Call Handlers and Administrators – Mass Immunisation Service 
Fixed Term Contracts for 9 Months


[bookmark: _GoBack]Call Handlers (Band 2)
Salary: £18,185 - £19,337

Administrators (Band 3)
Salary: £19,737 – £21,142

Are you available, flexible and able to provide a high quality service and support to our Mass Immunisation Service?

If yes, we would like to hear from you. More information is available in the link below, plus application form. 



[bookmark: _MON_1667205870] 

Closing Date:  1st December 2020
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Band 2 Call Handlers

Fixed Term Contracts for 9 months.

Base – Cardiff & Vale Therapy Centre, Splott 

Hours: Monday to Sunday, shifts between 8am and 10pm 

The Call handler will be required to answer calls from Patients/Citizens, Social and Health Care Professionals and Independent/Third sector providers to book people in to access the immunisation and check and provide information in accordance with the training provided by the UHB’s training department or local training team in relation to those checks required prior to booking an appointment



The call handler will work in partnership with all individuals who make contact with the booking centres to ensure the safe processing of all patient/citizen information, thereby ensuring that all individuals receive treatment based on accurately recorded information. To remain flexible on all occasions when covering call handling shifts.



Job Description and application form (application to be sent to workforceHub.cav@wales.nhs.uk) included below:

[bookmark: _GoBack]





[bookmark: _MON_1667204145]     









Band 2 Call Handler Job Description .pdf




CARDIFF AND VALE UNIVERSITY HEALTH BOARD 
08795 



Call Handler  
JOB DESCRIPTION 



 
 



 



JOB DETAILS 
 
Job Title: Call Handler 
 
Directorate:               Community Testing Unit/Mass Imms  
                                                      Service 
 
Division: Primary, Community and Intermediate 



Care 
 
Grade:    Band 2 
 
Hours: 7 Day service 8.00 – 20.00hrs (Part time 
                                                      Full time hours available  
 
Base:  Booking centre, C&V Therapy Centre 



Splott 
 
 



 
Our Values ‘ CARING FOR PEOPLE; KEEPING PEOPLE WELL’ 



 



Cardiff and Vale University Health Board has an important job to do. What we do 



matters because it’s our job to care for people and keep them well. We all want to 



do this to the best of our abilities – but we know that good intentions are not always 



enough.  



 



At Cardiff and Vale University Health Board our values and example behaviours 



are:  



 



We care about the people we serve and 



the people we     work with  



 



Treat people as you would like to be 



treated and always with compassion 



We trust and respect one another 



  



Look for feedback from others on how 



you are doing and strive for better 



ways of doing things 



We take personal responsibility  



 



Be enthusiastic and take 



responsibility for what you do. 



We treat people with kindness 



 



Thank people, celebrate success and 
when things go wrong ask ‘what can I 
learn’? 



We act with integrity 



  



Never let structures get in the way of 



doing the right thing. 



 



Our values guide the way we work and the way we behave with others.  Post holders 



will be expected at all times to behave in accordance with our values demonstrating 



commitment to the delivery of high quality services to patients. 











 
ORGANISATIONAL ARRANGEMENTS 
 
Accountable to:   Booking Centre Manager/Deputy  
                                                      Manager 
 
Accountable for: N/A 
 
Key Relationships: Works closely with other Team Members 



(call handlers and service Leader)  
    



 
JOB SUMMARY: 
 
The role of the Call handler is to answer calls from patients/professional 
/carers who require access to the Covid Mass immunisation Booking centre to 
make appointments to access an appointment to receive the immunisation.  
 
KEY RESPONSIBILITIES: 
 
The Call handler will be required to: 
 
Communication and Relationships Skills 



 To answer calls from Patients/Citizens, Social and Health Care 
Professionals and Independent/Third  sector providers  to book people 
in to access the immunisation and check and provide information in 
accordance with the training provided by the UHB’s training department 
or local training team in relation to those checks required prior to 
booking an appointment 



 To work in partnership with all individuals who make contact with the 
booking centres to ensure the safe processing of all patient/citizen 
information, thereby ensuring that all individuals receive treatment 
based on accurately recorded information 



 To remain flexible on all occasions when covering call handling shifts   



 To answer calls from callers in a polite and professional manner 
ensuring at all times that you have responded to any specific concerns 
they may have. 



