Access to Health Records Act, Freedom of Information Act and legislation issued in relation to confidential data
· Assist colleagues in providing a reasonable level of cover for work of absent colleagues when necessary as directed by the line manager

· Maintaining electronic data storage e.g. Microsoft Word, Excel and Outlook

· Accessing information from web based applications such as Portal

· Ensure arrangements are in place to achieve the waiting list targets for NHS GG&C as agreed with the Scottish Government
EQUIPMENT AND MACHINERY
· Personal computer, printer, scanner and other peripherals

· Photocopier and Fax

· Phone and paging systems to communicate with other members of staff within GG&C

IT SYSTEMS

The post holder must be able to update and maintain patient waiting list information on shared drive for all directorate team access

Microsoft Word

Microsoft Excel

Microsoft Explorer

Portal

Bluespeir

Patient Administration System – Trakcare

Telephone Redirection

Microsoft Outlook
E-mail

Intranet and Internet

DECISIONS AND JUDGEMENTS

· The post holder is not directly supervised and uses own initiative and discretion to make decisions regarding workload priorities patient enquires etc

· The Orthopaedic Waiting List Manger is available to advise on more complex issues

· The post holder will assist in assessing, prioritising, managing and delivering the programme of work in relation to competing priorities

· Is able to analyse, interpret and compare complex and extensive data streams

· The post holder is able to anticipate problems and develop solutions on a regular basis, which may include identifying unforeseen problems with time sensitive waiters, variance form waiting list action plan and devising solutions as part of a project management skills
· Assists in ensuring all local and national deadlines are met in relation to submission of data return and will prioritise workload accordingly to ensure these deadlines are met
COMMUNTICATIONS AND RELATIONSHIPS
· Regularly communicate complex, sensitive and potentially contentious information to Senior Management, CSM, Waiting List Manager, Consultants, Junior Medical staff, Nursing Staff, Patients, Relatives, GP’s Health Records, IT and Secretarial staff based ion several sited

· Promote good relationships between NHS GG&C organisation and other services such as Primary Care and Private Healthcare Organisations

· Respect confidential information obtained in the course of duty and refrain from disclosing such information without the consent of the patient ort a person entitled to act on his/her behalf, expect where disclosure is requires by law or by the order of a court or is necessary in the public interest
· Communicate with wide staff groupings, staff, patients and relatives both verbally and in writing on a range of issues

· Requires negotiation and motivational skills to allow facilitation of practice change, challenge practices without demoralising staff and enhance staff understanding of the need of the service

· A degree of patient and goodwill is required to maintain good working relationships whilst trying to co-ordinate a number of parties involved with appointing a patient

· Must have the ability to acknowledge the sensitive nature of staff and service issues and use tact and diplomacy. Confidentiality and dealing with staff effectively on different levels is essential.

PHYSCIAL, MENTAL AND EMTIONAL DEMANDS OF THE JOB

PHYSICAL DEMANDS

· Majority of  the work is computer based therefore sitting in a restricted position for this proportion of duties

· Requirement to use VDU equipment more or less continuously. Fast accurate keyboard skills are required.

· An occasional requirement to stand for varying lengths of time when photocopying or Faxing
MENATL DEMANDS

· Frequent intense concentration is required when analysing and interpreting complex waiting list performance reports

· Prolonged concentration required when carrying out analysis of data in an office environment with contact interruptions

· Efficiently managing urgent referrals and time sensitive waiters in line with conflicting clinical commitments

· Assimilation and retention of vital information

· Liaising with consultants to request solutions for waiting list issues

· Direct involvement with patients, relatives and carers who may have challenging behaviour
EMOTIONAL DEMANDS

· Maintaining a calm and friendly demeanour to inspire trust in often difficulty or highly sensitive situations

· Negotiation with Consultants and clinical staff
· On occasion, may be exposed to emotional contact of case notes involving distressing patient circumstances

· Communicating with distressed / anxious / worried patients or relatives

· Achieving targets while maintaining a heavy workload
· Manage the demands for work to be undertaken, ensuring all priorities and delaines are met

· Manage time effectively, prioritising own workload to competing demands. Making prompt administrative decisions on a daily basis

· Assimilating all relevant information form various information system and providing this to appropriate team members for action

· Ability to multi-task and maintain a high degree of accuracy whilst dealing with contact interruption and conflicting demands

MOST CHALLENGING PART OF THE JOB
· Balancing Waiting List activity in line with National and Sectional Targets

· Managing time effectively, prioritising work to meet demands

· Promoting and facilitation change

· Associating all information from different systems and providing information

This is a huge and very complex task – extremely well developed skills of persuasion and negotiation are essential, as is the ability to challenge successfully and tactfully behaviours and practices, which jeopardise targets. Keeping track of the multivariate nature of pressures which impact on waiting list and developing creative and acceptable means of tackling issues and problems as they arise is also critical to the achievement of targets.
Overall responsibility for reporting to the Waiting List Manager the waiting list position for Orthopaedics at the North for Outpatient waiting times in conjunction with forecasting future pressures.

The post holder will require being fully up-to-date with regards to waiting list times and targets to ensure that this information is property conveyed to all staff involved with waiting list management.
KNOWLEDGE, TRAINING AND EXPERIENCE REQUIRED TO DO THE JOB

· Medical terminology

· Good organisational and communication skills

· Enthusiasm and drive to make sure that the targets are met for the benefit of patients is the key to success in this post, and this come from a solid background in which extensive experience of all elements of the patient journey have been gained.
· Previous experience working with clinical system is desirable. Sound knowledge of the workings of the acute clinical setting.

· Proficiency of analysing data using Database Management (Microsoft Access & Microsoft Excel)

· Ability to present complex information clearly and logically in both written and oral forms

· An understanding of the Health Service in Scotland in particular waiting time targets and grantees. An understanding of the workings of Orthopaedics.

· Experience of adapt handling and producing reports, including oral, written, numerical and graphical information. Can present complex information clearly and logically
· Knowledge of obligations with regards to data Protection Act and Freedom of Information Act

· Ability to work independently or as part of a team

ESSENTIAL QUALITFICATIONS

· NGHC/SVQII in Secretarial Studies / Business Administration / Medical Secretary Diploma or equivalent experience

· Proficient in use of software systems including Microsoft Office packages

· Trakcare/Portal Experience

· Previous customer service / call handling experience

· Working in a team environment

· Organising own workload

· Problem solving

· Willing to work flexible hours to meet the needs of the service

