UNITED BRISTOL HEALTHCARE NHS TRUST

DIAGNOSTICS AND THERAPIES DIVISION

JOB DESCRIPTION

Post                             PHYSIOTHERAPY CLINIC SUPPORT CLERK
Grade


Band 2
Location

Bristol Royal Infirmary

Accountable to
Head of Physiotherapy


Responsible to 
Physiotherapy Office Manager

Hours


Full time. Fixed Term. 

JOB PURPOSE / SUMMARY

The Acute Adult Physiotherapy Service is provided across several sites within UBHT with administrative support centred at the BRI. 

The Clinic Support Clerk will work as part of the team providing clerical support to the physiotherapy department. This will involve booking appointments, registration and processing of referrals, data inputting, filing, and the provision of general and query specific information.

 The post has a key customer focus which will include communication with patients, clinical and non clinical staff, and members of the general public, written, face to face and over the telephone.  

MAIN DUTIES AND RESPONSIBILITIES

ADMINISTRATIVE

· To work as part of the team delivering the clerical and administrative provision to the Adult Physiotherapy Service 

· To undertake  photocopying, faxing and  filing as required

· To ensure the procedures and running of the outpatient clinic administration are in accordance with department standards and protocols.

· To receive, register and process patient referrals.

· To book patient appointments according to the agreed outpatient criteria, both computerised and on paper.

· To book ambulances and liase with ambulance control as necessary.

· To manage waiting lists/appointments for additional groups e.g. Leg classes and act as contact point for back school, leg classes and courses.  

· To administrate the DNA system re re-booking or discharging patients according to the outpatient booking criteria.

· To gather and collate all necessary information as required e.g. copy notes in response to Trust agreed  solicitor access and provide this information for Head of Physiotherapy or PMT.    

· To input physiotherapy data both manual and computerised.

· To collect statistical information as required regarding  referrals, waiting lists etc.

· To use initiative and analytical skills in the management of day to day queries to the service in order to problem solve in the most efficient and effective manner.

COMMUNICATION

· To ensure quality communication with patients, clinical and non clinical staff, management, educators, product representatives and members of the general public both verbally and non-verbally, in person and on the telephone.

· To answer and follow up queries and concerns providing and obtaining accurate information and advice as appropriate. This may at times involve dealing with aggressive behaviour or verbal abuse.

· To ensure that all communications through the physiotherapy offices are dealt with or passed on as appropriate.

· Welcome and direct patients, spending time to promote a caring, quality service. 

TRAINING / SUPERVISION

· To ensure all  mandatory training is completed and updated as required by the Trust

· To be responsible for ensuring own continuous development and that administrative skills and expertise meet the needs of the service.  

· To participate as an appraisee, in the Individual Development Performance Review and be responsible for working to agreed planned objectives.

OPERATIONAL
· To keep up-to-date and comply with Trust procedures and policies including Health & Safety, Fire Regulations, Equal Opportunities etc

· To maintain a high standard of confidentiality at all times.

· To promote quality communication and liaison across the whole Health and Social Care Community. 

· To undertake any additional duties appropriate to the post as may be delegated by the Office Manager or Head of Physiotherapy.
· To act as an ambassador for the service at all times
· To participate in the Clinical Governance programme and actively contribute towards standards setting.

General information:

Job descriptions

All job descriptions are subject to review.  Job holders are expected to be flexible and be prepared to carry out any similar or related duties which do not fall within the work outlined.  Any review will be undertaken by the line manager, in consultation with the post holder.

Health and safety

Under the provisions contained in the Health and Safety at Work Act 1974, it is the duty of every employee to:

· take reasonable care of themselves and for others at work 

· to co-operate with the Trust as far as is necessary to enable them to carry out their legal duty

· not to intentionally or recklessly interfere with anything provided including personal protective equipment for Health and Safety or welfare at work.

Senior Management

Senior Management is responsible for the implementation throughout the Trust of suitable arrangements to ensure the health, safety and welfare of all employees at work and the health and safety of other persons who may be affected by their activities.

Where health and safety matters cannot be resolved at Senior Management level the appropriate Executive Director must be notified.

Line Managers

Each manager is responsible for the health and safety management of all activities, areas and staff under their control.  This includes responsibility for ensuring risk assessments are completed and implementation of suitable and sufficient control measures put in place.

Health and safety issues are dealt with at the lowest level of management practicable.

Where health and safety matters cannot be resolved at a particular management level the appropriate Senior Manager must be notified.

Clinical Governance

Clinical Governance is the framework through which this Trust is accountable for continuously improving the quality of its services and safeguarding the high standards of care.  It does so by creating and maintaining an environment in which excellence in clinical care will flourish.

Every member of staff must work within this framework as specified in his/her individual job description.  If you have concerns on any clinical governance matters these should be raised with your line manager, professional adviser, or a more senior member of management.  Your attention is also drawn to the Trust guidance on Raising Concerns about Provision of Patient Care.

The Working Time Regulations 1998

You are required to comply with Trust policy on implementation of the Working Time Regulations, including declaration of hours worked and breaks taken, completing written records if required, and reporting any instances where your pattern of working hours may constitute a health and safety risk to yourself, patients, the public an other Trust employees. You have the right not to be subjected to any unlawful detriment by reporting any concerns under the Regulations.

Additional Work

You are required to disclose any additional work you undertake or are planning to undertake for another employer.  The Trust will permit you to undertake this additional work providing the Trust is satisfied that this does not conflict with the interests of the organisation, performance of your normal duties or with the requirements of the Working Time Regulations.

Trust jd/standard wording/2002

PERSON SPECIFICATION

Clerical support officer– BAND 2

	
	Number each point
	Essential


	Number each point
	Desirable

	Qualifications / Training
	QT1

QT2


	GCSE English & Maths or equivalent

Typing (RSA3 / Pitman 3 / ECDL Level 2 computer keyboard skills or equivalent)


	
	

	Experience
	E1

E2
	Previous general office experience

Responsibility for specific tasks


	E3


	NHS experience



	Skills / Abilities / Knowledge
	SA1

SA2

SA3

SA5

SA6

SA7

SA8
	Microsoft Office 
(Word - advanced, Excel)

E-mail and internet

Ability to organise information

Communication skills

· verbal

· written

Good telephone manner

Organisation and time management skills

Attention to detail


	SA12

SA13


	Interest in acquiring new computer skills

IHCS / PAS



	Aptitudes


	A1

A2

A3

A4

A5

A6

A7

A8

A9

A10

A11
	Enthusiasm

Tact, sensitivity and empathy

Commitment

Confidence

Able to prioritise own workload

Self-motivation

Ability to work under pressure

Ability to ‘multi-task’

Recognition of limitations

Flexibility, adaptability

Able to use own initiative


	A12

A13

A14

A15
	Able to take on new responsibilities

Innovative attitude

Good sense of humour

Problem solving approach




                               /continued








