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                     PCN Patient Care Coordinator 

	Job Title:
	PCN Clinical Coding Team Lead

	Reports to:
	Clinically to the PCN Clinical Director; managerially accountable to the PCN Manager

	Usual Place of Work:
	Riduna Park, Melton, Woodbridge with regular travel required to all four member practices

	Hours:
	Full time or part time considered (please state your preference on application)

	Salary:
	£13.00ph

	Contract:
	Permanent, subject to a satisfactory probationary period


About Deben Health Group PCN
Deben Health Group PCN is seeking a PCN Patient Care Coordinator to join our award winning, and friendly Primary Care Network (PCN) on a full-time or part-time basis. We are based just outside Woodbridge, in one of the most picturesque corners of Suffolk close to the historic Sutton Hoo site and within easy reach of Constable Country. It is a genuinely lovely place to work, with easy access to the Suffolk coast, and a strong sense of community both within the team and across the wider area.
Our PCN comprises four member practices Framfield House Surgery, Little St John Street Surgery, Peninsula Practice, and Wickham Market Medical Centre, serving a joint registered population of approximately 38,500 patients. Each practice brings its own character, strengths and areas of expertise, and together they form a supportive, innovative, multi-disciplinary network that is genuinely invested in improving care for our local population.
This is an exciting time to join us. We are continuing to invest in digital innovation, automation and high-quality tools that sit right at the heart of shaping how we support our communities across the PCN.
Job Summary
The PCN Patient Care Coordinator is an administrative and patient-support role within the multidisciplinary team. The post holder will help patients navigate health, care and community services, coordinate follow-up activity and support personalised care. The role includes elements of social prescribing support, including connecting patients with appropriate voluntary, community and statutory services.
The post holder will provide a consistent point of contact for patients and carers, particularly those who may have complex needs, long-term conditions, frailty, social isolation or difficulty accessing services. They will help ensure that care is joined up, actions are followed through and patients understand the support available to them.
This is not a clinical role. The post holder will work within agreed procedures, recognise the limits of their competence and promptly refer clinical, safeguarding or urgent concerns to an appropriate clinician or senior colleague.
The role would suit someone with strong administrative, organisational and communication skills who enjoys working with people. Experience in primary care, health or social care, community services, customer service or a similar coordination role would be helpful, although training and support will be provided.
Main Purpose of the Role
· Provide practical care coordination for patients across the PCN and its four network practices.
· Act as a link between patients, carers, general practice, community teams, care homes, secondary care and voluntary-sector services.
· Support patients to identify what matters to them and access non-clinical services that may improve their health and wellbeing.
· Coordinate follow-up actions arising from referrals, discharge information, multidisciplinary team meetings and personalised care planning.
· Support the PCN and practices with accurate administration, patient recalls, caseload tracking, service reporting and delivery of relevant contractual requirements.
· Contribute to work that improves access, patient experience and health outcomes, with particular attention to people experiencing health inequalities.
Job Responsibilities
Care Coordination, Patient Support and personalised Care
· Identify and support patients who may benefit from care coordination, in accordance with agreed referral routes and PCN priorities.
· Act as a named contact for patients and carers, helping them understand next steps and navigate health, social care and community services.
· Contact patients by telephone, electronic messaging, letter or other agreed methods and record all relevant activity accurately.
· Coordinate appointments, referrals, follow-up actions and communication between services, escalating delays or concerns appropriately.
· Support follow-up after hospital discharge, including non-clinical care calls and coordination of outstanding actions.
· Work with patients with long-term conditions, frailty, multiple needs or other vulnerabilities, under the guidance of the wider multidisciplinary team.
· Support continuity of care for patients living in care homes and contribute to agreed care-home coordination arrangements.
· Use a strengths-based and person-centred approach to understand what matters to the patient and the practical issues affecting their wellbeing.
· Provide information, signposting and supported referral to suitable voluntary, community, statutory and charitable services.
· Help patients access local support relating to social isolation, carers’ needs, wellbeing, housing, finances, employment, healthy lifestyles and community participation, within the boundaries of the role.
· Support the creation, review and recording of personalised care and support plans where this forms part of the agreed care pathway.
· Encourage self-care, confidence and independence without creating dependency, while taking account of individual communication and accessibility needs.
· Maintain current knowledge of local services and develop constructive relationships with community and voluntary-sector partners.
· Contribute to initiatives that reduce health inequalities and improve access for underserved groups.
· Recognise when a patient’s needs are outside the scope of the role and refer promptly to an appropriate professional.


