Job Reference Number…SC06-3238………………………………


NHS TAYSIDE – AGENDA FOR CHANGE

JOB DESCRIPTION
	1. JOB IDENTIFICATION


	Job Title
	Administrative & Clerical Services Manager

	2. 
	Department(s)/Location
	Medicine 

	3. 
	Number of job holders
	3

	4. JOB PURPOSE

· Lead the management of administrative & clerical projects and change management activities that ensure clinical and non-clinical services are appropriately provided in order for the Clinical Group to achieve its objectives/operational targets, clinical governance, risk management and strategic aims.



	5. ORGANISATIONAL POSITION
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	6. SCOPE AND RANGE

The Medicine Division has responsibility for providing integrated medical services across Tayside.  The clinical group provides a varied and complex specialty range which includes emergency medicine, cardiology, resuscitation, rheumatology, osteoporosis, gastroenterology, endoscopy, diabetes, respiratory, infectious diseases, hypertension, stroke, endocrinology, care of the elderly, out-patient and investigation services to the population of Tayside and North East Fife over three sites and within the community.

Responsible for staff management within several departments including recruitment and retention, career and personal development, training, allocation/reallocation of workloads, disciplinary, grievance and performance issues.  
The postholder requires a good working knowledge of each specialties A&C requirements to manage and lead the A&C staff to meet service requirements, ensuring staff are trained and developed to cover service needs.

They will lead and participate on various projects providing input into redesign processes, including researching information, providing and making recommendations to the Care Group Manager/Clinical Care Group Manager/ Lead Nurse
The postholder uses own initiative in the delegation of work to and supervision of A&C staff. 

Provide professional support to their administrative colleagues within Waiting Times, Lung Cancer Services and Endoscopy Services.


	7. MAIN DUTIES/RESPONSIBILITIES

Management \ Leadership

1) Responsible for the management and provision of A&C Services within the Division in accordance with national, divisional and group objectives.  Ensure services are delivered to the standards outlined within NHS Tayside and statutory policies/procedures.  Responsible for setting and monitoring performance targets in line with the NHS Tayside framework eg correspondence being received by GP’s within 10 working days.

2) As part of the Management Team within Medicine, representing A & C issues at NHS Tayside and Group level.  Participate in the identification and successful achievement of NHS Tayside, team and clinical group priorities, and as appropriate the planning, implementation and redesign of the service provided eg new information technology eg specialty databases.  

3) Within A&C Services and in line with NHS Tayside policies, actively implement partnership working ensuring that effective communication systems are developed and implemented, underpinned by consultation eg staff representation on meetings.

4) Provide leadership, and have day-to-day accountability for all resources within the A&C team, ensuring that they are managed efficiently and effectively and that they build on existing appraisal, training and career development with appropriate monitoring and audit of performance eg workload and skill mix review.

5) Lead on Health &Safety and Risk Management arrangements in accordance with NHS Tayside policy in relation to A&C staff:

· Ensure attendance at mandatory training events eg annual Fire Safety Training, and also further non-mandatory training identified through Training Needs Analysis eg manual handling, infection control, violence & aggression workshops, information governance training.
  
· Responsible for completion/verification within the Datix reporting system.

· As trained risk assessor, carry out regular health and safety inspections of workplaces including conducting risk assessments, as follows:

· General 

· Fire

· Manual Handling

· Safety & Security

Ensure that all findings are documented and acted upon as appropriate.

· Create individual fire evacuation plan for each area of responsibility, arrange and carry out fire evacuation training sessions with appropriate staff, involving the Fire Safety Officer.  Identify any member of staff with individual needs and create a Personal Emergency Evacuation Plan (PEEP).

6) Actively support the Care Group Managers in ensuring objectives within the Performance Assessment Framework are attained, thereby allowing NHS Tayside to meet charter targets and cancer waiting times, eg where additional clinic lists are allocated to clinicians who would otherwise not meet the required targets, provide appropriate admin & clerical resource to support the additional clinical activity.

7) Develop and oversee the implementation of departmental protocols/policies for A&C staff eg standard operating procedures and NHS Tayside wide policies - implementation of new documentation style manual.

8) Provide regular verbal and written reports for Management Team and others eg provision of monthly report to Care Group Manager relating to service objectives including reporting on human resources (staff governance, recruitment & retention, personal development/appraisal), performance management and health & safety.

9) Chair regular departmental meetings, record and prepare minutes of meetings, specifying decisions made and follow-up action required.  The minutes will be distributed to those attending the original meeting and, where required, a wider audience.

Project Management, Planning and Organising

1) Undertake specific projects and provide input into redesign processes, including researching information, providing and making recommendations to the Care Group Manager/Clinical Care Group Manager/ Lead Nurse eg review of A&C Services across the Division


2) Propose policy /service changes following participation in redesign/working groups which may have an impact on other areas/departments 


3) Responsible for arranging multidisciplinary training/awareness events including trainers/facilitators, venue, catering, presentation equipment eg implementation of digital dictation.