 
Analytical & Judgemental Skills 
In accordance to training provided: 



 To ensure that you register all key details provided to you by people 
contacting the centre 



 To ensure that you Identify any medical issues that need escalating to 
the Mass imms clinical team  and based on the circumstances, arrange 
subsequent call backs or to signpost the person accordingly  



 To process all calls using the required It systems/decision support 
software. 



 
Planning & Organisational Skills 



 To ensure that you arrive for work on time and ready to take incoming 
calls at your shift start time 











 To ensure that you prioritise and organise your own day to day work 
tasks (where necessary) 



 
Patient/Citizens Care Responsibilities 



 To ensure that you process calls and provide information to 
patients/citizens/colleagues/managers as requested/trained. 



 
Policy & Service Development 



 To follow all UHB procedures and policies 



 To contribute to service development by providing your views (when 
requested) on particular service areas  



 
Financial & Physical Resources 



 To take a personal duty of care in relation to UHB equipment/facilities 
and use of all equipment in accordance with UHB policy and 
procedures. 



 
Human Resources 



 To ensure that you to adhere to policies and procedures in relation to 
sickness and annual leave 



 To demonstrate own activities to new or less experienced employees. 
 



Information Resources 



 To process, transmit and store Patient identifiable data (PID) using a 
computerised database/system including key safes and vulnerable 
person details. 



 



Research & Development 



 To complete Departmental/UHB surveys as required. 
 
 
The above responsibilities cover the main areas of the post.  The priorities 
and particular emphasis of the post may change to reflect the needs of the 
Health Board.  These will be developed through the individual performance 
management process. 



 
HEALTH AND SAFETY 
 
To ensure the provision of information, instruction, training and supervision as 
necessary, and as far as is reasonably practicable, to ensure the health, 
safety and welfare of staff within the Directorate. All employees have a 
statutory duty of care for their own personal safety and that of others who may 
be affected by their acts or omissions.  Employees are required to co-operate 
with management to enable the Health Board to meet its own legal duties and 
to report any hazardous situations or defective equipment. 
 
FLEXIBILITY STATEMENT 
 
The content of this Job Description represents an outline of the post only and 
is therefore not a precise catalogue of duties and responsibilities. The Job 











Description is therefore intended to be flexible and is subject to review and 
amendment in the light of changing circumstances, following consultation with 
the post holder. 
 



 CARDIFF AND VALE UNIVERISTY HEALTH 
BOARD 



 Care Navigator 
PERSON SPECIFICATION 



 



 
ESSENTIAL DESIRABLE METHOD OF 



ASSESSMENT 
 



 



 



QUALIFICATIONS 
 
 



Good identifiable level of 
education with a minimum of 
GCSE in English grades A – 
D or equivalent higher 
qualification 
 



Identifiable qualification in the 
use of word processing or 
database software 
Willingness to take part in 
professional development 



Application 
Form 



Certificate 
Check 



 



 



 



EXPERIENCE 
 
 



 
Previous experience with 
customer service or   
telephony call handling 
experience  
 
Good keyboard skills  



 
Previous experiences of 
answering calls to patients 
requiring health related 
services  



Application 
Form 



Interview 
References 



 



 



SKILLS 
 
 



 
Good Telephone manner and 
communication skills  
 
Good numeracy and literacy 
skills  
 
IT literate  



 
experience with software 
such as Paris or Adastra 



Application 
Form 



Interview  
References 



 
 



KNOWLEDGE 
 
 



General Office working 
procedures. 
 



