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JOB DESCRIPTION

This post has been identified as involving access to vulnerable adults and/or children and in line with Trust policy successful applicants will be required to undertake an Enhanced Disclosure Check.

The Trust is committed to recruiting and supporting a diverse workforce and so we welcome applications from all sections of the community, regardless of age, disability, gender, race, religion, sexual orientation, maternity/pregnancy, marriage/civil partnership or transgender status.  The Trust expects all staff to behave in a way which recognises and respects this diversity, in line with the appropriate standards.

1.
JOB DETAILS

Job Title: 
ED PATIENT FLOW COORDINATOR 

Hours: 
Rota pattern: see attached
Reports to:
Team leader for Emergency Medicine
 
 
Department / Directorate:
Medicine 
2.
JOB PURPOSE
Working as a member of the team in the Emergency Department collaborating with key teams/department to ensure the smooth flow of patients through the Majors/Minors area.

To work specifically within Majors/Minors and to operate and maintain, with minimum supervision, a range of clerical and administrative duties, providing a first point of contact for Trust staff and visitors reporting to Minors/Majors.

To track patient progress thought the Majors/Minor Department and maintain records.

To maintain the crucial link between the AMU clinical lead and the Emergency Department.

To monitor the patient times within Majors/Minors and liaise with the clinical team in accordance with guidelines.

Please note that the workstation for this position is in a front line clinical area and therefore the post holder will be exposed to patients who are presenting to ED in an aggressive, distressed or severely ill/injured state.

This post will be required to undertake additional hours to cover for colleagues during periods of annual/sick leave/bank holidays.
Key Working Relationships

· Access Team

· Ambulance crews

· Coroner’s Officers

· Doctors 

· Acute Medical Unit Clinical lead
· Emergency Services Collaborative Team

· Estates

· General Practitioners

· General public/patients

· Health Records staff

· Medical Secretaries

· Nurses

· On call Teams, including Senior Nurse and On Call Managers

· Other Specialist Areas

· PCT staff in Minor Injury Unit’s and Community Hospitals

· Police

· Receptionists

· Security Team

· Site Management Team

· Social services
3.
DIMENSIONS
Approximately 105,000 patient attendances per year
4. ORGANISATIONAL CHART:
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	Key: ​​​​​​​​​​​​​​​_______________   Denotes line management accountability

        ------------------------    Denotes a reporting responsibility


5.
KEY RESULT AREAS/PRINCIPAL DUTIES AND RESPONSIBILITIES:
Communication 

· Liaise closely with clinical staff, in particular the Lead Consultant, ED Nurse in charge Site Management, On Call team, Speciality staff and Senior Trust staff, alerting them to those patients nearing 4 hour wait target in order to comply with Healthcare standards

· Liaising with Site Management and AMU and other wards within the Trust to ensure communication is timely and accurate;

· To receive telephone calls from: 

· internal Trust Medical staff regarding expected emergency admissions, ensuring that an accurate record is kept and all appropriate documentation/case notes are retrieved;

· the general public, including patients, visitors and relatives, trying to answer questions i.e. patient location with tact, diplomacy and sympathy, whilst adhering to the Trust’s Confidentiality Policy;

· GP’s and Minor Injury Unit’s

· Trust Speciality staff

· On Call Team, Site Management, AMU Co-ordinator and other Senior Trust staff

Analysis, Judgement and Planning

· To comply with the Trust and Departmental escalation plans, ensuring that relevant senior personnel have been informed of position, and appropriate action taken.

· To organise/plan and actively chase any intervention the patient may need to ensure the patient flows through the department with the minimum delay.  This involves forward planning, by negotiating an in-patient bed, or requesting speciality input etc. and dealing with multiple queries at any one time.

