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	Job title
	Administrator 

	Line manager
	Operations Manager

	Accountable to
	Practice Manager

	Hours per week
	25-30



	Job summary

	The post-holder is an Administrator .

The Administrator will be responsible for the clinical coding of relevant information into patients’ electronic healthcare records on the clinical system, adhering to the standard SNOMED CT codes and relevant organisational policies.

In addition, the post-holder will support the multi-disciplinary team, providing administrative support when required, in line with the needs of the organisation. Duties can include, but are not limited to, supporting the administration and receptionist teams with patient registration, Non-NHS work, referrals, booking appointments, the processing of information (electronic and hard copy) in a timely manner and in accordance with current policies.  

The post-holder will support staff with the distribution of information, messages and enquiries for the clinical team, liaising with multidisciplinary team members and external agencies such as secondary care and community service providers.  

The post-holder will be an integral part of the general practice team. 




	Mission statement

	
We aim to provide high standard of medical care, a practice that evolves, reflect and embraces change and where staff are happy at work.




	Generic responsibilities


	All staff at this organisation have a duty to conform to the following:

Equality, Diversity and Inclusion

A good attitude and positive action towards Equality Diversity & Inclusion (ED&I) creates an environment where all individuals can achieve their full potential. Creating such an environment is important for three reasons – it improves operational effectiveness, it is morally the right thing to do, and it is required by law.

Patients and their families have the right to be treated fairly and be routinely involved in decisions about their treatment and care. They can expect to be treated with dignity and respect and will not be discriminated against on any grounds including age, disability, gender reassignment, marriage and civil partnership, pregnancy and maternity, race, religion or belief, sex or sexual orientation. Patients have a responsibility to treat other patients and our staff with dignity and respect.

Staff have the right to be treated fairly in recruitment and career progression. Staff can expect to work in an environment where diversity is valued, and equality of opportunity is promoted. Staff will not be discriminated against on any grounds including age, disability, gender reassignment, marriage and civil partnership, pregnancy and maternity, race, religion or belief, sex or sexual orientation. Staff have a responsibility to ensure that they treat our patients and their colleagues with dignity and respect.

Safety, Health, Environment and Fire (SHEF)

This organisation is committed to supporting and promoting opportunities for staff to maintain their health, wellbeing and safety. 

The post-holder is to manage and assess risk within the areas of responsibility, ensuring adequate measures are in place to protect staff and patients and monitor work areas and practices to ensure they are safe and free from hazards and conform to health, safety and security legislation, policies, procedures and guidelines.

All personnel have a duty to take reasonable care of health and safety at work for themselves, their team and others and to cooperate with employers to ensure compliance with health and safety requirements. 
All personnel are to comply with the:

· Health and Safety at Work Act 1974
· Environmental Protection Act 1990
· Environment Act 1995
· Fire Precautions (workplace) Regulations 1999
· Other statutory legislation which may be brought to the post holder’s attention

Confidentiality

The organisation is committed to maintaining an outstanding confidential service. Patients entrust and permit us to collect and retain sensitive information relating to their health and other matters pertaining to their care. They do so in confidence and have a right to expect all staff will respect their privacy and maintain confidentiality at all times.

It is essential that, if the legal requirements are to be met and the trust of our patients is to be retained, all staff must protect patient information and provide a confidential service. 

Quality and Continuous Improvement (CI)

To preserve and improve the quality of the organisation’s outputs, all personnel are required to think not only of what they do but how they achieve it. By continually re-examining our processes, we will be able to develop and improve the overall effectiveness of the way we work.

The responsibility for this rests with everyone working within the practice to look for opportunities to improve quality and share good practice and to discuss, highlight and collaborate with the team to create opportunities to improve patient care.

This practice continually strives to improve work processes which deliver healthcare with improved results across all areas of our service provision. We promote a culture of continuous improvement where everyone counts, and staff are permitted to make suggestions and contributions to improve our service delivery and enhance patient care. 

Staff should interpret national strategies and policies into local implementation strategies that are aligned to the values and culture of general practice. All staff are to contribute to investigations and root cause analyses whilst participating in serious incident investigations and multidisciplinary case reviews.

Induction

We will provide a full induction programme, and management will support you throughout the process.

Learning and development

The effective use of training and development is fundamental in ensuring that all staff are equipped with the appropriate skills, knowledge, attitude and competences to perform their role. All staff will be required to partake in, and complete mandatory training as directed. It is an expectation for this post-holder to assess their own learning needs and undertake learning as appropriate.