Multidisciplinary Working
· Work collaboratively with GPs, nurses, clinical pharmacists, pharmacy technicians, social prescribing colleagues, care-home teams and other members of the PCN workforce.
· Organise, prepare for and participate in multidisciplinary team meetings, including coordinating agendas, patient lists, actions and follow-up.
· Ensure agreed actions are allocated, tracked and completed, with appropriate escalation where actions remain outstanding.
· Build effective working relationships with primary care, community services, secondary care, mental health services, social care and voluntary organisations.
· Share information appropriately and lawfully to support safe, coordinated care.

Administrative and Service Delivery Responsibilities
· Maintain accurate, clear and timely records on SystmOne or other approved systems.
· Manage patient lists, recalls, searches, appointment activity, correspondence and caseload tracking in line with local procedures.
· Receive and process relevant discharge information, referrals and correspondence, ensuring non-clinical actions are completed or directed to the appropriate team member.
· Contact secondary care or other providers to obtain updates on referrals where appropriate.
· Support delivery and evidence requirements associated with the Network Contract DES, QOF, locally commissioned services and PCN improvement priorities.
· Assist with audit, data collection, activity monitoring, reporting and evaluation of patient outcomes and service impact.
· Contribute to the development and review of administrative processes, standard operating procedures and patient information.
· Use PCN resources responsibly and report risks, incidents, errors or process concerns through the appropriate route.

Communication and Patient Experience
· Communicate clearly, respectfully and sensitively with patients, carers and colleagues, including when information is complex or circumstances are distressing.
· Adapt communication to meet individual needs, including health literacy, language, sensory or cognitive needs, and arrange approved support where required.
· Maintain professional boundaries and manage expectations honestly and compassionately.
· Respond to enquiries within agreed timescales and provide updates when an immediate resolution is not possible.
· Promote equality, dignity, choice and inclusion in all interactions.

Training and Professional Development
· Complete statutory and mandatory training and any role-specific training required by the PCN.
· Undertake appropriate Personalised Care Institute learning and other development relevant to care coordination and social prescribing support.
· Participate in induction, regular supervision, team meetings, appraisal and personal development planning.
· Maintain a reflective approach, identify learning needs and apply learning to improve practice.
· Potential training may include Making Every Contact Count, personalised care and support planning, safeguarding, domestic abuse awareness, care navigation, motivational conversations and relevant NHS e-learning.
Why Join Deben Health Group PCN
We know that a job description only tells part of the story, so here is a little more about what it is actually like to work with us. You will be joining a close-knit, friendly team that genuinely supports one another, in a PCN that values new ideas and gives people the room to make improvements happen rather than just talk about them.
1. A supportive, multi-disciplinary team environment across all four network practices.
1. Access to the NHS Pension Scheme.
1. Ongoing training, mentoring and support for professional development.
(Please note benefits are indicative and will be confirmed in line with current PCN policy at the point of appointment.)
Person Specification
We know brilliant candidates don't always tick every box. If you meet most of the essential criteria below and are excited about this role, we would still love to hear from you.
	Criteria
	Description
	Essential
	Desirable

	Skills, Knowledge and Experience
	GCSEs, or equivalent, including English and Mathematics
	✓
	

	
	NVQ Level 3, or equivalent qualification or demonstrable experience in administration, customer service, Care Coordination, business administration, health, social care or a related field
	
	✓

	
	Experience of working in primary care, the NHS, social care homes, community services or the voluntary sector
	
	✓

	
	Experience in an administrative, coordination, patient-facing or customer-facing role
	✓
	

	
	Experience and Good working knowledge of SystmOne or another electronic patient record system
	✓
	

	
	Excellent communication skills including telephone, email, and face to face communications
	✓
	

	
	Strong administrative, organisational and time management skills.
	✓
	

	
	Ability to prioritise workload and work independently.
	✓
	

	
	Strong attention to detail.
	✓
	

	
	Good IT skills including Microsoft Office
	
	✓

	
	A positive, supportive and collaborative approach.
	✓
	

	
	Understanding of confidentiality, information governance, safeguarding and professional boundaries
	✓
	

	
	Experience undertaking clinical or quality audits.
	
	✓

	
	Understanding of quality improvement methodologies.
	