4) Prioritise and plan workload on an ongoing basis to ensure that scheduled deadlines are met without loss of quality.  Deal with conflicting demands on time on a daily basis and implement appropriate priority changes eg staffing issues on PRI site that require urgent attention.    

5) Regular review of A&C workloads to ensure targets are met, if not take appropriate action to ensure adherence.

6) Compilation of rota for secretarial staff on a weekly basis to ensure appropriate cover for periods of staff leave, re-allocating staff/workloads as required eg re-allocation of staff to other areas/departments during periods of leave, often requiring negotiation and persuasive skills.  

Quality Management & Clinical Governance

1) Ensure the provision of an efficient high quality standard of A&C Service to the Division eg quality control checks on correspondence.

2) Represent A&C staff at local Clinical Governance Meeting, feeding back to staff on any relevant issues and ensuring appropriate actions are taken when necessary.  Participate in the production of the Clinical Governance reports for Division. 

Financial Resources 

1) Working with Administrative Services Manager  to ensure expenditure remains within budget, ensuring achievement of saving targets.  .  

2) Authorisation of overtime/additional hours,.

3) Review vacant posts to consider current service needs and identify resource requirement, introducing budgetary changes to ensure correct skill mix is in place. 

4) Delivering service provision within available resources eg maternity leave, long-term sickness absence in reaching decisions regarding cover arrangements. 

5) Authorised signatory for stock and non-stock items.

6) Compile and submit administrative & clerical, staff returns on monthly basis.

Human Resources 

1) Conduct staff performance and development reviews (appraisals), identifying training/career development needs and producing A&C Annual Training Plan within allocated resources.

2) Responsible for recruitment & selection of staff including undertaking training on clinical systems/reviewing correspondence prior to passing to Consultants for signature.

3) Review A&C skill mix on an ongoing basis.

4) Responsible for staff discipline, grievance, performance and management issues, eg formal attendance review meetings, regular review of staff on longterm sick leave, performance management, in line with the appropriate HR policies and procedures.

5) Ensure staff work in safe environment by following NHS Tayside Health & Safety policies/procedures.

Analytical & Judgement

1) Critically analyse complex data/information and provide an interpretation of this data and recommendations to various parties within the Division, supporting the attainment of organisational targets and clinical governance agenda.

2) Review current working practices within the Division, discussing proposals for improvement or changes in practice to improve efficiency and effectiveness with the A&C staff and implement once agreed.

Information Resources

1) Responsible for the day-to-day running, monitoring and maintenance of the Winscribe dictation system.  Provide training and support to clinical and non-clinical staff.  Produce reports relating to activity of authors, typists, waiting times.  Review workloads and transfer dictation between departments to ensure targets are met.  

2) Provide A&C management input into the development and implementation of new IT systems affecting or used by A&C staff eg Pecos, Winvoice Pro, appraisal systems.

Research & Development

1) Participate as and when required in internal and external audit.

Induction Standards & Code of Conduct

Your performance must comply with the national ‘Mandatory Induction Standards for Healthcare Support Workers in Scotland’ 2009, and with the Code of Conduct for Healthcare Support Workers.



	7) COMMUNICATIONS AND RELATIONSHIPS

Communicates on a daily basis in writing and verbally by telephone, email and in person with a wide range of multidisciplinary staff from NHS Tayside and liaise with other NHS organisations, private sector and public/patients, dealing with enquiries in relation to services and staff.  The postholder must acknowledge the sensitive nature of the topics discussed and requires tact, diplomacy, confidentiality and a high degree of persuasive, negotiating skills.

The postholder must be able to communicate with individuals whom may not have English as their first language (eg medical staff/visiting students).

It is essential the postholder can demonstrate strong verbal communication skills and can communicate effectively through written correspondence eg reports, minutes and presentation skills.

Communicates complex issues in the management of staff that can often be of a sensitive nature, eg formal attendance interviews, formal/informal counselling of staff in the management of poor performance, grievance and disciplinary procedures and motivating in a challenging environment.

Ensure the communication of organisational and national issues to the staff within the Clinical Group eg lead regular departmental A&C meetings to update staff on any relevant issues.  


	8) KNOWLEDGE, TRAINING AND EXPERIENCE REQUIRED TO DO THE JOB

Qualifications

Advanced management qualification to degree level/other management qualification or gained through equivalent work experience.

Skills

· High level organisational and administrative skills. 

· Ability to contribute to Management Team decisions on strategic and operational matters within  

      agreed levels of responsibility.

· Advanced IT skills and sound knowledge of Microsoft packages.

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

· Ability to solve problems creatively.

· Project management skills.

Experience

3 to 5 years relevant senior administrative experience supporting senior management preferably in NHS or related areas or equivalent experience.

