
 

 
 

 

          Job Description 
 

 

Job Title:  Senior Administrator 
  

Job Ranking: 4 
  

Responsible to: Clinical Manager/Senior Therapist 
    

Location:  Tower Hamlets Wheelchair Service- Mile End 
 

Hours per Week: Full/Part Time 
 

Date:   November 2019 
 
 

Job Purpose:   
 

To be the first line of support to Admin Team and support the Clinical team with 
duties as required.  This will include overseeing and reviewing daily workloads 
including Admin Team impacts, displaying innovation for development across the 
Team operation and supporting training delivery. 
 
To take responsibility for administrative processes in regards to equipment 
provision, repair and maintenance, and any other administrative processes as 
requested.   
 
To ensure excellent customer service is provided to all beneficiaries and their 
families.   
 
To ensure the effective delivery of our service, ensuring each beneficiary’s case is 
dealt with in an efficient and effective manner.  
 
To build strong working relationships with Therapists and Engineers to support the 
provision of equipment/reviews to maintain the Optimum and Access database 
and other relevant databases accurately and regularly. 
 
Main Duties and Responsibilities: 
 
1. Senior Administrator Responsibilities  
 

1.1. Be responsible for the day to day management of the Wheelchair 
Service. 

1.2. To manage the Administrative Team ensuring they are providing the 
correct support to the service. 

 



 

1.3. To supervise the Administrative team ensuring personal development, 
objective setting and appraisals are carried out. 

 
 

1.4. Be the first point of contact for Administrators and wider team queries. 
 

1.5. Oversee daily workloads and review with Clinical manager as necessary. 
 

1.6. Identify opportunities for team and operational development and 
implement changes needed. 

 
1.7. Train new members of the team and support with continuous 

development, performance management and training. 
 

1.8. Be the first point of contact for customer escalations. 
 

1.9. Manage volunteers and their recruitment process. 
 

1.10. Support the clinical manager to develop and maintain the processes 
behind running the service. 

 
 
2. Database Duties 

 
2.1. Input and process referral forms into Optimum and other relevant 

databases and oversee that the team are doing so in an accurate and 
timely manner- regular audits should be undertaken.   

 
2.2. Be responsible for flagging to the Clinical team urgent, fast track or 

complex cases that so not fall within the standard process. 
 

2.3. Run and maintain regular reviews to keep track of where cases are on 
the system and ensure that clinicians and Clinical Manager are aware of 
anything that will not meet the KPIs. 

 
2.4. Prepare all monthly and adhoc reports for the CCG and highlight any 

areas of concern to the Clinical Manager. 
 

2.5. Be the lead expert of all systems and processes used within the service 
and ensure new staff are trained and understand how to use and record 
clinical and non-clinical data in the relevant database. 

 
3. Organisation Duties 
 

3.1. Be responsible for all clinic organisation, this will include but not be 
limited to clinicians clinics, mobility engineers clinics, schools clinics and 
special seating clinics. 

 
3.2. Oversee the arrangement of appointments for joint clinics with a Mobility 

Therapist and a supplier/Mobility Engineer.  
 

3.3. Ensure that equipment is available for all clinics. 



 

 
3.4. Ensure that databases are updated in order to maintain accurate details 

and/or records of clinics, including appointments where clients are unable 
to attend or do not attend when invited and ensure non-attendees are 
offered a future appointment. 

 
3.5. Supervise the day to day organisation of clinics by the Administration 

team. 
 

3.6. Train admin staff on changes to clinic procedures as directed by the 
Clinical Lead. 

 
3.7. Work closely with the Therapists to ensure urgent cases are booked in 

within the agreed timeframe. 
 

3.8. Undertake relevant parts of the risk assessment for each home visit 
booked 

 
3.9. Undertake all administrative processes to ensure smooth running of 

clinics and events including invite letters and/or emails to families, 
checking whether transport, interpreters, carers, and other special 
requirements are needed and book them as applicable.  

 
3.10. Oversee and undertake telephone assessments for all new cases and 

arrange clinic time or handover as appropriate. 
 

3.11. Ensure that you are up to date with all of the current equipment the 
service offers to enable a more detailed conversation with clients if 
required. 

 
3.12. Oversee the waiting lists and awaiting follow up lists and ensure that they 

are booked into clinics to avoid a breach of KPIs. 
 