The post-holder will undertake mentorship for team members and disseminate learning and information gained to other team members to share good practice and inform others about current and future developments (e.g., courses and conferences). The post-holder will provide an educational role to patients, carers, families and colleagues in an environment that facilitates learning.

Collaborative working

All staff are to recognise the significance of collaborative working and understand their own role and scope and identify how this may develop over time. Staff are to prioritise their own workload and ensure effective time-management strategies are embedded within the culture of the team.

Teamwork is essential in multidisciplinary environments, and the post-holder is to work as an effective and responsible team member, supporting others and exploring the mechanisms to develop new ways of working and to work effectively with others to clearly define values, direction and policies impacting upon care delivery.
Effective communication is essential, and all staff must ensure they communicate in a manner which enables the sharing of information in an appropriate manner.

All staff should delegate clearly and appropriately, adopting the principles of safe practice and assessment of competence. Plans and outcomes by which to measure success should be agreed.

Managing information 
 
All staff should use technology and appropriate software as an aid to management in the planning, implementation and monitoring of care and presenting and communicating information. 

Data should be reviewed and processed using accurate SNOMED codes to ensure easy and accurate information retrieval for monitoring and audit processes. 

Service delivery

Staff will be given detailed information during the induction process regarding policy and procedure.

The post-holder must adhere to the information contained within the organisation’s policies and regional directives, ensuring protocols are adhered to at all times.

Security

The security of the organisation is the responsibility of all personnel. The post-holder must ensure they always remain vigilant and report any suspicious activity immediately to their line manager.

Under no circumstances are staff to share the codes for the door locks with anyone and are to ensure that restricted areas remain effectively secured. Likewise, password controls are to be maintained and are not to be shared.

Professional conduct, uniforms and appearance

All staff are required to dress appropriately for their role and in accordance with the organisation’s Uniforms, Dress and Appearance Policy. All staff members are to ensure that their conduct is commensurate with line management expectations and practice protocol.





	Primary key responsibilities

	The following are the core responsibilities of the Administrator in delivering health services. There may be, on occasion, a requirement to carry out other tasks. This will be dependent upon factors such as workload and staffing levels:

a. Accurately clinically code SNOMED CT data into the patient record on the clinical system 

b. Identifying relevant clinical information documented in patient correspondence, coding appropriately and completing any detailed action

c. Inputting and extracting data as required to support practice reports.

d. Scanning patient related documentation and attaching scanned documents to patients’ healthcare records

e. Highlight all timely actions, changes to patient care and management to the relevant clinician



f. Action all incoming correspondence, emails and mail in a timely manner

g. Input data into patients’ healthcare records as necessary

h. Answer incoming telephone calls, transferring calls or dealing with the caller’s request appropriately

i. Assist with total triage administration

j. Type letters and reports and associated documentations as required.

k. Process referrals. Liaise with external agencies, hospitals, community services ensuring referrals are processed effectively. 

l. Process request for information i.e., SAR, insurance/ solicitor letters and DVLA forms

m. Process non-NHS work, liaise with external agencies.  

n. Maintain a clean, tidy, effective working area at all times

o. Support all clinical staff with general administrative tasks as requested

p. Undertake a broad spectrum of administrative duties commensurate with the role

q. Be an integral part of the general practice team

r. Be aware of duties and responsibilities regarding current legislation and adhere to practice policies and procedures on safeguarding adults and safeguarding children

s. Support in the delivery of enhanced services and other service requirements

t. Undertake all mandatory training and induction programmes

u. Contribute to and embrace the spectrum of clinical governance 

v. Attend a formal appraisal with their manager at least every 12 months. Once a performance/training objective has been set, progress will be reviewed on a regular basis so that new objectives can be agreed





	Wider responsibilities

	In addition to the primary responsibilities, the Administrator has the following wider responsibilities:


a. Support and participate in shared learning

b. Complete opening and closing procedures in accordance with the duty rota 

c. Support other admin staff, providing cover during staff absences




	Person specification – Clinical Coder

	Qualifications
	Essential
	Desirable

	A good standard of education with and expectation of having both GCSE Maths and English at Grade C (Level 4) or above, or Functional Skills Level 2 in Maths and English

	
	

	NVQ Level 2 in Health and Social Care
	
	

	Experience
	Essential
	Desirable

	Experience of working with the general public
	
	

	Experience of working in a healthcare setting
	
	

	Experience of administrative duties
	
	

	Knowledge and skills
	Essential
	Desirable

	Excellent communication skills and effective in communicating and understanding patient needs
	
	

	Competent in the use of MS Office and Outlook 
	
	

	Problem solver with the ability to process information accurately and effectively, interpreting data as required 
	
