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JOB DESCRIPTION
	
JOB IDENTIFICATION
	

	
Job  Title:
	
Switchboard Operator(s)

	
Department(s):
	
eHealth, ICT Services

	
Location:
	
IM&T Building, Foresterhill

	
Hours:
	
37.5 hours per week

	
Grade:
	
Band 2

	
Salary:
	
£19,609 - £21,615 per annum

	
Contract:
	
Permanent

	
Job Reference:
	
NJS131690








		JOB PURPOSE 




	
	To provide a 24 hour, 7 days a week, 365 days of the year telephone service on a shift rota basis to both NHS Grampian users and the Public, ensuring quick and efficient processing of telephone calls, dealing with emergency situations and fault reporting. Dealing with IT Service desk queries out of hours.

The Switchboard receives in excess of 25,000 calls per month from internal and external sources, covering staff and the public. 






		1. ORGANISATIONAL POSITION 




	[image: ]

	Customer Services
This is client/customer focused services as the frontline contact to deal with all 1st and 2nd line Client Support, Remote IT Support and Site Services support across Grampian. Customer Services are split into 3 delivery functions & responsibilities as follows;

· Client Service Centre - Providing a fully integrated service desk, for the provision of all Incident, Problem, Change, Release & Service Level Management. This section would look after User Account Mgt & Asset Mgt. The Service Centre also is responsible for Hospital Switchboard Services – Based at Foresterhill site in Aberdeen, Switchboard Services delivers a Grampian wide, fast response call handling and routing for all activity coming through the switchboard contact centre. It is the priority of the switchboard to accurately assess and route calls within seconds of receiving a call within strict call handling times. As part of this key service, Switchboard also deal with alarms, emergency staff call out and act as focal communication point in the event of a corporate response to major incident. 

· Site Services - Support teams in Elgin and Aberdeen to cover all Field Support, Hardware Support and Installations, which would cover Desktop, Network and Server related activities. Outsourced 3rd Party Hardware support contract, review meetings to be managed by Customer Services Management. 

· Service Planning – Oversees Service Level Agreements, Configuration Management of LANDesk Service Desk System and the central coordination of all ICT Procurement and Licensing services, ensuring that the processes are in place to ensure that appropriate reporting around financial and licensing commitment.


		2. SCOPE AND RANGE 




	
ICT Services encompasses the whole of NHS Grampian which has approx. 17,000 employees, working from over 120 premises, spread across Aberdeen Royal Infirmary, Royal Aberdeen Children’s Hospital, Aberdeen Maternity Hospital, Woodend Hospital, Royal Cornhill Hospital, Dr Gray’s Hospital, 75 General Practices, 24 Community Hospitals, and a multitude of service departments.

The overall aim of ICT services is to deliver and maintain a comprehensive integrated ICT strategy in order to ensure that the right information is provided in the right place at the right time, to support highest possible levels of diagnosis, treatment and care of patients and clients, to support continuous improvement of the health of the populations we serve and to achieve more effective integration between Health and the care services of our Local Authority partners.

ICT Services provides strategic leadership, direction and guidance across Grampian in all aspects of Customer Services strategy, policy to achieve its goals. They will ensure effective articulation of the strategy and its delivery.

The role of the ICT Services is to provide a whole system integrated supportive ICT environment for clinical service users across Primary and Secondary care. ICT Services works closely and engage with a wide range of staff to develop all aspects of clinical and business systems across NHS Grampian e.g. Clinical Systems, Telehealth, access to Radiology and Lab results, Paperless initiatives, Finance systems, Email and Internet access to get maximum benefit from them. They will work nationally and across regional boundaries to deliver effective services that benefit the patients and citizens of Grampian.

Provision of these services relies on a variety of inter-dependent and interoperable technologies that comprise the Networks, Telecoms’, Video-conferencing, Servers, Desktop equipment and Applications. This underlying ICT Services Infrastructure requires ongoing proactive management to maintain reliability and availability. Interoperability of these systems is key in order to provide e.g. referrals from primary into secondary care or child protection messaging from local authority into health.

