Job Reference Number

	Job Description		       1.   JOB IDENTIFICATION
	Job Title
	[image: ]Screening Officer

	
	Department(s)/Location
	Bowel Screening Programme

	
	Number of Job Holders

[bookmark: _GoBack]CAJE NO SC06-1373
	7

	2. JOB PURPOSE

To answer and take appropriate response to the Scottish Bowel Screening Helpline enquiries.



	3. ORGANISATIONAL POSITION
Bowel Screening Services Manager



Admin Manager



Admin Supervisor




Screening Officer







	4. SCOPE AND RANGE

The post holder will work as part of a team to :

· Answer and action Helpline calls from the public, GP’s and medical professionals. (200 - 400 per day) 
· Respond to email and voicemail requests.
· Update the bowel screening call recall system with any requests and changes in participant’s details received on the Helpline. 



	5. MAIN DUTIES/RESPONSIBILITIES

Answer Helpline calls from the public and health care professionals in a courteous and sensitive manner, escalating complaints or callers who need further support to senior management. Most commonly explaining how to obtain a stool specimen at home, how to spread it on the sample card and return it for testing. Some callers will need careful, detailed but basic explanation and the post holder will assist the caller in their understanding often having to repeat the explanation in different ways until the caller is confident that they can manage to comply with the instructions. Embarrassment is frequently a barrier to the callers understanding.
Follow standard operating procedures to update participant’s details on the call recall system and progress enquiries such that all eligible people are correctly screened. 
Maintain a high degree of accuracy in entering and updating all information.


	

Develop and maintain a working knowledge of the relevant information systems used to help members of the public to participate in the Scottish Bowel Screening Programme. 
Contribute to continuous quality improvement by participating in Screening Office workshops and staff meetings. 
Adhere to quality control, and standard operating procedures designed to ensure the accuracy of the programmes administrative and clerical processes. 

Input data describing Helpline activity and complete the end of day report using the standard template. Maintain paper and electronic filing records. Create, maintain and update relevant spreadsheets used for example to monitor screening activity and stock levels in line with needs of the service. Report CHI errors to Practitioner Services Division.

Participate in own personal development activities

The post holder is expected to be responsible for carrying out one or more of the following additional duties:

· Check that BoSS XML files have been delivered to the local server and backed up appropriately.
· Check daily output reports from the mail outsource company reporting any discrepancy to senior staff.
· Check the exceptions file and take action as per SOP.
· Monitor and report any shortage of stock in the weekly stock report.
· Monitor levels of confidential waste and arrange for disposal. 
· Responsible for accepting/ signing for goods inwards and their distribution to relevant departments. 
· Participate and contribute towards the orientation /training of new Screening Office Staff. 
· Contribute to the evaluation and review of the Screening Office Standard Operating Procedures. 
· Monitor for faults/hazards and arrange repairs and servicing of office equipment.
· Monitor and report any shortages of stationery levels and order office and stationery supplies. 
· Process and distribute incoming mail.
· Process manually generated letters for posting out.

Induction Standards & Code of Conduct
Your performance must comply with the national “Mandatory Induction Standards for Healthcare Support Workers 2009” and with the Code of Conduct for Healthcare Support Workers.





	6. COMMUNICATIONS AND RELATIONSHIPS

The post holder must be emotionally capable of answering enquiries of a sensitive nature (e.g. health related problems) from the public and where on occasion the caller is extremely anxious and /or distressed.

The Post holder will be comfortable and competent communicating routine information verbally as guided by written procedures and supervised training to:
· Members of the public: e.g. explaining how to carry out the home sampling kit, the importance of participating in screening regularly, describing stool sampling, toilet or bowel habit, handling of stool, what a positive result would mean, what a colonoscopy procedure is, how long it takes, that sedative medication is administered, that specialist nurse advice is available etc.
· Patients: e.g. not to wait for any course of medication to be completed before testing, when to contact a GP for advice, how to contact specialist nurses.
· Carers: The implications of taking a sample for someone who is unable to do this for themselves, that the individual may have to experience a colonoscopy and give consent for the procedure, and how to contact a specialist nurse for further advice.
· Health Care Professionals: the Faecal Occult Blood test process, that previous bowel cancer or polyp surveillance does not exclude people from taking part.
· Outsource Mail Company e.g. pulling of letters from the print run.
· Practitioner Services Division (PSD): to request advice on a CHI record
· Maintenance and delivery staff: e.g. instructions regarding deliveries and servicing or repair of equipment.
· IT Helpdesk staff: reporting errors in BoSS to Atos and PC issues to NHS Tayside.
· Other members of the team enabling the smooth running of the screening centre.



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

Competent in the use of the bespoke call recall Bowel Screening System (BoSS).   Participation in regular competency assessments carried out by senior members of staff.