	

	Ability to use own initiative, discretion, and sensitivity
	
	

	Able to get along with people from all backgrounds and communities, respecting lifestyles and diversity 
	
	

	Ability to work as a team member and autonomously
	
	

	Excellent communication skills and effective in communicating and understanding patient needs
	
	

	Sensitive and empathetic in distressing situations
	
	

	Good organisational skills
	
	

	Clinical IT system user skills and the ability to record accurate notes
	
	

	Effectively utilise resources
	
	

	Punctual and committed to supporting the team effort
	
	

	High levels of integrity and loyalty
	
	

	Clear, polite telephone manner
	
	

	Flexible and cooperative
	
	

	Motivated
	
	

	Understanding of safeguarding adults and children
	
	

	Chaperone procedure 
	
	

	Demonstrate personal accountability, emotional resilience and work well under pressure
	
	

	Knowledge of and ability to work to key policies and procedures
	
	

	Other requirements/wider responsibilities
	Essential
	Desirable

	Disclosure Barring Service (DBS) check
	
	

	Occupational Health clearance
	
	



This document has been created to support the organisation’s needs for recruiting. It should be noted that the detail within this person specification may be too lengthy and therefore, the organisation might wish to reduce the content to support its actual requirements.

Furthermore, this person specification may be amended following consultation with the post-holder to facilitate the development of the role, the organisation and the individual. All personnel should be prepared to accept additional, or surrender existing duties, to enable the efficient running of the organisation.
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[bookmark: _Annex_B_-][bookmark: _Annex_C_–][bookmark: _Toc137464804][bookmark: _Toc210214765]Annex C – Shortlisting form – Essential criteria
The essential criteria for the role of Clinical Coder are detailed below and are aligned to the person specification for this position. The candidate will be asked at interview for confirmation/examples of where they meet the essential criteria.  Where applicable, the relevant documentation/certificates are to be supplied.

Note that this is a full list of essential criteria and the organisation may wish to use this as a template and extract any absolute requirements. Ordinarily this list would include no more that 10-12 essential criteria where possible.

	[bookmark: _Hlk62043250][bookmark: _Hlk62044414]No
	Essential criteria

	1
	A good standard of education with and expectation of having both GCSE Maths and English at Grade C (Level 4) or above, or Functional Skills Level 2 in Maths and English

	2
	Experience of working with the general public

	3
	Excellent communication skills and effective in communicating and understanding patient needs

	4
	Competent in the use of MS Office and Outlook 

	5
	Ability to use own initiative, discretion, and sensitivity

	6
	Able to get along with people from all backgrounds and communities, respecting lifestyles and diversity 

	   7
	Ability to work as a team member and autonomously

	8
	Excellent communication skills and effective in communicating and understanding patient needs

	9
	Sensitive and empathetic in distressing situations 

	10
	Effectively utilise resources

	11
	Punctual and committed to supporting the team effort

	12
	High levels of integrity and loyalty

	13
	Clear, polite telephone manner

	14
	Flexible and cooperative

	15
	Motivated

	16
	Understanding of safeguarding adults and children

	17
	Knowledge of and ability to work to key policies and procedures 

	18
	Disclosure Barring Service (DBS) check

	19
	Occupational Health clearance



	
Candidate
	Criteria: place  in the box if the candidate meets the criteria 
or  if they do not
	Overall score

	
	1
	2
	3
	4
	5
	6
	7
	8
	9
	10
	11
	12
	13
	14
	15
	16
	17
	18
	19
	20
	21
	22
	23
	24
	25
	26
	27
	28
	29
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The desirable criteria for the role of Clinical Coder are detailed below and are aligned to the person specification for this position. It should be noted that this is a full list of desirable criteria, and the organisation may wish to extract any absolute requirements.

	N
	Desirable criteria

	1
	NVQ Level 2 in Health and Social Care

	2
	Experience of working in a healthcare setting

	3
	Experience of administrative duties

	4
	Problem solver with the ability to process information accurately and effectively, interpreting data as required

	5
	Good organisational skills

	6
	Clinical IT system user skills and the ability to record accurate notes

	7
	Chaperone procedure 

	8
	Demonstrate personal accountability, emotional resilience and work well under pressure



	Candidate
	Criteria: place  in the box if the candidate meets the criteria 
or  if they do not
	Overall score

	
	1
	2
	3
	4
	5
	6
	7
	8
	9
	10
	11
	12
	13
	14
	15
	16
	17
	18
	19
	20
	21
	22
	23
	24
	25
	26
	27
	28
	29
	

	

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	



[bookmark: _Annex_E_-][bookmark: _Annex_E_–][bookmark: _Toc137464806][bookmark: _Toc210214767]Annex E – Clinical Coder interview questions 
Note: The below questions have been established to be relevant to this position. However, ordinarily there would be no more than 10 questions during an interview which require in-depth answers, to ensure that the process is not too lengthy. The below should therefore be used as a question bank from which managers can select relevant questions for the post and organisation. 