 
 



Application 
Form 



Interview 
References 



 
 



PERSONAL 
QUALITIES 



(Demonstrable) 
 



Professional 
Flexible  
Adaptable  
Enthusiastic and Motivated  
Diligent  
Team Player  
 
 
 



 Application 
Form 



Interview 
References 











 
OTHER  



(Please Specify) 
 



Ability to Travel  
 
 
 



Welsh Speaker Interview 
Document 



Check* 
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			[bookmark: _GoBack]Admin Staff application form


Please return to WorkforceHub.cav@wales.nhs.uk








			Full name 








			





			Home Address








			 








			Contact Telephone number








			





			Email Address





			 





			Preferred method of contact 








			





			Current/Last Employer

















			 





			Reason for applying to this post























			 





			Relevant Skills & Experience in the 


care sector 























			 





			Qualifications 














			








			Relevant study days/courses 











			





			Availability


Days


Nights


Long days-12hours


Short days 6 hours    


Weekdays


Weekends 


             











			





			Do you have any spent or unspent criminal convictions?

















			 





			Do you have the right to work in the UK? Please provide Driving licence number or passport number











			 








			Add any further information to support your application in this section  
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Post Description:   Band 3:

Community Testing Unit (CTU) /Mass Immunisation

(Mass Imms) Administration Co-ordinator



Clinical Board:	Primary Care & Intermediate Care (PCIC)



Department:    	CTU/Mass Imms service



Salary Range:        Band 3 (£19,737 - £21,142)

                   

Hours of Work:	37.5 hours (Temporary for 9 months, numerous posts)  



Base:			Community Testing/Mass Imms sites Cardiff and Vale





An opportunity now exists for enthusiastic and committed individuals to support the operational management structure to maintain continuity of service for all Covid 19 Mass Immunisation administration and testing processes related to Cardiff and Vale University Health Board management of Covid-19.  The role includes managing and supporting the Mass Immunisation Booking centre call handlers and support clinical staff in administering vaccine in care homes and patient’s homes. Also ensuring fair distribution of workload and adequate team members for the tasks being undertaken.

  

There will be a requirement to work at weekends and on bank holidays to maintain a 7-day service to support operational and clinical staff, key workers and the general public.

  

The post holder will assist in the supervision of designated teams within the CTU/Mass imms service. Undertaking various administrative duties associated with management of staff. Working to strict deadlines and maintaining regular data quality checks. At all times ensuring the tasks within the team are completed to a high quality associated with the use of personal identifiable information.



If you think this opportunity is for you please get in touch. Previous experience of working in the community setting is desirable.



For informal enquiries please contact: 

Sara Sturdy (Sara.Sturdy@wales.nhs.uk) or Lewis Price (Lewis.Price@wales.nhs.uk)



Job Description and application form (application to be sent to workforceHub.cav@wales.nhs.uk) included below:
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JOB DESCRIPTION 



CARDIFF AND VALE UNIVERSITY HEALTH BOARD 
 
JOB DETAILS 



Job Title: 
 



Community Testing Unit (CTU) 
/Mass Immunisation (Mass Imms) 
Administration Co-ordinator 



Pay Band: 
 



3 



Department: 
 



CTU/Mass Imms Service 



Directorate: 
 



Vale Locality 



Clinical Board: 
 



Primary, Community and 
Intermediate Care 



Base: 
 



Community Testing Units/Mass 
immunisation service 



 
ORGANISATIONAL ARRANGEMENTS 



Managerially Accountable to: 
 



Booking Centre Manager 



Reports to: 
 



Deputy Booking Centre Manager 



Professionally Responsible to: 
 



Deputy Booking Centre Manager 



 
Our Values: ‘CARING FOR PEOPLE; KEEPING PEOPLE WELL’ 
 
Cardiff and Vale University Health Board has an important job to do. What we 
do matters because it’s our job to care for people and keep them well. We all 
want to do this to the best of our abilities – but we know that good intentions 
are not always enough.  
 
At Cardiff and Vale University Health Board our values and example behaviours 
are:  
  



We care about the people we 
serve and the people we work 
with  



Treat people as you would like to be treated 
and always with compassion 



We trust and respect one another 
 



Look for feedback from others on how you 
are doing and strive for better ways of doing 
things 



We take personal responsibility  
 



Be enthusiastic and take responsibility for 
what you do. 



We treat people with kindness 
 



Thank people, celebrate success and when 
things go wrong ask ‘what can I learn’? 



We act with integrity Never let structures get in the way of doing 
the right thing. 
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Our values guide the way we work and the way we behave with others.  Post 
holders will be expected at all times to behave in accordance with our values 
demonstrating commitment to the delivery of high quality services to patients. 
 