The Switchboard run a 24 hour, 365 days a year service and receives in excess of 25,000 calls each month. The Post Holder is responsible for managing staff for a demand led service for all users across Grampian, which can involve cross agencies.

The post holder works on the central switchboard processing calls for all NHSG hospitals and healthcare sites connecting calls throughout the NHSG network 

Business Dimensions:

A number of the calls being dealt with are for failure of critical services, alerts, crash calls, and Major incidents and can have a direct impact on the delivery of patient care. 
Currently the majority of all Acute and Primary Care Sites across NHS Grampian and other agencies such as GMED out of hours.

Technical Dimensions:

There are 80+ networked telephone systems on the NHS Grampian telephone network. 
There are 30+ non-networked telephone systems within NHS Grampian 
There are over 4000 users with mailbox facilities on various voicemail systems. The central Voicemail system also supports lone working.
There are over 11000 extensions within the telephone networked sites. 
The Centralised Alarm System has over 350 alarms on the system (and is constantly expanding) 
The bleep system has over 1500 bleep users; access to activation is available from all networked sites (1350 Based at ARI and 150 based at Dr Gray’s Hospital).

ICT Services

Revenue	£3.4M (plus additional non-recurring revenue) 

Staff	90 + (all of who have a Grampian wide remit) 

Total annual payroll	£ 2.3M 

eHealth Capital (2009/10)	£ 1.6M (local and national funded projects) 


		3. MAIN DUTIES/RESPONSIBILITIES 




	
Operation of computerised Telephone Switchboard to enable the following: -

Answering and processing incoming calls from the public 

Handling of internal calls and calls recalling to the operator 

Providing various Telephone Features available within the switchboard, i.e. operator controlled conference call/accessing computerised, on line, telephone book and call by name feature/busy override/remote clear of features/automatic call waiting /calls on hold (while bleeping/paging hospital personnel).

Responsible for prioritisation of calls, e.g. GP’s admitting patients to hospital; bleep control position; alarm monitoring position.

Provision of an enquiry service to the public

Assistance to internal users on communications facilities on the network exchange and general enquiries.

Operation of dedicated switchboards, 3 switchboards have additional duties, which take priority over normal duties:

Bleep Control Position 
Responsible for daily maintenance of existing bleep stock (1500) e.g., issuing batteries, replacement bleeps and programming. Responsible for activation of bleeps relating to emergency situations. Answering/advising bleep holder of emergency location. Logging the incident. 

Emergency incidences include:- 
· Clinical Emergencies 
· Nursing Emergencies
· Major Haemorrhage Emergencies
· Fire/Intruder/Personnel Attack Alarms 
· Violent Incidents requiring Security

Other tasks include 
· Daily testing of Bleep System – reporting if necessary 
· Daily/Weekly testing of Emergency group Bleeps 
· Initiating transfers of bleeps on request and subsequent logging and updating of information 

Alarm Monitoring Position 
Responsible for operation of Central Alarm Monitoring Computerised System (BOLD). Answering alarms, accessing database for relevant information pertaining to alarm on screen, contacting Scottish Fire & Rescue Service/Police Scotland and on site personnel for 400 alarms across NHS Grampian Sites. 
Types of alarms include 

· Fire and Intruder 
· Personnel Attack 
· Blood Fridge 
· Building Management System alerts
· Mortuary and Fridge Alarms 
· Hot and Cold Temperature Alarms 
· Technical Faults. 

All alarms are logged in computerised system. Responsible also for daily “Fire Test Calls”. 
Initiating calls to extensions at random, asking user to make “Fire Test Call”, i.e., “666”, call 
is connected and monitored to Scottish Fire & Rescue Service. 
Daily testing of alarms from all sites (once a week) by site engineers/ADT Engineer. 
Logging all information to prevent false calls to Scottish Fire & Rescue Service.

