
JOB DESCRIPTION
111 Health Advisor
	Job Title 
	Health Advisor (111)      
	Employing Organisation
	Devon Doctors Ltd

	Directorate and / or Dept
	Devon Integrated
Urgent Care Service      
	Location
	Exeter- Osprey House

	Pay / Band*
	£8.82 per hour + enhancements
	Hours / Days
	4 week rolling rota covering 24/7 period


* This rate is for the substantive position, some positions are subject to a training / probationary pay rate which will be discussed at the interview stage. 
	Type of Contract
	Permanent

	Direct Line Manager:
	IUCS Team Leader

	Key Account Manager: 
	CAS Manager/Head of 111 Support


	Qualifications:
	See Personal Specification

	Computer Skills:
	MS Office applications


	Key Working Relationships 
	· Patients, carers and members of the public 

· Clinical and Non-Clinical staff located in the Integrated Urgent Care Service (IUCS)

· Managers and staff at all levels within the Devon Doctors Group

· NHS111/Other IUCS  Providers 
· Other healthcare and allied organisations


	Job Summary:  
The Devon and Somerset Integrated Urgent Care Service (IUCS), is a 24/7 service operating 365 days a year. As a Call Advisor, you will be answering inbound calls from members of the public and health care professionals in need of medical advice by directing them to the most appropriate urgent care.

You will be responsible to ensure that all calls are answered promptly, accurately and professionally in line with the Performance Standards.

You will receive 1 week classroom based training followed by a period of consolidation sign off working in a live environment.




	Key Responsibility Areas:
· Ensure that calls which are received within the Integrated Urgent Care Service   (IUCS)   are   assessed   to   ensure   that   patients   and   other healthcare   professionals   are   directed   to   the   most   appropriate healthcare professional or other end disposition.
· Deliver  high  quality,  safe  and  clinically  effective  health  care  over  the telephone in accordance with your training and local procedures
· Communicate effectively with callers in critical situations or about areas of concern.

· Quickly and accurately record patient details, symptoms and enquiries using in house Database.

· Use advanced communication, negotiation and probing skills across a wide range of calls including emotive circumstances or caller aggression.

· Maintain an up to date awareness of current policies e.g. Devon Doctors SharePoint/User Desktop Guidelines

· Meet monthly key performance indicators (KPIs) and targets.

· Actively contribute to service improvement within the Integrated Urgent Care Service (IUCS)

· Participate fully in meetings with your Team Leader and in  an annual performance review to identify areas of professional development

Key Values:

· In addition to undertaking the duties as outlined above, the call advisor will be expected to fully adhere to the following rules and regulations that may from time to time be in force and ensure full understanding of those rules and regulation relevant to the role. In addition at all times must act in accordance with Devon Doctors policies and regulations.

Our Values:
· To act in accordance with ‘Putting Patients First’ ethos of the organisation is at the core of all duties undertaken

Personal Development:
· To contribute to their own personal development and participate in an appraisal and regular performance reviews.

Conduct:
· To demonstrate professional and ethical behaviours at all times when liaising with colleagues and stakeholders

Confidentiality:
· All staff are under a personal and legal obligation to comply with information governance requirements. These include statutory responsibilities (such as compliance with the Data Protection Act) 1998),  following  national  guidance  (such  as  the  NHS  Confidentiality Code of Practice) and compliance with local policies and procedures. Staff must also comply with the Caldicott Principles and common law duty of confidence.
· Staff are responsible for any personal and commercially sensitive or confidential information, belonging to individuals including patients, and must ensure it is processed in a secure and appropriate manner.
· Failure  of any staff member, contractor or third party to adhere to this instruction can be regarded as serious misconduct and may lead to disciplinary action in accordance with our HR policies/procedures and any relevant criminal legislation. Where the incident is serious, this may result in dismissal
· Staff are responsible for any personal and commercially sensitive or confidential information, belonging to individuals including patients, and must ensure it is processed in a secure and appropriate manner.
· Failure  of any staff member, contractor or third party to adhere to this instruction can be regarded as serious misconduct and may lead to disciplinary action in accordance with our HR policies/procedures and any relevant criminal legislation. Where the incident is serious, this may result in dismissal

Equality and Diversity:
· Actively promote equality and diversity and encourage colleagues to do the same.
· Direct staff as necessary to ensure compliance with Devon Doctors policies to ensure no discrimination occurs irrespective of gender, age, marital status, disability, sexuality, race, colour, religion, ethnic or national origin.
· Support a zero tolerance approach to bullying and harassment in all forms, and to lead by example in this area.

Health and Safety:
· Comply with Devon Doctors health and safety policies, procedures and guidelines and ensure that appropriate arrangements are in place.

Hours of Work:
· Devon Doctors is operational 24 hours a day, 365 days a year.
· You will be required to participate in some out of hours work to support business needs and developments. This includes all public holidays on a rotational basis
· Devon Doctors as an employer is committed to safeguarding and promoting the welfare of children and adults at risk of harm and expect all employees to share this commitment.  All staff must be mindful of their responsibilities to safeguard children and adults in any activity performed on behalf of Devon Doctors in line with legislation and statutory guidance.  All staff must ensure they adhere to Devon Doctors safeguarding children and adult’s policies.  Staff must keep up to date with safeguarding knowledge and skills by undertaking mandatory safeguarding training as specified in the Devon Doctors safeguarding policies, which include understanding and recognising the signs of abuse and knowing how to raise concerns



This is an outline of the Job Description and may be subject to change depending on the needs of the service, in consultation with the post holder. 
Does this post requires a Disclosure and Barring Service (DBS) Check?  – Yes / 
If Yes - Level of DSB Check required –Enhanced 

Does this post require Occupational Health Clearance?  Yes
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PERSON SPECIFICATION
111 Health Advisor
	Factor
	Essential
	Desirable

	Qualification
	· A good general education, to a minimum of GCSE level (or equivalent)

	· NVQ in Customer Service Levels 1 or 2 (or equivalent)

	Knowledge 


	· Local Geographical knowledge                        
	· Adastra software package

	Experience
	· Customer facing environment 
· Excellent telephone manner
	· Experience of a healthcare setting
· Experience of working in a call centre

	Communication & skills 

	· Excellent verbal and written communication skills
· Excellent keyboard skills
	

	Personal Attributes & Abilities
	· Ability to record information accurately and correctly 
· Ability to work under own initiative and as a member of a team
· Ability to prioritise work to achieve deadlines
· Ability to maintain a positive attitude to work demands 
· Flexibility and adaptability to change
· Demonstrate a willingness to learn new skills
· Ability to understand the limits of his or her competences and the wisdom to seek advice when these are reached
· Be able to pass pre-employment checks.
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