JOB SUMMARY/JOB PURPOSE 
 
To support the CTU/Mass imms operational management structure to 
maintain continuity of service for all testing processes and Mass immunisation  
requests for Cardiff and Vale residents booking in to access the Covid 19 
vaccine. to include ensuring fair distribution of workload and adequate team 
members for the tasks being undertaken.  There will be a requirement to work 
at weekends and on bank holidays to maintain a 7-day service to clinical staff, 
key workers and the general public.  The post holder will assist in the 
supervision of designated teams within the CTU/Mass Imms service and 
undertake various administrative duties associated with management of staff 
and custody and use of personal identifiable information. 
 
DUTIES AND RESPONSIBILITIES 
 
Communication:  
 
To liaise with the Operational Managers, Administration Co-Coordinators in the 
CTU/Mass Imms service, nurses, administration staff, and members of the 
PCIC Clinical Board and other stakeholders relevant to the location worked.  To 
support the Operational Managers ensuring that the administration staff have a 
clear understanding of all administration processes and procedures, ensuring 
compliance within their area of responsibility.  It is expected that the post holder 
will demonstrate a level of initiative within clearly defined limits. 
 
Key responsibilities 
 



 To oversee and supervise the administration team workload throughout 
the day 



 To monitor work schedules for the administration team and follow up on 
outstanding issues 



 Ensure that there are sufficient staff to cover the expected workload in 
the CTU/Mass imms service and cover the shift if a member of staff is 
unable to work scheduled shift 



 To undertake the clerical tasks necessary to ensure completion of tasks 



 To rotate and co-ordinate staff according to service needs 



 To identify and report any staff issues to the Operational Manager on 
duty 



 To be the first point of contact for members of staff who are unable to 
attend work 



 To distribute work evenly across the team 



 To provide cover at all Community Testing Units/Mass Imms sessions  
when required in delivering Mass Imms sessions in care homes and 
peoples own homes 
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 To monitor the quality of case notes and ensure case notes are 



completed within the appropriate timescale 



 To ensure that records are stored in the shared network area 



 To prioritise daily tasks to ensure fulfilment of service requirements 



 To oversee the setting up of administration rotas for care home and 
home visiting, ensuring access to appropriate equipment (to include 
logging on of PCs, issuing mobile phones, VPN tokens. Ensuring  
storage all of these items securely and ensuring that mobile devices are 
left on charge overnight 



 To support administrators working at the CTU/Mass Imms service 



 To monitor throughput of work to ensure that tasks are completed in a 
timely manner to the requisite level of accuracy 



 To ensure maintenance of confidentiality of all citizen information  



 To oversee effective use of resources 



 To ensure there are adequate supplies of stationery and supplies 



 To co-ordinate breaks in work 



 To work with clinical staff on a daily basis to ensure support for the 
mobile teams  



 To train new team members  



 To identify areas of service improvement, discuss with Operational 
Managers,  and support implementation as appropriate  



 To report and accidents and defects in equipment, comply with Health 
and Safety policy and procedures and report any potential risks 



 Adhere to UHB policies and procedures 



 To undertake mandatory and other training as required 
 
This job description is not intended to be an exhaustive list of duties and it may 
be reviewed an altered in the light of changed service needs and developments, 
after discussion with the post holder.  The role will include any other duties 
requested by senior team members.  
 
Physical skills  
 
The post holder will require keyboard skills.   
 
GENERAL 
 



 Performance Reviews/Performance Obligation:  The post holder will be 
expected to participate in the UHB individual performance review process, 
and as part of this process to agree an annual Personal Development Plan 
with clear objectives and identified organisational support.  
 



 Competence:  At no time should the post holder work outside their defined 
level of competence.  If the post holder has concerns regarding this, they 
should immediately discuss them with their manager.  All staff have a 
responsibility to inform those supervising their duties if they are not 
competent to perform a duty. 
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 Confidentiality:  In line with the Data Protection legislation and the 



Caldicott Principles of Confidentiality, the post holder will be expected to 
maintain confidentiality in relation to personal and patient information 
including clinical and non-clinical records, as outlined in the contract of 
employment.  This legal duty of confidentiality continues to apply after an 
employee has left the UHB.   The post holder may access information only 
on a need to know basis in the direct discharge of duties and divulge 
information only in the proper course of duties. 