	✓

	Personal Qualities and Behaviours
	Self-motivation, works independently and resourcefully under pressure without direct supervision, determines own workload priorities, understands and accepts own capabilities and limitations, and is reliable and accurate in all aspects of work.
	✓
	

	
	Flexibility and adaptability with working hours to reflect service demand, comfortable with changing priorities, able to work in a challenging and changing environment, and highly organised in planning, prioritising and monitoring progress.
	✓
	

	
	Confident communicating effectively, verbally and in writing, with a wide variety of people; remains calm under pressure; diplomatic when handling sensitive information or potential conflict; understands the need to maintain confidentiality and data security.
	✓
	

	
	Teamwork:  works as part of an integrated, multi-skilled team; able to lead, support and motivate a team; accepts the need to work to agreed guidelines and procedures; professional and courteous with colleagues and managers; builds relationships across a wide range of people; uses initiative to develop new ideas that improve services.
	✓
	

	
	Customer focused, uses judgement, resourcefulness, common sense and local knowledge to respond to enquiries within organisational limits; non-judgemental, sensitive and empathetic in distressing situations.
	✓
	

	
	Problem solving makes decisions appropriate to the situation in line with policy; investigates and resolves discrepancies; applies common sense to situations that fall outside the norm; demonstrates innovation and resourcefulness.
	✓
	

	Other Requirements
	Full, valid UK driving licence and access to a vehicle for travel between sites.
	✓
	

	
	Enhanced DBS check.
	✓
	

	
	Up-to-date immunisation status in line with NHS occupational health requirements.
	✓
	


General Duties and Responsibilities
The above statements are intended to describe the general nature and level of work performed by employees assigned to this role and are not intended to be an exhaustive list of all responsibilities, duties and skills required.
Employer and Organisational Responsibilities
Deben Health Group PCN Ltd is responsible for the payment of salaries and the employment of all staff engaged to work for the PCN. All PCN staff are expected to conform to the generic responsibilities set out in the Staff Handbook, alongside the general duties identified in this document.
The PCN is a fast-moving organisation, and as it develops and changes it may be necessary to vary the tasks and/or responsibilities of the post holder from time to time, as a result of new legislation, changes in technology, or changes in policy. This job description does not form part of a contract of employment and may be amended from time to time in agreement with the post holder. Any such changes will be discussed with the post holder, with the aim of reaching agreement on reasonable changes, and appropriate training will be provided.
Travel
Travel across multiple sites should be anticipated as a regular part of this role.
Probation Period
This role is subject to a satisfactory probationary period.
Confidentiality
The post holder must at all times maintain complete confidentiality of the material and information they handle. Any matters of a confidential nature, or information relating to the diagnosis and treatment of patients and individual staff records, must not, under any circumstances, be divulged or passed on to any unauthorised person. The post holder must respect patient confidentiality in keeping with the Caldicott principles.
Data Protection
The post holder must at all times respect the confidentiality of information in line with the requirements of the General Data Protection Regulation. This includes, where required, obtaining, processing and/or using information held on a computer in a fair and lawful way, holding data only for specified, registered purposes, and using or disclosing data only to authorised persons or organisations as instructed.
Policies & Procedures
The post holder will be expected to comply with all statutory legislation, the organisation's governance framework, and approved national and local policy. All employees are expected to comply with all of the organisation's policies and procedures.
Continuing Professional Development
The post holder will be expected to take responsibility for their own continuing professional development, and to take a proactive approach to maintaining personal and professional effectiveness in an evolving role. The duties and responsibilities described in this job description are intended to be indicative but not exhaustive. As the organisation develops, the requirements of the role may change, and the post holder is expected to adapt accordingly.
Health & Safety
Employees must share responsibility for abiding by health and safety policies and regulations, infection prevention and control policies, and for acting in accordance with the Risk Management Policy. This includes compliance with the Health Act 2006 Code of Practice for the prevention and control of healthcare-associated infection. Employees should also be aware of the responsibilities placed on them by the Health & Safety at Work Act 1974, to ensure that agreed safety procedures are carried out to maintain a safe environment for themselves, colleagues and visitors.
Equal Opportunities and Anti-Harassment
The post holder will immediately report to their line manager any breach, or suspected breach, of equal opportunities or anti-harassment guidelines.
Safeguarding Children
Everyone employed by the organisation, regardless of the work they do, has a statutory duty to safeguard and promote the welfare of children. Where children and/or their carers use our services, it is essential that all child protection concerns are recognised and acted upon appropriately. Post holders are responsible for familiarising themselves with child protection procedures and the organisation's safeguarding policy and must attend mandatory child protection training and updates at the competency level appropriate to their role.
Safeguarding Adults
Everyone employed by the organisation, regardless of the work they do, has a duty to safeguard and promote the welfare of vulnerable adults. Where patients and/or their carers use our services, it is essential that all protection concerns are recognised and acted upon appropriately. Post holders are responsible for familiarising themselves with, and following, relevant policies relating to the safeguarding of vulnerable adults, and must attend mandatory training and updates at the competency level appropriate to their role.
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