Important note: It is good practice to ensure that the same scored questions are asked of candidates for the same vacancy.

	No
	Question
	Appropriate responses

	
	To put candidate at ease, ask them to take a few minutes to tell you about themselves.

Take this opportunity to discuss their CV

This answer cannot be scored.

	The ability to speak clearly and put together coherent and sensible answers. Candidate should try to answer questions about themselves without giving too much, or too little, personal information.

They may begin by sharing some of their personal interests and experiences that do not relate directly to work, such as a favourite hobby or a brief account of where they grew up, their education and what motivates them.


	1
	Talk us briefly through your recent work history, focusing on skills and experiences which you believe are relevant for this role.

	The ability to summarise information and focus on what is relevant.

Evidencing the necessary skills and experience for this role. Explaining any gaps in employment or other points for which clarity is needed.


	2
	What do you believe is the biggest challenge you might face should you be successful in your application for this post?

	A realistic and honest answer; this could be dealing with patients who are extremely emotional or distressed due to clinical conditions and how they can overcome this to deliver extremely effective care.

	3
	Describe a time when you worked as part of an excellent team. What was your role and contribution within that team?
	Able to identify the qualities of a successful team. The candidate should have a good understanding of how important the whole team is. Furthermore, they should be able to describe playing an active and useful role within that environment.


	4
	Do you believe that ‘the patient is always right’, and what would you do if the patient was in fact wrong?

	Tact and diplomacy and the ability to investigate issues and present them without causing more problems, as well as their ‘service’ ethos and responsiveness to patient needs.


	5
	Have you ever been in a situation where something has gone wrong with how you performed your work, and what did you learn from it? 

	Honesty and the ability to learn from mistakes and reduce risks to the organisation.

Knowledge of handling SEAs, audit and to reduce any risk to the organisation. 
 

	6
	What are your greatest strengths?

	An answer that aligns with the organisation’s vision and values.

The ability to work with a team alongside fellow healthcare employees.

The candidate should give examples of where they can demonstrate from experience.


	7
	Can you describe a time you had to make a critical decision under pressure
	The candidate should be able to provide a full answer of an incident that could have been uncomfortable to deal with.

Let them consider any decisions that were forced to be made at the time, and which factors contributed to the sense of pressure that were felt, and, importantly, how did they respond to this? Were there any frameworks used to make important decisions, including processes for gathering and/or analysing any evidence.


	8
	What techniques or resources do you use to handle stress and pressure at work?

	Candidate to give an example of when they have successfully handled stress in a previous position. Be wary of an answer that claims that they never, or rarely, experience stress. 

Answer should ideally acknowledge workplace stress and explain how they have overcome it or have even used it to their advantage. They may reference utilising support from colleagues/manager, an Employee Assistance Scheme (EAP), or methods of ensuring work-life balance for example.


	9
	Give an example of how you would organise your time, including the management of differing priorities, in your current role.

	An honest explanation as to what works well for them and time management strategies including ongoing prioritisation of workload.


	10
	Describe a work situation that you found difficult, and how you handled it.

	An answer that demonstrates appropriate resilience and problem-solving.


	11
	What are your salary expectations?
	An answer in line with the advertised salary or, if it was caveated depending on experience, then the candidate to justify why they feel their experience warrants the salary they are requesting.
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[bookmark: _Toc210214768]Annex F – Interview scoring matrix

The interview scoring matrix details questions that have been answered for the role of Clinical Coder. 

	Candidate
	Grade each answer between 1-10
(1 being the lowest and 10 the highest)
	Overall score

	
	1
	2
	3
	4
	5
	6
	7
	8
	9
	10
	11
	12
	13
	14
	15
	16
	17
	18
	19
	20
	

	

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	





[bookmark: _Toc210214769]Annex G – Consent to obtain references 

This form is to be given to the successful candidate

I hereby authorise [insert organisation] to take up references from those suggested on my application form. It is understood that references may be obtained from either:

· My previous employer(s)
· My present employer (once the offer of employment has been confirmed in writing)
· A personal referee

It is agreed that should any further supporting information be required to process this application, this organisation is authorised to request additional references as deemed appropriate.
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