Fax Position (Does not take priority over switchboard duties). 
Receiving faxes and Advising recipients, Transmitting faxes for Hospital Personnel. 

Operation of Emergency Superset Phones 
Answering all calls on priority, assessing the emergency and initiating/monitoring appropriate procedure, which can often lead to further emergency requests. 

These phones answer internal calls for: - 
· Clinical Emergencies
· Nursing Emergencies 
· 666 Fire Calls
· Major Haemorrhage Emergencies
· Violent and Aggression Incidents (Requiring Security) 
· Lift Emergencies (people stuck in lifts). 

All procedures are logged electronically via Incident Management System (LANDesk). 
Initiating a variety of emergency procedures including: - 

· Clinical Emergencies
· Major Haemorrhage Emergencies
· Fire and Intruder Alarms
· Major Civil Incidents 
· Helicopter landing at Helipad 
· Call out for Hyperbaric Emergencies 
· Decontamination and Lockdown procedures

Reporting of all faults for NHS Grampian Networked Sites (11,500 extensions and 87 sites), responding to alarms and verbal reports. 

Types of faults include – 
· Failure of Telephone systems 
· Extension faults  
· Bleep system faults 
· Telecom’s issues
· Alarm Monitoring System (BOLD)

Referring to fault procedure documentation and reporting to the appropriate Service Maintainer. Logging/Monitoring faults and updating the Switchboard on-call person where appropriate. Initiating various procedures in the event of total loss of services to any one site or system by operation of standby facilities. Daily testing of main numbers and bleep system for early detection of faults. 
ICT IT Service desk – Out of Hours – Logging and reporting necessary faults to engineer. 
Advising Client Service Centre Manager/Switchboard Supervisor of any updates required to switchboard database or procedures, also advising of any faulty equipment within switchboard area.
Assist in the development/training of all new personnel, which is an ongoing exercise owing to the complexity of various procedures where on the job training is a necessity. 

Out of office hours, deal with covering shifts should staff report in sick, these shifts need to be covered. Involves phoning staff at home who are currently not working a shift and offer overtime 
Provide a telephone service for profoundly deaf patients/public by operation of “Mincom” special telephone. 
Responsible for issuing/logging of temporary mobile phones/pagers to on call personnel. Providing a demonstration as and when required. 
Any other relevant duties associated with the operation of the various network systems as directed by the Client Service Centre Manager/Switchboard Supervisor. 
Out of hours (6pm – 8am and Sat & Sun) standard switchboard calls reduce by approx 25%, leaving mostly problematical calls. Calls to bleep position and Door Control position increase by approx 25%. 
The staffing levels vary as the day progresses from 8am until 6pm Monday to Friday there would normally be 6 operators handling calls .Out with these hours there would be only two operators handling calls.

		4. SYSTEMS AND EQUIPMENT 




	
Computerised Switchboard and Emergency Superset 5340’s 
Computerised Bleep System 
Computerised Alarm Monitoring System (BOLD)
Mobiles/Pagers 
Confirmer System - Mass alert system used in the event of call-out for, but not limited to, Major Civil Incidents and Trauma calls
Rotawatch System (for all Hospital Departmental on-call rotas)
Minicom phone for profoundly deaf 
Conference Phones 
LANDesk incident Management system for recording all incidents.
Internal Paging System/info under Main Duties 
Record information of all types of Faults reported to Communications Department.(LANDesk)

		5. DECISIONS AND JUDGEMENTS 




	
The post holder will be required to use their own initiative and be able to make sound decisions, however, they must recognise their own limitations and actively seek out guidance when required. 

Tasks and performance are reviewed by Client Service Centre Manager 

Responding to calls from the public and NHS Grampian Personnel mainly generates the post holders’ work. Written procedures are provided, advice and guidance can be provided by the Client Service Centre Manager or Switchboard Supervisor when necessary. The Post Holder must prioritise workload with level of importance. 