 



 Records Management:  The post holder has a legal responsibility to 
create, maintain, store and destroy records and other UHB information 
handled as part of their work within the UHB in line with operating 
procedures and training.  This includes all records relating to patient health, 
financial, personal and administrative, whether paper based or on 
computer.   The post holder has a duty to maintain the highest levels of data 
quality for all records through accurate and comprehensive recording across 
the entire range of media they might use. All staff have a responsibility to 
consult their manager if they have any doubts about the correct 
management of records with which they work. 



 



 Information Governance: The post holder must at all times be aware of 
the importance of maintaining confidentiality and security of information 
gained during the course of their duties. This will, in many cases, include 
access to personal information relating to service users. 



 



 Health & Safety:  The post holder is required to co-operate with the UHB 
to ensure health and safety duties and requirements are complied with.  It 
is the post holder’s personal responsibility to conform to procedures, rules 
and codes of practice; and to use properly and conscientiously all safety 
equipment, devices, protective clothing and equipment which is fitted or 
made available, and to attend training courses as required. All staff have a 
responsibility to access Occupational Health and other support in times of 
need and advice. 



 



 Risk Management:  The UHB is committed to protecting its staff, patients, 
assets and reputation through an effective risk management process.  The 
post holder will be required to comply with the UHB Health and Safety Policy 
and actively participate in this process, having responsibility for managing 
risks and reporting exceptions. 



 



 Safeguarding Children and Adults: The UHB is committed to 
safeguarding children and adults therefore all staff must attend the 
Safeguarding Children and Adults training.  



 



 Infection Control: The UHB is committed to meet its obligations to 
minimise infection. All staff are responsible for protecting and safeguarding 
patients, service users, visitors and employees against the risk of acquiring 
healthcare associated infections. This responsibility includes being aware 
of and complying with the UHB Infection, Prevention and Control 
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procedures/policies, not to tolerate non-compliance by colleagues, and to 
attend training in infection control provided by the UHB. 



 



 Registered Health Professionals:  All employees who are required to 
register with a professional body to enable them to practice within their 
profession are required to comply with their code of conduct and 
requirements of their professional registration. 
 



 Healthcare Support Workers: The All Wales Health Care Support Worker 
(HCSW) Code of Conduct outlines the standards of conduct, behaviour and 
attitude required of all Healthcare Support Workers employed in NHS 
Wales. Healthcare Support are responsible, and have a duty of care, to 
ensure their conduct does not fall below the standards detailed in the Code 
and that no act or omission on their part harms the safety and wellbeing of 
service users and the public, whilst in their care.   
 



 Health Improvement: all staff have a responsibility to promote health and 
act as an advocate for health promotion and prevention 



 



 No Smoking: To give all patients, visitors and staff the best chance to be 
healthy, all UHB sites including buildings and grounds are smoke-free. Staff 
are encouraged to promote and actively support our No Smoking Policy.  
Advice and support on quitting smoking is available for all staff and patients.  
A hospital based service can be accessed by telephoning 02920 743582 or 
for a community based service, Stop Smoking Wales can be contacted on 
0800 0852219 



 



 Equality and Diversity: We are committed to promoting inclusion, where 
every staff member has a sense of belonging. We welcome applications 
from everyone and actively seek a diverse range of applicants. We value 
our differences and fully advocate, cultivate and support an inclusive 
working environment where staff treat one another with dignity and 
respect. We aim to create an equitable working environment where every 
individual can fulfil their potential no matter their disability, sex, gender 
identity, race, sexual orientation, age, religion or belief, pregnancy and 
maternity or marriage and civil partnership status 



 



 Dignity at Work: The UHB condemns all forms of bullying and harassment 
and is actively seeking to promote a workplace where employees are 
treated fairly and with dignity and respect.  All staff are requested to report 
and form of bullying and harassment to their Line Manager or to any Director 
of the organisation.  Any inappropriate behaviour inside the workplace will 
not be tolerated and will be treated as a serious matter under the UHB 
Disciplinary Policy. 
 