· On instruction or using own initiative, forward plan and organise with the Site Management team the availability of beds and informing the Nurse in charge of the Majors/Minors area when a bed becomes available;
Information
· To ascertain patient’s identification details and the accurate entering of this information into the Emergency Department computer system (MyCare ASAP), in particular ensuring that spellings of names are checked and the correct postcode and GPs are recorded, ensuring that double registrations are avoided as far as possible by checking the PDS Spine. 
· To ensure Safeguarding is checked via the CPIS system on the Spine and entered onto ASAP. 
· To maintain an accurate record on ASAP, at all times, of what patients are currently in the department and their location. 

· To follow the Trust and Departmental policy on registering unknown patients, ensuring that the correct information is entered onto the system and/or the patients details are merged, once the patient is identified.
· To contact Specialties to ensure they are aware of patients in the Department and to provide a Consult Update for every event. 

· To support the Nurse in charge ensuring that Ambulance handover is timely and that the crews have signed off on EPCR, to prevent ambulance breaches > 15 minutes
· To arrange and book patient transport in accordance with Trust protocols – this will involve liaising in hours with the Trust Transport Coordinator, out of hours site management ,ensuring that an accurate record/log number is kept;

· To order ED Consultant Clinic and MUA Clinic appointments via ASAP and to book via the Snapboard, printing out an AVS if patient still in the Department. 
· Update breach report on ASAP with details as to why a breach has occurred and what escalation was made prior to breach
· To ensure the security and confidentiality of patient information is maintained at all times as per the Trust’s Information Governance Policies;

Patient contact
· To be based in a front line clinical area and therefore the post holder will be exposed to patients who present to ED in an aggressive, distressed or severely ill/injured state.

· To deal with bereaved/difficult/distressed patients, relatives and visitors face to face with tact and sympathy. 

· To observe the clinical areas and alert the clinical staff immediately if a patient appears to suddenly deteriorate/become unwell;

· To direct patients/visitors to other departments and wards, where appropriate organising assistance from Porters if a wheelchair is required;

· To assist with maintaining the security and dignity of patients in the Department by using the Security Access intercom system according to the correct procedure, ensuring that only authorised personnel have access to the department and that any visitors/relatives are shown through to the relevant area when appropriate.

Freedom to act:

· Admin team leader available within hours, post holder to report to Nurse in Charge out of hours.

Responsibility for other staff 

· Actively contribute to the smooth running of the service by ensuring harmonious working relationships with all colleagues 

· Assist with on the job training of new staff when appropriate

General

· To contribute to a safe working environment by reporting any broken/damaged equipment to the Admin team leader;

· From a clerical perspective, play an active role in the event of a Major Incident, following carefully the instructions laid down in the Trust’s Emergency Preparedness Manual;

· To participate in the Trust performance, planning and review system;

· To participate in the Trust Health Records Accreditation Programme and visit;

· To participate in the mandatory annual training, this includes manual handling and fire lecture;

· Any other duties appropriate to the grade as may be required by the Admin team leader/Admin line manager
Other Responsibilities:
To take part in regular performance appraisal

To undertake any training required in order to maintain competency including mandatory training, i.e. Fire, Manual Handling

To contribute to and work within a safe working environment 
The post holder is expected to comply with Trust Infection Control Policies and conduct him/herself at all times in such a manner as to minimise the risk of healthcare associated infection
THE TRUST - PURPOSE AND VALUES

We are committed to serving our community by being a high quality specialist Hospital with consultant-led services.  We aim to co-ordinate our services with primary and community care, and to develop a limited number as Sub-Regional Referral Centres with appropriate levels of research, development and educational involvement.  Where appropriate, and consistent with our services, we may provide services aimed at preventing disease and debilitation.

We aim to make all our services exemplary in both clinical and operational aspects.  We will show leadership in identifying healthcare needs to which we can respond and in determining the most cost-effective way of doing so. We will share our knowledge with neighbouring healthcare agencies and professionals.

We recruit competent staff whom we support in maintaining and extending their skills in accordance with the needs of the people we serve.  We will pay staff fairly and recognise the whole staff’s commitment to meeting the needs of our patients.

We are committed to equal opportunity for all and encourage flexible working arrangements including job sharing. 