On the job training

Up to a 6 month period to acquire a working knowledge of HR policies and procedures i.e. Promoting Attendance at Work, grievance issues, local Health & Safety Regulations, electronic systems eg Turas,  SSTS, Winscribe, Trakcare.  Completion of employment and payroll documentation.  Dealing with/interpreting financial information.

To ensure compliance with NHS Tayside operating policy the postholder is required to undertake relevant training eg Management of Violence & Aggression, Display Screen Equipment Risk Assessment, General Risk Assessment, Manual Handling and Fire Safety on an annual basis.   




	9) SYSTEMS AND EQUIPMENT

The postholder is expected to have the knowledge and skills necessary to use all equipment safely in the area.  

The postholder will use, maintain and store equipment in line with local policies and procedures on a daily basis.

PC and IT Packages: Word, Excel, Access, Powerpoint

General Office Equipment – Photocopier, Fax, Telephone

Audio equipment

Clinical/Admin Systems; Trakcare, SSTS, Winscribe, eESS, Jobtrain, Turas
Patient Records Filing System

Internet/Intranet

Systems

Responsible for the day to day running, monitoring and maintenance of Winscribe dictation system

	10) PHYSICAL DEMANDS OF THE JOB

Physical Skills\Demands

· High level of interpersonal/communication skills, organisational and planning skills.

· Data manipulation, i.e. numerical, statistical and analytical skills are essential

· Very proficient touch typing skills (both audio and copy) ensuring a high degree of speed and accuracy in using Display Screen Equipment on an ongoing daily basis.  

· Sitting for long periods of time in one position, typing/administrative work for approximately 80% of each working day.

· Ability to drive with access to a car in order to travel to all NHS Tayside sites.

Mental Demands

· Respond to unpredictable work demands including ongoing distractions which can lead to a change of task on a frequent basis whilst still being expected to meet agreed targets/deadlines.

· Balancing and managing the demands of urgent unanticipated work and having the ability to prioritise and act on information supplied.

· High levels of intensive concentration required to type of lengthy complex reports/analysing data (for periods of up to 2 hours on an ongoing daily basis), ensuring a high level of accuracy at all times.  

· Dealing with unpredictable staffing issues. 

· Confidentiality, diplomacy and discretion are required at all times.

Emotional Demands

· Correspondence/reports for typing contain highly sensitive information and material of a highly confidential nature i.e information relating to staff on a daily basis.

· Communicate with distressed/anxious/worried staff frequently regarding performance/disciplinary issues with the need to have a sensitive, emphatic and persuasive manner with tact and diplomacy.
· Occasional contact with dissatisfied patients/public i.e to deal with queries staff cannot deal with e.g complex complaints.
· Supporting all A&C staff with personal and professional issues and being able to de-escalate situations when required. 

Environmental Conditions

· Continuous use of Display Screen Equipment.

· Shared office can lead to noisy difficulty working conditions causing distractions and stress on an ongoing daily basis.


	11) DECISIONS AND JUDGEMENTS

The postholder has discretion to use own initiative in the organisation of their own workload and in the delegation of work to and supervision of junior staff and uses professional judgement to meet service delivery/objectives.

Make judgements with regard to staffing levels/skill mix which may be contentious both to the medical team and A&C staff and being able to justify these.

Making decisions which staff may not like i.e. recommendation for dismissal.



	12) MOST CHALLENGING/DIFFICULT PARTS OF THE JOB

To deal efficiently with the fast pace of a wide-ranging and complex agenda that impacts on the Clinical Group in order to positively influence and sustain a culture of continuous improvement, innovation and change.  
Constantly reviewing, managing and prioritising staffing levels/workloads on 2 sites to meet the needs of the departments and service delivery ensuring staff governance is adhered to.

Dealing with enquiries for various reasons from demanding clinicians who may not understand the complexities involved in managing an A&C service following NHS Tayside policies and procedures.

 

	13) JOB DESCRIPTION AGREEMENT 

The job description will need to be signed off using the attached sheet by each postholder to whom the job description applies.




JOB DESCRIPTION AND ESSENTIAL ADDITIONAL INFORMATION FORM – SIGNATURE OF AGREEMENT

	Post Title


	Administrative & Clerical Services Manager

	Reference Number


	


The attached job description and essential additional information will be used as part of the Agenda for Change assimilation exercise and therefore the job matching panel may wish to seek further clarification on any issues contained within the documents. Should this be necessary please identify an appropriate Manager and Postholder representative who can be contacted to provide this clarification.  (This may be one of the undernoted postholders or a staff side representative who has been involved in agreeing the job description)
	Responsible Manager


	

	Contact No.


	

	
	

	Postholder Representative


	

	Contact No.


	


I/we the undersigned agree the attached document is an accurate reflection of the requirements of the post. The essential additional information provides accurate information of additional job related factors.

	Signed :- (Manager)


	


	Staff Members:
	
	

	PAY NUMBER
	NAME

(BLOCK CAPITALS PLEASE)
	SIGNED
	POST NO.

(office use only)
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