The post holder is involved in fault-finding, e.g. Extensions, Pagers, Mobile phones, and will escalate where appropriate. They will also issue temporary loan of mobile phones/pagers/audio equipment, replacement phones /bleeps/batteries
 
The jobholder contacts various maintainers to report faults and NHS Personnel at home when necessary. 
The jobholder decides when to escalate a problem OOH to the Switchboard on call person 




		6. COMMUNICATIONS AND RELATIONSHIPS 




	
Client Service Support is one of the most challenging roles within the Department of eHealth. The primary role of Switchboard Services is to ensure that the client contact services provided to NHS Grampian are operational, exemplified by the attributes below: 
The post holder communicates with every member of the department on a daily basis either face to face or by telephone. The post holder communicates with all NHS employees both clinical and non clinical e.g. Service managers/junior doctors/secretarial staff on an ongoing and frequent basis either face to face/telephone or written i.e. Email and correspondence. 
There is frequent communication and liaison, in an operational context, with the following groups within a demand led service: 

INTERNAL 
· All Switchboard operators – staffing issues 
· Senior management team – advice and sharing information - face to face, telephone or e-mail 
· All employees within NHS Grampian – fault reporting or problem solving within the telephone network and moves and changes– face to face, telephone or e-mail. 
· Liaising with various teams enabling the provision of technical project management on the various telephone systems for staff within NHS Grampian. 
· The nature and types of communication transfer is challenging, as it is essential that the information be transferred in such a way that the desired understanding is achieved. The post holder must be able to present this information in the most appropriate way to enable understanding to the audience. Training is delivered on a train the trainer basis, a 1 to 1 basis and to groups of up to 30-40 previously unknown personnel throughout the organisation. Training manuals are designed, implemented and distributed as and when required. 

EXTERNAL 
· The General Public – telephone 
· BOLD (maintainers of the centralised alarm system) – face to face, telephone and e-mail 
· Maintel (maintainers of the telephone systems) face to face, telephone and e-mail 
· Stanley Blick UK (maintainers of internal bleep system) – face to face, telephone or written correspondence (internal pagers that require repair).  
· Police Scotland – face to face, telephone or e-mail 
· Scottish Fire & Rescue Service – face to face, telephone or e-mail 


		7. PHYSICAL DEMANDS OF THE JOB 




	
The nature of this post requires the Operator to spend most of the working day based at a workstation operating a computer keyboard and monitor and spending a significant amount of time on the telephone. The post holder must also work with constant interruptions.

Physical & Environmental Effort: 
Keyboard skills speed and accuracy 
Sitting in a restricted position 
Continuous VDU use


Mental Effort: 
Staying calm in emergency situations 
The ability to prioritise many urgent tasks which arise on a daily basis whilst still dealing with current tasks 
The ability to deal with constant interruptions to working practices.

Emotional Effort:
Dealing sensitively with members of the public regarding any issues relating to the department 
Working in a large open plan office - noise, concentration and confidentiality 
Constant use of a PC while working in the office environment. 
Handling sensitive conversations and situations with staff in the Department and throughout NHS Grampian. 
Ability to stay calm in emergency and stressful situations, to decide what the best way to resolve the problem is. 
There is a significant level of stress and emotional pressure when dealing with angry or abusive clients on the phone or in person. 


		8. MOST CHALLENGING/DIFFICULT PARTS OF THE JOB 




	
The ability to deal with stressful and emergency situations, staying calm to follow set procedures. To be able to prioritise in unforeseen circumstances, e.g. many emergencies don’t follow to plan, operators have to decide how they will proceed when list of contacts are unavailable.

The ability to deal with members of the public who are upset, confused or angry.

Working as a team of 2 operators, out of hours, dealing with life threatening emergencies.

Coping with irate callers, speaking in a calm manner and trying to resolve their problem.

Dealing with faults on telephone systems or other equipment. Reporting/monitoring and escalating when necessary.

Trying to locate on call personnel throughout NHSG hospitals who don’t respond to bleeps, e.g. when GP’s are admitting patients or dealing with emergency procedure. 

