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	1. JOB IDENTIFICATION

	 Job Title:
	Receptionist/Call Handler

	Responsible to:
	Team Manager

	Department(s):
	Ayrshire Urgent Care Service (AUCS)

	Directorate:
	Primary and Urgent Care Services 

	Operating Division:
	East Ayrshire Health and Social Care Partnership

	Job Reference:
	

	No of Job Holders:
	32 (9.4 wte)

	Last Update:
	September 2019 (Minor Changes)


	2.  JOB PURPOSE

	To handle all incoming calls from the Single Pont of Contact (SPOC) and professional to professional line, collecting and recording appropriate information.  To direct referrals to the most appropriate agency for advice and/or assessment.

On receipt of cases from NHS 24, provide an effective and timely appointments service, allocating appointments whilst considering the clinical priority and the geography of the patient and clinical resources.

Smooth and efficient running of the Primary Care Treatment Centre (PCTC).  First point of contact for patients arriving at the PCTC.  




	3. DIMENSIONS

	Staffing levels on duty (average);
	Service activity, average per week;

	Team Manager
Dispatcher and/or Secondary Dispatcher

Receptionist/Call Handler
	1

2

8


	SPOC incoming calls

Appointment allocated

Patients arriving at PCTC
	450

800

600




	4. Organisation Position
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	5.   ROLE OF DEPARTMENT

	Ayrshire Urgent Care Service is responsible for the delivery of urgent community healthcare provision to the population of Ayrshire and Arran.  The service provides an accessible urgent care service locally delivered primarily by a multi-disciplinary team of General Practitioners, ANPs, District Nurses, Social Work and Mental Health professionals.  The service covers the whole of Ayrshire which incorporates North, South and East Ayrshire local authorities.




	6. KEY RESULTS AREAS

	· Accurately document all information pertaining to a patient/caller in the electronic patient contact record or in the event of IT failure implement the paper based contingency plan. 

· Respond to patients, colleagues, and all internal and external agencies in a helpful, welcoming and polite manner, treating each individual with courtesy, fairness, honesty and respect. 

· Demonstrate effective team working with all internal and external staff and partners.

· Support all AUCS colleagues where necessary in the execution of their duties and maintain high standards at all times, in terms of personal appearance and respect all NHS Ayrshire & Arran property. 

· Notify the Team Manager or shift lead of any relevant information which may affect the smooth and efficient running of the service. 

· Assist with the implementation of the AUCS Contingency Plan in the event of any system failures.

· As a valued member of the AUCS team work at all times in a calm and rational manner.  

· Maintain compliance with all organisational procedures; Confidentiality, Complaints Procedure, Health and Safety and undertake the accurate completion of the current Incident reporting systems: Datix, Feedback Forms, Verbal Complaint Forms etc.

· Maintain knowledge of current service/policies, protocols and procedures, ensuring skill levels are updated and work continuously towards personal development, undertaking all mandatory training and attending management and staff meetings as required. 

Single Point of Contact Operator

· Be the first point of contact for incoming calls; patient, carer, relative or other Health and Social Care professional.

· Responsible for establishing the origin and purpose of the call, identifying the appropriate assistance required from the information that is given and facilitates the service required.

· Responsible to undertake a search or creating a computerised patient record by creating/checking patient’s demographical information and amending where required by utilising effective communication skills. 
Appointment Operator
· Contacting patients/carers via telephone to arrange appointment times in accordance with the NHS24 triage specification
· To ensure all appointments are allocated to the appropriate Primary Care Treatment Centre (PCTC) taking in to consideration patient location, availability of clinician and the skill mix available at each PCTC.

· Maintain electronic appointment diaries across own or other sites as required.

Receptionist

· Ensure PCTC medical and non medical equipment is checked and available at the beginning of each shift and restock if necessary, reporting any shortfalls to the Team Manager.

· Support the static clinicians in the satisfactory completion of their workload and consider the safety of all patients and visitors whilst in the PCTC.  

· In an emergency assist the clinician when safe to do so; lifting or moving a patient, basic life support, defibrillation and the transportation of equipment. (in exceptional circumstances)

· Chaperone the clinician as requested; staying outside any curtained off area whilst chaperoning, 

· Ensure biochemistry forms are completed accurately and samples are uplifted/delivered to the laboratories timeously.

· Ensure that all deliveries of general stock and pharmaceutical stock is stored away (excluding Controlled Drugs), under the strict guidelines and procedures.




	7a. EQUIPMENT AND MACHINERY

	Telephone 

Mobile telephones 

Paging systems

Computers 

Printers

Photocopier

Fax machine
	 Knowledge to check and operate;

· Oxygen cylinder

· Oxygen concentrator

· Diagnostic sets

· Defibrillators

· Nebulisers

· Prescription Printers

	7b.  SYSTEMS

	AUCS standard operating procedures

Adastra; Patient and Rota management

Datix; Health & Safety Reporting

eKSF: Personal and Professional Development

Learnpro

Athena

Microsoft Office Software 

Security systems; Little Green Button



	8. ASSIGNMENT AND REVIEW OF WORK

	The Team Manager on duty supervises the operational team and is supported by the AUCS on call manager.

