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	Job Title:
	PCN Multi-Skilled Administrator

	Reports to:
	Practice Leads; managerially accountable to the PCN Manager

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

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

	Salary:
	£12.79 per hour

	Contract:
	Permanent, subject to a satisfactory probationary period


About Deben Health Group PCN
Deben Health Group PCN is seeking a PCN Multi-Skilled Administrator to join our well-established, friendly and award-winning Primary Care Network on a full-time or part-time basis. Based near Woodbridge in rural Suffolk, our team benefits from a strong sense of community and easy access to the Suffolk coast, Sutton Hoo and Constable Country.
Our PCN comprises Framfield House Surgery, Little St John Street Surgery, Peninsula Practice and Wickham Market Medical Centre, serving approximately 38,500 patients. Together, our four practices form a supportive, innovative and multidisciplinary network committed to improving care for our local population.
This is an exciting time to join us as we continue to develop shared administrative services, digital workflows and automation across the PCN.
Job Summary
The PCN Multi-Skilled Administrator will provide accurate, efficient and flexible administrative support across all four network practices. The role includes managing referrals and correspondence, preparing clinical letters, supporting shared workflows and responding to patient and colleague enquiries. The post holder will work closely with experienced administrative, secretarial and clinical teams to help ensure that information is processed safely and patients receive a timely, helpful service.
This is a non-clinical role. The post holder will work within agreed procedures, maintain confidentiality, recognise the limits of their competence and promptly escalate clinical, safeguarding or urgent concerns to an appropriate clinician or senior colleague.
Main Purpose of the Role
· Provide high-quality, cross-site administrative support according to service need and agreed PCN priorities.
· Process referrals, clinical correspondence and related actions accurately and within agreed timescales.
· Prepare and send letters and other communications using approved templates and systems.
· Provide a helpful and professional service to patients, carers, clinicians and partner organisations.
· Maintain accurate records, track outstanding work and escalate delays, discrepancies or concerns appropriately.
· Contribute to consistent processes, resilient cover arrangements and continuous improvement across the PCN.
Job Responsibilities
Referral and Correspondence Management
· Process electronic referrals using e-Referral Service (e-RS), DXS and other approved systems in line with local procedures.
· Check referrals and correspondence for completeness, identify missing information and route queries to the appropriate clinician or team.
· Monitor worklists, tasks and rejected or returned referrals, ensuring follow-up action is taken promptly.
· Upload, scan, file and distribute clinical and administrative correspondence accurately.
· Draft and format clinical letters using approved templates and ensure documents are authorised where required.
· Contact hospitals, community providers and other services to obtain updates or resolve administrative queries.
· Maintain clear audit trails and accurate records of actions taken.
Cross-Site Administrative Support
· Provide flexible administrative and secretarial cover across the four network practices, remotely or on site as required.
· Support shared inboxes, workflow queues, document management, appointment administration and general office tasks.
· Work to agreed priorities while adapting to changes in workload and service demand.
· Follow local standard operating procedures and contribute to their review and improvement.
· Support meetings, including preparing information, recording actions and following up agreed administrative tasks where requested.
Patient and Stakeholder Communication
· Communicate clearly, respectfully and sensitively with patients, carers, colleagues and external organisations by telephone, email, letter and approved digital channels.
· Respond to enquiries within the boundaries of the role, provide updates and direct clinical questions to an appropriate clinician.
· Maintain professional boundaries and adapt communication to individual accessibility and communication needs.
· Handle concerns calmly and escalate complaints, safeguarding matters or urgent issues through the correct route.
Information, Systems and Data Quality
· Use SystmOne, Microsoft 365 and other approved systems securely and effectively.
· Enter, update and retrieve information accurately, following information governance and records-management requirements.
· Carry out routine checks to identify incomplete, duplicated or inconsistent information and correct or escalate discrepancies.
· Assist with searches, audits, activity monitoring and service reporting as required.
· Protect confidential information and share it only where lawful, necessary and authorised.
Team Working and Service Improvement
· Work collaboratively with administrative, secretarial, clinical and management colleagues across the PCN.
· Participate in team meetings, induction, supervision, appraisal and personal development planning.
· Share learning, support colleagues and contribute to a positive, inclusive and respectful team culture.
· Identify practical opportunities to improve efficiency, consistency, patient experience and the use of digital tools.
· Report incidents, errors, risks or process concerns promptly and support learning and improvement actions.
Training and Professional Development
· Complete statutory, mandatory and role-specific training within required timescales.
· Maintain competence in referral systems, correspondence workflows, data protection, safeguarding and customer service.
· Take responsibility for continuing professional development and apply learning to day-to-day work.
Why Join Deben Health Group PCN
You will join a close-knit, friendly team that supports one another and values practical ideas that improve services for patients and colleagues.
· A supportive multidisciplinary environment across all four network practices.
· Access to the NHS Pension Scheme, subject to eligibility.
· Role-specific induction, ongoing training and support for professional development.
· Varied work with opportunities to develop knowledge of primary care administration, digital systems and shared PCN services.
(Benefits are indicative and will be confirmed in line with current PCN policy at the point of appointment.)
Person Specification
We know brilliant candidates do not always tick every box. If you meet most of the essential criteria and are excited about this role, we would still love to hear from you.
	Criteria
	Description
	Essential
	Desirable

