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Job Description & Person Specification

	Position:
	Urgent Care Administrator
(Band 3.0)
	Division:
	Urgent & Emergency Care, Northamptonshire

	Location:
	Danetre Hospital, Daventry

	Reporting to:
	Head of Clinical and Operational Services




Purpose of the Role

The post holder will be responsible for supporting the daily running of the community virtual ward ensuring patients are enrolled within a timely manner.

Key Areas of Responsibility & Accountability     

Specific Duties

· Support the review and reporting of CIVICA patient experience feedback, including collating themes, preparing summaries and escalating issues as required.
· Provide administrative support for incidents and complaints within the GP Out of Hours service, ensuring accurate logging, tracking, correspondence and timely progression in line with local procedures.
· Support the coordination and administration of CQC self-assessment preparedness activity, including maintaining evidence folders, tracking actions, and supporting audits and information requests.
· Liaise with operational and clinical colleagues to obtain statements, timelines and supporting information required for incident/complaint responses and governance reporting.
· Maintain accurate logs/spreadsheets and provide routine updates on patient experience feedback themes, incidents, complaints and CQC actions to support oversight and assurance.
· Provide general administrative support to the Urgent Care governance and operational leads, including arranging meetings, preparing agendas/minutes and action tracking as required.

General Duties
· Provide comprehensive administrative and clerical support to the Urgent Care (including GP Out of Hours) service, maintaining accurate manual and electronic records.
· Comply with DHU policies, procedures and standards at all times, including information governance, records management and data quality requirements, and keep up to date with changes.
· Support induction of new staff (where required) and share knowledge of administrative processes to help maintain a consistent, high-quality service.
· Attend mandatory and role-specific training as required, including systems training (e.g., CIVICA/Datix where applicable) and updates relating to complaints, incidents and CQC preparedness.
· Maintain strict confidentiality and handle information in line with UK GDPR and the Data Protection Act 2018, Caldicott principles, and DHU information governance policies.
· Adhere to Health and Safety and Infection Prevention & Control policies, reporting hazards or concerns promptly.
· Escalate to the Line Manager/Duty Supervisor any issues that may affect service delivery, patient experience, safety, or compliance.
· Support the reporting, administration and tracking of incidents, complaints and patient safety risks using the appropriate systems and templates (e.g., Datix where applicable), providing further information in a timely manner.
· Promote a culture of safety and continuous improvement by reporting incidents, near misses and risks and supporting learning actions, in line with DHU processes.





Communications and Working Relationships
· Staff within DHU Healthcare and related organisations.
· Clinical and managerial staff within participating Primary Care Networks.
· Clinical and other appropriate staff in local primary and secondary care services.
· Staff within local authority Social Services.
· Out of Hours and other related services within the local health economy.
· Ambulance services.

Person Specification 

	Qualification
	Essential
	Desirable

	Qualifications

	· Good standard of general education including 4 GCSEs Grades A-C or equivalent including English and Maths.
· NVQ Level 2 or equivalent.

	


	Experience

	· Previous clerical experience 
· Experience training others
· Working in an NHS/clinical environment e.g. hospital, GP surgery
	


	Skills & Knowledge

	· Ability to liaise with members of a multidisciplinary team.
· Excellent planning & organisational skills.
· Ability to prioritise workload to respond to changing demand.
· Excellent interpersonal & communication skills.
· Ability to deal with challenging behaviour.
· Ability to provide excellent customer care.
· Knowledge of IT databases and computer systems. 
· Comprehensive PC skills - databases, word-processing, email, Excel
· Analytical skills, ability to problem solve and make decisions. 
· Accurate data entry.
· Excellent telephone manner. 
· Able to work independently, with minimum supervision.
· This role supports both in and out of hours services, so evening and weekend cover on a rota basis may be required.
· You may also be required to travel to other DHU sites or bases.
	

	Personal Qualities
	· Understand teamwork and work within a team. 
· Able to plan and organise workload. 
· Can remain calm and professional in a busy environment. 
· Welcoming friendly and approachable manner 
· An adaptable approach to work
	



Key Success Measures

· Compassionate – We show kindness, consideration and understanding in everything we do and demonstrate our caring nature to our patients, people, and communities.
· Accomplished – We are available day and night, a responsive, adaptable, professional NHS partner, providing best advice, care, and treatment for every individual.
· Respectful – We recognise the value that individual team differences bring – welcoming views, listening, being honest, and learning from other experiences.
· Encouraging – We believe everyone matters so we inspire confidence in others – promoting ‘speaking up’, fostering career-long learning and development, and supporting improvement ideas. 

Diversity
DHU Health Care CIC believe our workforce should be as diverse as the range of services we offer, and the communities we serve. We are committed to valuing and encouraging diversity throughout our workforce, regardless of age, disability, gender reassignment, marriage or civil partnership, pregnancy and maternity, race, religion or belief, sex, or sexual orientation.  As part of our mission, we are dedicated to eliminating discrimination.

Safeguarding
DHU Health Care CIC is committed to safeguarding and promoting the welfare of Adults, Children and Young People and expects all staff and volunteers to share this commitment.


Infection Prevention & Control
Infection Prevention & Control is pivotal in ensuring a safe & clean environment for both patients and staff.  IP&C is everyone’s responsibility and strict adherence to the IP&C policy is expected of ALL employees of the organisation.

General
As you will expect the organisation may change from time to time and you will be expected to meet the operational requirements of the business and any other reasonable duties as required.


Acknowledgment 
I acknowledge receipt and confirm my understanding and acceptance of the responsibilities specified in my Job Description. Please Note: If you are unclear of any requirement in this document obtain clarification from your line manager. 


	Signature of Post Holder:
	
	Date:
	

	Name:
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