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                            NHS GREATER GLASGOW & CLYDE
                                             JOB DESCRIPTION 

	1. Job Identification

	Job Title:
	Call Handler - Staff Bank Service 

	Department(s):
	NHS Greater Glasgow and Clyde 
Staff Bank Service 

	Directorate 
	Corporate HR 
 Resourcing Service 

	2.  Job Purpose

	
The post holder will form part of a team who will be i) the first point of contact for enquiries for information in regards the availability of  temporary bank shifts across a number of clinical and non clinical services   and ii) will respond to booking requests submitted by internal NHS Greater Glasgow and Clyde (NHSGGC) service users , via phone and email, for temporary bank staff  to be deployed for short term work on a shift by shift basis in Acute Directorates and Partnership clinical and non clinical service areas. 

Using a computerised staff bank booking and scheduling IT system the post holder will assess the requirements of the booking request and implement the necessary action to identify and match an appropriate bank staff to the booking request in the timescales requested.
  
 In carrying out the duties of the role the Call Handler will be expected to respond promptly and courteously to all calls and email requests and operate to a high standard of customer service. The co-ordinator will assess the needs of the enquiry and implement necessary action ranging from allocating a bank shift, logging future bank worker availability, update internal NHS GGC services on shift fill rate for their area or referring the enquiry to the appropriate team within the Staff Bank Service.


	3. Role of Department

	
The Staff Bank Service is an HR service which is a part of NHS GGC’s Corporate Services.  
The  Staff Bank Service is part of the  Resourcing Service which also includes a number of 
other services i.e. Recruitment Service and Workforce Information. 

The Staff Bank Service is responsible for  supplying and coordinating  supplementary staffing to all NHS GGC ‘s operating divisions and currently has responsibility for the following  staff banks :
· Interpreting  Services 
· Nursing and Midwifery 
· Medical Locum Doctors  
· Administrative  and Clerical 
The Staff Bank Contact Centre is fundamental to the operational management of the Staff Bank Service. The performance of the Contact Centre is of significance to service areas in regards the effective management of staffing levels. A team of Call Handlers are responsible for assisting and supporting the Staff Bank Service in the coordination and allocation of shifts to available  staff bank  staff 

There is a high volume of inbound and out bound call traffic connected with the process to assign bank staff to available shifts in addition to email and web based booking activity. There is approximately 8000 bank staff registered with NHS GGC’s Staff Bank Service. 

Demand for the Staff Bank Service can increase sharply due to unexpected increases in activity in particular during the winter months.

The Staff Bank Service is currently operational 7days per week between the hours of 8am to 8.30pm. 

NHSGGC Facts and Figures :

1. Serves a population of 1.2 million
1. Employs over 39,000 staff (head count ) 



	4. Scope and Range

	· The post holder will work as part of a team who will be the first point of contact for callers seeking bank shifts or NHS GGC  booking requesters logging requests for bank staff
· The post holder will receive inbound calls and make outbound calls for NHS GGC Staff Bank Service and will be expected to deal with these calls in a polite, courteous and professional manner at all times.  
· The post holder will be assigned to a team operating within the Staff Bank Service. The post holder will be required to work flexibly within the Staff Bank Service particularly during periods of high demand for bank staff.  
· The post holder will carry out their duties in a busy contact centre environment requiring an ability to work efficiently  and effectively during their shift   due to the high volume of booking requests  and calls to the service 
· On a day to day basis the post holder will have frequent communication with bank staff e.g. Language Interpreters, Nurses and Midwives, Doctors and Administrative and Clerical and will liaise closely with front line internal clinical and non clinical staff requesting temporary staffing cover for their service area.  
· The post holder will take ownership for their assigned area for booking
requests submitted by internal service users to ensure accurate matching of skills
sets required for requested bank cover. The post holder will be responsible 
for ascertaining all relevant information from callers as quickly as possible and record
all relevant information onto a computer –based system speedily and accurately .
The post holder will use primarily telephony and email to achieve
effective communication with bank staff and NHS GGC operational staff.
· The post holder will be required to follow established procedures and guidelines adhering to Health Board policies such as, Data Protection, Confidentiality and Health and Safety in carrying out the duties of the role.
· The post holder will work within clearly defined protocols and procedures for the service and the scheduling of their work activity will be directed by both operational line manager and senior call handlers  within the service  
· The post holder must be able to work on a rotational shift pattern scheduled across the Monday to Sunday and will include weekends and public  holidays. Shifts patterns are 7.5 hours (Monday to Sunday between the Contact Centre’s opening hours of 8am to 8.30pm.