Competent in searching Community Health Index (CHI) and understanding of demographic changes within CHI. 

A working knowledge of information systems and Microsoft Office applications i.e. Word, Excel 
Competent in the use of the bespoke reporting systems including CMOD (the bowel screening reporting system), and also NHS Tayside systems including CHI24, SSTS and Pecos.

Experience of working in an office environment.

The post holder will have the ability to use and carry out basic maintenance of the high volume printer, possess good secretarial/clerical skills such as: sorting and filing patient records, recording when participant’s information is received.

The post holder will have good verbal communication skills with a polite and courteous telephone manner.

Have a good understanding of relevant medical terminology and basic knowledge of all processes involved in the screening pathway including endoscopic investigations and their possible outcomes. Regular competency assessment is carried out on adherence to SOP to support the post holder in attaining the required level of information giving.

The post holder must be able to work to a routine procedure accurately and methodically and have the ability to prioritise own workloads and use own initiative and judgment within set guidelines. Awareness of the impact of own communications and responsibility to complete duties within the team.

The post holder is required to have an awareness of NHS procedures and follows policies within own area. Post holders should make use of Learn Pro (NHS Tayside learning Data base) to keep knowledge up to date for example, Data Protection Act, Fire safety, Manual handling and personal Health & Safety responsibilities.

Relevant knowledge and experience is necessary but no professional qualification is required.


	8.  SYSTEMS AND EQUIPMENT

The post holder will be required to use a telephone and computer for a large percentage of the time to input and update data and to refer to during telephone calls.

The post holder will be competent in the use of IT systems (BoSS, SSTS, PECOS, and CHI 24) and will use Microsoft applications such as Word and Excel on a daily basis.
Other general office duties including the use of  photocopies, fax, laminator and guillotine


Responsibility for Records Management
All records created in the course of the business of NHS Tayside are corporate records and are public records under the terms of the Public Records (Scotland) Act 2011.  This includes email messages and other electronic records.  It is your responsibility to ensure that you keep appropriate records of your work in NHS Tayside and manage those records in keeping with the NHS Tayside Records Management Policy and with any guidance produced by NHS Tayside specific to your employment.


	9. PHYSICAL DEMANDS OF THE JOB
The post holder will required to be seated at a PC on the telephone Helpline where there is a requirement to 
· Listen, understand the callers needs and be able to respond to all calls
· Attain a level of physical ability to allow for speed and accuracy in keyboard skills
· Full concentration and paying attention to accuracy of detail is a constant requirement.
· The nature of the post is that all manual work is continually interrupted by helpline calls. The post holder is expected to manage frequent interruption while maintaining a high level of accuracy. 



	10. DECISIONS AND JUDGEMENTS
The post holder is supervised by a Screening Supervisor and the Programme Support Officer in the organisation of daily tasks and of workload but is expected to carry out the work accurately with minimal supervision.

Use own initiative to make decisions in information giving. There are local guidelines to refer to outlining each task. Post holders advise all callers asking health related enquiries to contact their GP practice. No other health advice is given by the post holder.

The post holder will use their own judgement to investigate the caller’s screening history and will be able to escalate problems and complaints to senior management when required as described in local guidelines.

The post holder will continue to contribute to the evaluation and monitoring of the service.
 E.g. through involvement in writing Screening Office Standard Operating Procedures. These are local guidelines that give precise instructions on how each task is carried out. 

The post holder gives feedback from members of the public to colleagues and senior management to enhance the service offered. In this way there is some contribution to policy development 

The post holder is involved in audits of the work of the department by feeding back statistics from their own area e.g.
· Preparation of End of Day reports  
· Recording Comments and Compliments of the Service
· Processing all letters received to the service including enclosures received in the laboratory
· Recording of a standard episode note in a caller/participant electronic record.
· Preparing mail for uplift
· Reporting of potential problems or trends picked up from Helpline calls to Senior staff
· Recording of calls received by category, Health Board (as needed by the service)
· Weekly screening office feedback meetings



	11. MOST CHALLENGING/DIFFICULT PARTS OF THE JOB

Dealing with distressing calls (potentially 1-2 a day) and difficult phone calls where there is verbal aggression from the public (1-2 a month) while maintaining a courteous and sensitive manner.
Promote screening and encourage Helpline callers to acknowledge any symptoms and to attend their GP practice when symptoms persist. Callers associate the test with bowel cancer and can become more anxious or distressed.

Maintaining accuracy whilst carrying out tasks of a repetitive nature in a busy office environment with frequent interruptions. 



	12. JOB DESCRIPTION AGREEMENT

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


	Job Holder’s Signature:

	Date:

	Head of Department’s Signature:

	Date:
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