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




	NVQ2 in customer care or equivalent experience 
ECDL or equivalent experience 
Required knowledge takes 6 months in the job to learn. 
Switchboard experience preferred 
Patience and understanding when communicating verbally with the all external and internal contacts 
Excellent communication skills 
Good keyboard skills 
Knowledge and understanding of Microsoft Word and Excel 
Ability to stay calm in stressful situations 
Ability to work on own initiative under pressure 
Ability to be a team worker 
In depth knowledge of all policies and procedures within Centre. 
Knowledge and ability to train and mentor new members of staff. 


[image: ]NHS GRAMPIAN
PERSON SPECIFICATION
The Person Specification should meet the demands of the job and comply with current legislation. Setting unnecessary standards may, for example, unfairly discriminate against one sex, the disabled or minority racial groups. Applicants should be assessed in relation to their ability to meet the real requirements of the job as laid down in the job description. Shortlisted candidates MUST possess all the essential components as detailed below.
POST/GRADE:                         Switchboard Operator / Band 2                       
LOCATION/HOSPITALS:        Aberdeen Royal Infirmary
[bookmark: _GoBack]WARD/DEPARTMENT:           Switchboard
	
ATTRIBUTES 
	
ESSENTIAL
	
DESIRABLE

	
Qualifications
	
	

	Experience

	Dealing with the public 
	Switchboard experience preferred but not essential as full training will be given

	Special Aptitude and Abilities
	Good Communications and keyboard skills
	Ability to learn new technology skills

	Disposition
	Ability to work as part of a team and on own initiative
	

	Physical Requirements
	
	

	Particular Requirements
of the Post
	Ability to stay calm when dealing with emergency situations and procedures
	

	

	MAJOR RISKS IN DOING THIS JOB

	Please indicate the major risks the job holder could face in doing this job e.g. handling of patients/objects, working with hazardous substances, dealing with violence and aggression.

	If there are no major risks for the job holder please tick this box 􀁕 no risks
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JOB DESCRIPTION TEMPLATE

1. JOBIDENTIFICATION

3. ORGANISATIONAL POSITION

Tob Title: Switchboard Operator

Customer Services Manager | Responsible to: Switchboard Services Supervisor

Department(s): ICT Services/eHealth
[ 1

SV B SRV [ (PO D Dalvery Team(Cie Opsin Offie

: Division: Corporate Services

Switchboard Services

] No of Tob Holders: 21

Last Update (insert date): April 2010

2. JOBPURPOSE

To provide a 24 hour, 7 days a week, 365 days of the year telephone service on a shift rota basis to
both NHS Grampian users and the Public, ensuring quick and efficient processing of telephone calls
dealing with emergency situations and fault reporting. Dealing with IT Helpdesk queries out of hours
and also help to answer Communications Centre helpdesk

The Switchboard receives in excess of 25,000 calls per month from intemnal and extemal sources,
Customer Services covering staf and the public.

This is client/customer focused services as the frontline contact to deal with all 1* and 2 line Client Support, Remote IT
Support and Site Services support across Grampian. Customer Services are split into 3 delivery functions & responsibilities
as follows;

Client Service Centre - Providing a fully integrated service desk, for the provision of all Incident, Problem, Change,
Release & Service Level Management. This section would look afier User Account Mgt & Asset Mgt. The Service
Centre also is responsible for Hospital Switchboard Services — Based at Foresterhill site in Aberdeen, Switchboard
Services delivers a Grampian wide, fast response call handling and routing for all activity coming through the
switchboard confact centre. It is the priority of the switchboard to accurately assess and route calls within seconds of
receiving a call within strict call handling times. As part of this key service, Switchboard also deal with alarms,
emergency staff call out and act as focal communication point in the event of a corporate response to major incident.

Site Services - Support teams in Elgin and Aberdeen to cover all Field Support, Hardware Support and Installations,
which would cover Desktop, Network and Server related activities. Outsourced 3rd Party Hardware support contract,
review meetings to be managed by Customer Services Management. L
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