 
4. Customer Services  

 
4.1. To ensure that excellent customer service is provided to all clients, carers 

and /or families and to the allied health professionals that work with the 
service. 

 
4.2. Ensure feedback from clients is sought with the use of IwantGreatCare 

forms and that they are sent in a timely manner for recording on the 
website. 

 
4.3. Be responsible for handling, recording and reporting incidents or 

complaints in line with the Whizz-Kidz policies. 
 

4.4. Be aware of your responsibilities in terms of safeguarding staff and 
clients alike and know/use the correct process to report any concerns. 

 
5. Administration Duties 
 



 

5.1. Ensure delivery of equipment is recorded by the Admin team and is 
placed ready for use in clinic clearly labelled with the clients details. 

 
5.2. Manage the order process on Whizzerdine when the equipment has been 

updated with an estimated date of delivery or is marked ready by 
Approved Repairer. Ensure that the clients are booked into clinics that 
will not breach the KPIs. 

 
6. Line Management/Other Duties 
 
 

6.1. Line manage the admin team, ensuring that they maintain a high level of 
professionalism and customer service at all times and that they act as a 
beacon of efficiency within the organisation. 

 
6.2. Work in partnership with the Clinical Lead to ensure that clinicians and 

administrators work seamlessly to provide an efficient service to all 
clients. 

 
6.3. Attend regular and one-off events, functions and visits as and when 

required by the Wheelchair Service and/or Whizz-Kidz  
 

6.4. Check and get ready for approval all invoices that are sent through from 
Approved Repairer.  

 
6.5. Work with the Clinical Lead to review and update processes/ procedures 

as necessary and ensure that they are version controlled. 
 

6.6. Arrange and Chair with the Clinical Lead monthly team meetings 
ensuring timely minutes are taken and circulated. 

 
6.7. Ensure the building is kept in appropriate condition ensuring that 

equipment is stored correctly and that communal areas are kept clear. 
Report issues to Barts as appropriate. 

 
6.8. Ensure that IT is available for all staff and raise calls as and when 

appropriate. 
 

   
Standard Clauses 
 

 The post holder will work within all policies, procedures and budgets set by 
Whizz-Kidz. 

 The post holder will act at all times in the best interest of Whizz-Kidz. 

 The post holder will form effective working relationships with all staff 
members, volunteers and outside organisations as appropriate. 

 The post holder must accept responsibility for ensuring that the policies and 
procedures relating to Health & Safety in the workplace are adhered to at all 
times. 

 The post holder must respect the confidentiality of data stored electronically 
and by other means in line with the Data Protection Act. 



 

 The post holder will not disclose to an unauthorised person any confidential 
information acquired through official duties unless they have received 
official permission to do so. 

 
The above list is not exclusive or exhaustive and the post holder will be 
required to undertake such duties as may reasonably be expected within the 
scope and job rank of the post.   
 
 
 
 
 
 
 
 
  



 

Person Specification 
____________________________________________________________________ 

Job Title: Senior Administrator 
           Essential/Desirable 

Knowledge:  

 Understanding and familiarity of Safeguarding Children, Young People 
and Vulnerable Adults, the Equality Act, Data Protection and Health & 
Safety 

E 

Skills/Personal Qualities:  

 Excellent interpersonal skills with the ability to communicate at all levels E 

 Ability to display leadership, ownership, and lead by example E 

 Strong writing skills E 

 Able to multi-task, work calmly under pressure and meet tight deadlines E 

 Able to work as part of a team and on own initiative E 

 Highly motivated, positive and solution focused E 

 Able to prioritise workload E 

 A high degree of focus E 

 A high degree of accuracy and attention to detail  E 

 Good level of computer literacy, including databases E 

 To speak other languages including Bengali, Somali, Arabic D 

Experience:  

 Experience of working in an office environment E 

 Experience of using databases and managing data E 

 Experience of organising diaries and events E 

 Experience of Customer Services E 

Qualifications:  

 Educated to degree level or possess a relevant qualification or 
appropriate experience in a directly related post 

E 

 First aid qualification D 

Circumstances:  

 Able to work irregular and/or extended hours, including weekends D 

      
Please note: This post is subject to an Enhanced DBS Disclosure, which will be sought 
prior to the confirmation of a job offer.  

 
All Job Descriptions to be submitted to the Head of HR. 