The Trust is committed to recruiting and supporting a diverse workforce and so we welcome applications from all sections of the community, regardless of age, disability, sex, race, religion, sexual orientation, maternity/pregnancy, marriage/civil partnership or transgender status The Trust expects all staff to behave in a way which recognises and respects this diversity, in line with the appropriate standards.

GENERAL
· This is a description of the job as it is at present constituted.  It is the practice of this organisation periodically to examine employees' job descriptions and to update them to ensure that they relate to the job as then being performed, or to incorporate whatever changes are being proposed.  This procedure is jointly conducted by each manager in consultation with those working directly to him or her.  You will, therefore, be expected to participate fully in such discussions.   It is the organisations' aim to reach agreement to reasonable changes, but if agreement is not possible management reserves the right to insist on changes to your job description after consultation with you.

· We are committed to serving our community by being a high quality specialist Hospital with consultant-led services.  We aim to co-ordinate our services with primary and community care, and to develop a limited number as Sub-Regional Referral Centres with appropriate levels of research, development and educational involvement.  Where appropriate, and consistent with our services, we may provide services aimed at preventing disease and debilitation.

· We aim to make all our services exemplary in both clinical and operational aspects.  We will show leadership in identifying healthcare needs to which we can respond and in determining the most cost-effective way of doing so. We will share our knowledge with neighbouring healthcare agencies and professionals.

· We recruit competent staff whom we support in maintaining and extending their skills in accordance with the needs of the people we serve.  We will pay staff fairly and recognise the whole staff’s commitment to meeting the needs of our patients.

· The Trust operates a ‘non smoking' policy.  Employees are not able to smoke anywhere within the premises of the Trust or when outside on official business.
PERSON SPECIFICATION
POST:  Patient flow coordinator– Emergency Department
BAND: 3
	REQUIREMENTS
	At 

Recruitment
	At PDR

	QUALIFICATIONS/SPECIAL TRAINING:

NVQ III in Customer Care or equivalent relevant experience/
Good education grades A-C to include Maths, English
ECD or equivalent experience
Medical Terminology


	E

D
D
	E
D
D

	KNOWLEDGE/SKILLS:

Basic computer skills

Excellent telephone manner

Keyboard skills

Extracting information/listening skills

Motivation/negotiation skills

Good decision making skills

Knowledge of patient flow

Knowledge of Trust procedures including admissions

Knowledge of local area
	E

E

E

E

E

E

E
E
E
	E

E

E

E

E

E

E

E

E

	EXPERIENCE:

Previous proven admin/clerical/reception

Dealing with the general public

Working in a busy, acute environment

Filing systems

Previous NHS experience
MyCare ASAP 
Experience of dealing with difficult/distressed people and situations
	E

E

D
E

D
E
E

	E
E

E
E
E
E

E

	PERSONAL REQUIREMENTS:

Excellent communication skills

Excellent organisational skills

Ability to work in a multi-disciplinary team

Team worker

Able to use own initiative and work with minimal supervision

Ability to remain calm and work under pressure

Ability to prioritise workload and multi-task

Flexible to meet needs of service

Self confident

Approachable

Willingness to learn new skills

Smart appearance

Highest integrity

Professional approach

Caring disposition
	E

E

E

E

E

E

E

E

E

E

E

E

E

E

E


	E

E

E

E

E

E

E

E

E

E

E

E

E

E

E

	OTHER REQUIREMENTS:

Able to work to rota requirements including Bank Holidays

To work additional hours to provide cover when colleagues on annual leave/sick
Excellent attendance record
	E

E
E
	E

E

E


* Essential/Desirable

	HAZARDS IDENTIFIED (tick as appropriate):

	Laboratory specimens

Proteinacious Dusts
	
	Clinical contact with 

patients
	
	Performing Exposure

Prone Invasive Procedures
	

	Blood / Body Fluids
	
	Dusty environment
	
	VDU use
	X

	Radiation
	
	Challenging Behaviour
	X
	Manual handling
	X

	Solvents
	
	Driving
	
	Noise
	

	Respiratory Sensitisers
	
	Food handling
	
	Working in isolation
	