The Team Manager post is peripatetic and advice and support is available from the Team Manager on duty at one of the three PCTCs.

The post holder forms a key element of the AUCS service delivery; working in partnership with the static clinicians and other members of the out of hours team to meet the demands of the service.

Review of work will be in accordance with NHS Ayrshire and Arran performance management procedures comprising of an annual review and PDP and will involve regular reviews with the Shift Co-ordinator and/or Operational Supervisor Team Leader. 




	9.  DECISIONS AND JUDGEMENTS

	Allocation and distribution of appointments/duties to the static clinicians, in accordance with the case priority.

Prioritise incoming calls on the Single Point of Contact and Professional to Professional line, and refer to the appropriate service, following agreed procedures and processes.

Queries/problems arising out of procedure, that you are unable to resolve, would be referred to the Team Manager.

Post holder will seek guidance/direction from the Team Manager when appropriate.




	10.  MOST CHALLENGING/DIFFICULT PARTS OF THE JOB

	Ability to multitask and co-ordinate several activities simultaneously; this post has three core functions Single Point of Contact and Professional to Professional Call Handler, Receptionist and Appointment Call Handler.  

Constantly monitoring the case lists and appointment diaries to ensure that Key Performance Indicators are being met.

Taking calls directly from patients and other health and social care agencies that can often be distressing.




	11.  COMMUNICATIONS AND RELATIONSHIPS

	Internal:                                                             Senior Manager 

Service Manager (Social Work)

Clinical Nurse Manager-District nurses

Clinical Nurse Manager ANP

District Nursing Coordinator 

Team Manager – Social Work

Senior Practitioners Social Work 

Transport Supervisor                                         Team Leader/Supervisor                                   

Administration Staff                                            

eHealth                                                             
General Practitioners 

Advanced Nurse Practitioners                                        

Colleagues                                         



	External:
Ambulance, Police, Pharmacists

Outside Agencies: NHS24, Adastra Help Desk

Relatives, Carers, Community Alarms                                                

Nursing Homes and Care Homes

A&E, hospital staff/departments      

Patients                                                                

Members of the Public

Visitors     

District Nursing Service, Midwifes, CPNs




	12. PHYSICAL, MENTAL, EMOTIONAL AND ENVIRONMENTAL DEMANDS OF THE JOB

	Physical

· Extensive VDU usage and keyboard; sitting in a restricted position for long periods of time

· IT skills

· Telephony 

· Carrying equipment O2 cylinders, defibrillator

· Customer Care skills

Mental

· Occasional exposure to distressing or emotional circumstances when assisting the clinician
· Mediating with the public under stressful circumstances, individual looking for drugs, potentially violent situations, deciding when to involve the police

· High volume, rapid throughput of patients and incoming calls with potentially high impact on patient’s outcome if mistakes are made

· Constant requirement to concentrate and remain focused on the delivery of patient care, especially at times of peaks in service demand

· Unpredictable workload on a daily basis

· Answering telephone calls from various sources

Emotional

· Exposure to anxious patients/relatives, bereaved relatives and on occasion aggressive/abusive patients/public

· Handling sensitive and/or disturbing information

Environmental

· Noise pollution




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

	Essential

SVQ Level II in Business Administration or equivalent proven experience

ECDL qualification or experience in Microsoft Office; i.e. Word, Excel, Outlook, etc. 

Excellent communication skills; verbal and written

Experience in working with the public

Ability to be flexible and adaptable to shift coverage.

Desirable

Experience of working within a primary care or out of hours setting

Working knowledge of Adastra software




Person Specification: 
	Qualifications & Training – Essential Criteria

	Skilled, competent and confident in the use of MS Office Packages & Keyboard skills. Confident in learning and navigating IT systems



	Qualifications & Training – Desirable Criteria

	Adastra Software Package

SVQ Level 2 Business Administration


	Experience – Essential Criteria

	Either call handling ,  customer service or direct public contact  within a Health or  Social Care setting  


	Experience – Desirable Criteria

	Working in an out of hours setting

Previous experience of working in multi disciplinary team



	Knowledge – Essential Criteria

	

	Knowledge – Desirable Criteria

	

	Competencies & Skills – Essential Criteria

	Excellent communication and interpersonal skills

Demonstrate initiative and sound judgment

Flexible and adaptable to changing environments Understanding of confidentiality 



	Competencies & Skills – Desirable Criteria

	

	Personal Characteristics and Other – Essential Criteria

	Ability to work individually and in a team setting

Ability to keep to deadlines

Calm , approachable, able to adapt to changing situations and prioritize workload 

Polite ,empathetic , discreet and focused 

Ability to manage and cope with change.



	Personal Characteristics and Other – Desirable Criteria

	Experience in handling confidential and sensitive information.


5
2