 Welsh Language: All employees must perform their duties in strict 
compliance with the requirements of the current UHB Welsh Language 
Standards and take every opportunity to promote the Welsh language in 
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their dealings with the public. The UHB also encourages employees to use 
their available Welsh language skills 



 



 Job Description:  This job description is not inflexible but is an outline and 
account of the main duties.  Any changes will be discussed fully with the 
post holder in advance.  The job description will be reviewed periodically to 
take into account changes and developments in service requirements. 



 
Date Prepared:  7th July, 2020 
Prepared By:  R Armitage 
Date Reviewed:  12th November, 2020 
Reviewed By:  K Jeynes 
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PERSON SPECIFICATION 



CARDIFF AND VALE UNIVERSITY HEALTH BOARD 
 



 



Job Title:          Community Testing Unit 
Administration Co-
ordinator 



Department: Primary, 
Community 
and 
Intermediate 
Care – 
business 
continuity 
management 



Band: 3 Clinical Board: Primary, 
Community 
and 
Intermediate 
Care 



Base: Community Testing Units 
(CTUs) 



  



    



 ESSENTIAL DESIRABLE METHOD OF 
ASSESSMENT 
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QUALIFICATIONS 



 
 Sound educational 



background to 
include CSE or 
GCSE in English and 
Maths or 
equivalent/experience  



 NVQ3 or equivalent 
in Business 
Administration/or 
willingness to work 
towards ILM 
qualification 



 



 Clerical/office 
qualifications 



 ECDL 



Application 
Form 



Certificate 
Check 



Registration 
Card – 



Nurse/AHP 



EXPERIENCE 
 
 



 Proven experience of 
utilising computer 
information systems 



 Proven experience of 
working in an 
organised and logical 
manner 



 Experience of office 
working practices 



 Experience 
of working in 
patient 
centred 
environment. 



 Experience 
of working in 
a supervisory 
position 



Application 
Form 



Interview 
References 



SKILLS 
 
 



 Proven ability to 
prioritise and work 
efficiently 



 Proven ability to 
problem solve and 
work on own initiative 



 Able to communicate 
clearly and concisely 
over the phone and 
face to face with all 
grades of staff and 
members of the 
public. 



 Able to work without 
direct supervision. 



 Able to work as part 
of a team. 



      Application 
Form 



Interview  
References 



SPECIAL 
KNOWLEDGE 



 
 



 Awareness of 
limitations of post. 



 Awareness 
of Health & 
Safety 
issues 



 Awareness 
of Moving & 
Handling 
issues. 



 



Application 
Form 



Interview 
References 
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PERSONAL 
QUALITIES 



(Demonstrable) 
 



 Diplomatic in 
sensitive situations 
involving staff 



 Punctual 



 Professional in 
appearance and 
conduct 



 Adaptable to a 
changing 
environment. 



 



      Application 
Form 



Interview 
References 



OTHER  
 (Please Specify) 



 Ability to satisfy 
Occupational Health 
screening 



 Adaptable and 
flexible according to 
the demands of the 
service. 



 Able to work on a 
number of sites. 



 



      Interview 
Document 



Check* 



    



Date Prepared: 7th July, 2020 Prepared By:
  



Rachel 
Armitage 



Date Reviewed:       Reviewed By:       
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			Admin Staff application form


Please return to WorkforceHub.cav@wales.nhs.uk








			Full name 








			





			Home Address








			 








			Contact Telephone number








			





			Email Address





			 





			Preferred method of contact 








			





			Current/Last Employer

















			 





			Reason for applying to this post























			 





			Relevant Skills & Experience in the 


care sector 























			 





			Qualifications 














			








			Relevant study days/courses 











			





			Availability


Days


Nights


Long days-12hours


Short days 6 hours    


Weekdays


Weekends 


             











			





			Do you have any spent or unspent criminal convictions?

















			 





			Do you have the right to work in the UK? Please provide Driving licence number or passport number











			 








			Add any further information to support your application in this section  
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