	5. Main Duties and Responsibilities

	· Receive and deal effectively with requests for Bank staff by handling inbound and
      outbound phone calls maintaining a rapid response rate according to agreed 
      operational standards for the Staff Bank Contact Centre.  The post holder will be the 
      first point of contact for bank staff  seeking work and NHSGGC service users requesting Bank shift cover.
· Handle and respond to telephone calls from a range of health care workers e.g. 
      Language  Interpreters, Nurses, Doctors , and  Admin and clerical seeking bank shifts or  confirming availability for work 
      Operate efficiently and effectively related ACD telephony  and computer systems relvant to the Staff Bank service  
· Allocate bank workers to bookings by processing Booking Request via phone /e mail ensuring accuracy of details recorded in the booking form e.g.  Language skill of Interpreter or, Grade of Nurse/Doctor.
· Will follow procedures and protocols to instruct and advise bank worker in regards all relevant information regarding the booking they are being assigned to. 
· Will follow procedures and protocols to update booking requesters ,in a timely manner,  in regards bank workers allocated to their service area 

	· Enter confidential data using the Staff Bank  IT System in an accurate and timely 
manner within service procedures   to i)  maintain up to date  records on bank workers  availability and ii)  to support the provision of management information and reporting 
systems . 
· Communicate and liaise both in writing via email and verbally between service colleagues, service users and bank workers and interpret and respond clearly and courteously to
       spoken requests over the phone, via e-mail and occasionally in person.
· The post holder as  part of their assigned team, will contribute to the delivery of the service within agreed performance management standards 
· Meet performance and quality standards established for the post, and work as part of the 
     Staff Bank team help achieve performance standards for the service. Work as an effective member of a high performance team, ensuring self awareness of surrounding environment and events.
· To attend appropriate training courses and briefing events and participate in regular individual and team performance and coaching sessions, identifying areas of need for development in order to meet service requirements.  
· The post holder must be able and confident to identify the need and take control to modify and adapt method of communication to account for the differing needs of callers.
· Display a flexible approach to service needs of the  Staff Bank Service as required and any duties required as appropriate to post holders grade e.g. covering for  other teams within the Staff Bank Contact Centre and administrative support team   during annual leave , sickness absence  or increase in booking requests 
· Work closely with senior call handlers and operational managers to ensure booking and service priorities are handled efficiently and effectively.
· Ensure polite, efficient and appropriate communications exist at all times e.g.  bank workers, internal health care and support  staff , external organisations and colleagues with in the Staff Bank Service 
· During periods of intense activity / high volume of demand prioritise tasks / booking requests in line with procedures and direction from senior call handlers and other senior officers within the service 
· To promote and enhance the image of the Staff Bank Service at all times in accordance with policies and procedures promoting good relations with bank staff and NHS GGC health care professionals.
· Promptly refer any issues/concerns outside the scope of the post holders responsibilities to senior call handlers  or operational management of the Staff Bank Service 
· To work flexibly and adaptable to support service delivery across the service and  as and when required , to cover other roles within the Staff Bank Service , commensurate with individual levels of training 

	6. Systems and Equipment

	
· The post holder is required to become competent in the use of the  Staff Bank Service IT system, in particular for logging booking requests ,  bank worker availability and scheduling , processing payments and provision of reporting information in regards Staff Bank activity and performance metrics 
· Good keyboard skills with a high degree of accuracy in handling high volume of    e-mail transactions are essential
· Telephone system with headset 
· Microsoft Office including Outlook , Word, Excel , Access and Internet 
· Digital Telephone, Mobile Telephone and Text Message service
· Utilise Bank Management software in the provision of services. 
· Filing System –manual and electronic 
· Printer
· Scanning 
· Photocopiers 
· Temporary worker timesheet systems - manual and electronic




	7. Decisions and Judgements

	· Exercise own judgement when prioritising daily workload i.e. decide which booking requests take priority e.g. short notice shifts. 
· Is responsible for carrying out procedures for filling bookings and is expected to liaise with relevant service managers/users and follow agreed procedure for the Staff Bank
 Service  e.g. Unfilled booking requests    
· On receipt of a booking request, consider the information given by the staff member using, knowledge and questioning skills to determine the most appropriate action.
· The post holder is guided by established operational guidelines and protocols and understands the standards and key performance indicators to be achieved for the service 
· The post holder is directly supervised but uses own initiative to make basic decisions regarding priorities and enquiries.
· The post holder will operate within the boundaries of NHS GGC policies and procedures and is expected to demonstrate a high degree of discretion with regards handling of confidential material e.g. bank staff details are stored on Staff Bank Management Data Base System/paper files. 
· The post holder will be required to assess all information contained within booking requests and match appropriate bank staff accordingly e.g. correct language skill or Grade of Nurse /Doctor
. 

	8. Communications and Relationships

	
· The post holder is the first point of contact for internal service users ,bank workers  and external organisations e.g. recruitment agencies 
·  From e-mail or phone calls, the post holder is required to extract sufficient information, using good communication skills, to ensure that the appropriate action is taken. The post holder must use questioning skills, employing empathy and understanding.
· The post holder must also be a good listener, able to extract the relevant information when responding to   telephone enquiry /booking requests 

Internal
The post holder must maintain excellent communications with colleagues in the front line clinical and non clinical  teams to assist in ensuring the smooth operation of the Staff Bank Service 

Key contacts on a daily basis may include Bank workers, Service Managers, Senior Charge Nurses, and Lead Nurses, ward staff, Reception staff, GP Practice managers, Consultants, Clinical Service Managers and other front line clinical staff including representatives from other support services e.g. Medical Records, HR, Payroll and IT support.
The post holder may be required to liaise with other external support services such as – telecoms service provider, IT help desk provider. 

External
The post holder will assist in maintaining good relationships with Recruitment Agencies and other Health care providers regarding enquiries and booking requests to the Staff Bank Service. 



	9. Physical Demands of the Job

	· The post holder is required to sit at a work station for the majority of their shift, requiring periods of intense concentration.
· The post holder will be required to wear a telephone headset for the majority of their shift.
· The post holder requires accurate and speedy keyboard skills to enter data into the Staff Bank IT and the ability to accurately record data whilst listening and communicating with the caller.
· Due to planned and unplanned events the post holder will  be required to work to  provide a flexible approach to their duties at times when there are increases in booking requests either via telephone calls and email  due to increases in demand for Bank Staff 


	10. Most Challenging /Difficult Parts of the Job

	
· Frequent requirement for prolonged concentration, occasional requirement for intense concentration.  
· High levels of customer service and   communication skills required for the duration of the shift 
· Prioritise booking requests and finding bank workers to fill shifts at short notice. 
· Allocating bank workers to a wide range of service users within NHS GGC each service/department having significantly differing requirements depending of requirements of their service.  
· Dealing with and knowing when to refer service users and bank workers queries and complaints to an appropriate senior officer.  
· Using appropriate questioning skills to extract accurate information or interpret written communication from bank workers and service users who themselves may be under pressure or whose first language is not English.
· Dealing with callers who may be agitated, where a serious problem has arisen  in relation to the temporary booking assignment e.g. assigned bank worker has failed to turn up for the shift 
· Frequent requirement for sitting in a restricted position for the majority of their working time.
· Managing time effectively, prioritising booking requests with bank workers available to work.
· An ability to adapt to ever changing demands and prioritise workload. 
· Ensuring accuracy of information received in regards bank staff booking requests 
· Ability to work under pressure 




	11. Knowledge, Training and Experience required to do the Job

	
Essential
· Good standard of secondary education (i.e. 2 Higher Grades at grade C or above one
      of which includes English) (or equivalent demonstrable experience in a similar role). 
· SVQ/NVQ 2 in a relevant Administration /Customer service subject
      (or equivalent demonstrable experience ) 
· Information Technology European Driving Licence (ECDL) (or equivalent 
      demonstrable experience).
· Excellent interpersonal skills with the ability to communicate effectively both orally and in writing. 
· Experience in a telephone based customer service environment and able to work 
      as part of a team 
· Experience of using a computerised system and good experience of working 
      with  Microsoft Office  
· Ability to prioritise / manage workload.
· Ability to remain calm whilst working in a busy high volume environment 
· Attention to detail and accurate data entry skills 
· Ability to work on own initiative with minimal supervision.
· Ability  to demonstrate high levels of customer service skills essential  
· Ability to undertake /work a range of allocated shifts covering the current operation 
hours for the Staff Bank Service 7 days , 8am to 8.30 pm  including Public/Bank  holidays 
.

	Desirable
· Working knowledge of a Staff Bank/Temporary Staffing service 
· Geographical knowledge of the NHS GGC  operational area  e.g. location of  Acute
      Hospital sites across Greater Glasgow and Clyde
· Experience of working rotating shifts 
· Previous experience working in an environment where there were frequent changes to     priorities and work schedules  
  
As a Support Worker in Healthcare, you are required to comply with the Healthcare Support Workers – Mandatory Induction Standards and Code of Conduct for Healthcare Support Workers both as amended from time to time. Following a recognised induction and training programme the post holder will be required to work with an experienced call handler over a period to ensure competency in the job role



































PERSON SPECIFICATION 
POST: Call Handler – Staff Bank Service   

	CRITERIA
	ESSENTIAL

	DESIRABLE

	
Education , Training and Qualifications 

	
Good standard of secondary education including Higher grades English (or equivalent ) grade C or equivalent demonstrable experience 
SVQ/NVQ 2 - Administration/Customer Service  or equivalent  qualification or demonstrable experience 
Good working knowledge of Microsoft Office including Outlook, Word , Excel and Access 
Fast and Accurate and speedy keyboard /typing skills (equivalent to at least 40wpm) 
Willing to undertake training relevant to the post


	
Recognised qualification in IT skills e.g. ECDL

	
Experience , Skills and Knowledge 

	
Recent work experience gained from a high volume telephone based customer call or contact centre 
Experience of logging/extracting information from data base systems 
Experience of using computerised IT systems 
Ability to communicate effectively : orally and in writing 
Effective and courteous telephone manner
Ability to listen carefully in order to understand the needs of others 
Ability to remain calm whilst working under pressure 
Attention to detail and accurate data entry skills 
Ability to undertake a range of  allocated  7.5 hour shifts covering 5/7 days per week , including weekends and bank holidays between the operational hours of 8am to 8.30 pm 
Ability to work effectively  as part of an integrated team  
Ability to prioritise own workload and work flexibly to meet the organizational needs of the service
The ability to respond and process high volume of  emails 
Enjoy working in a call/contact centre environment as the majority of work will be telephone based 
Ability to work within procedural guidelines , as well as take instruction from senior team members
Able to make correct decisions within a set of clear guidelines 
Ability to use  own initiative maintaining a high standard of approach to work duties 
Ability to maintain confidentiality at all times 
Ability to work flexibly 
Understanding of how to deal with customers to required standards of service 
Awareness of equality and diversity in the working environment  
Demonstrate punctuality and a good attendance record 
	
Experience of working within a high volume temporary staffing/recruitment environment 
Willing to provide cover at short notice if necessary
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