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

	
	Experience in an administrative, secretarial, customer-service or patient-facing role.
	✓
	

	
	Excellent written, telephone and face-to-face communication skills.
	✓
	

	
	Strong administrative, organisational and time-management skills.
	✓
	

	
	Ability to prioritise competing work and complete tasks accurately within agreed timescales.
	✓
	

	
	Strong attention to detail and a methodical approach to record keeping.
	✓
	

	
	Good IT skills, including Microsoft Office or Microsoft 365.
	✓
	

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

	
	Experience of working in primary care, the NHS or another health or care setting.
	
	✓

	
	Working knowledge of SystmOne or another electronic patient record system.
	
	✓

	
	Experience of e-RS, DXS or electronic referral and document-management systems.
	
	✓

	
	Experience of supporting audits, data quality checks or service reporting.
	
	✓

	
	NVQ Level 3, or equivalent qualification or demonstrable relevant experience.
	
	✓

	Personal Qualities and Behaviours
	Reliable, accurate and self-motivated, with the ability to work independently within agreed procedures.
	✓
	

	
	Flexible and adaptable, with a willingness to support different teams and sites according to service need.
	✓
	

	
	Calm, courteous and diplomatic when handling sensitive information, competing demands or difficult enquiries.
	✓
	

	
	Positive, supportive and collaborative, with respect for colleagues and patients.
	✓
	

	
	Patient-focused and non-judgmental, using judgement and common sense within the boundaries of the role.
	✓
	

	
	Able to identify problems, investigate discrepancies and escalate appropriately.
	✓
	

	Other Requirements
	Ability to travel regularly between the four network practices and other agreed work locations.
	✓
	

	
	Satisfactory DBS check at the level appropriate to the role.
	✓
	

	
	Occupational health clearance and immunisation status in line with role requirements.
	✓
	


General Duties and Responsibilities
The above statements describe the general nature and level of work undertaken in 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 staff engaged to work for the PCN. All PCN staff are expected to comply with the Staff Handbook and the general duties set out in this document. As the PCN develops, reasonable changes may be made to the role following discussion with the post holder, with appropriate training provided. This job description does not form part of the contract of employment.
Travel
Regular travel across multiple sites should be anticipated as part of this role.
Probation Period
This role is subject to a satisfactory probationary period.
Confidentiality
The post holder must maintain complete confidentiality and respect patient confidentiality in accordance with the Caldicott principles. Confidential information relating to patients, staff or the organisation must not be shared with any unauthorised person.
Data Protection
The post holder must handle personal and organisational information lawfully, fairly and securely in accordance with UK data protection legislation, organisational policy and authorised instructions.
Policies and Procedures
The post holder must comply with statutory requirements, the organisation’s governance framework and all approved national and local policies and procedures.
Continuing Professional Development
The post holder is expected to take responsibility for maintaining and developing their knowledge and effectiveness as the role and organisation evolve.
Health and Safety
Employees share responsibility for following health and safety, infection prevention and control, and risk-management requirements, and for maintaining a safe environment for patients, colleagues and visitors.
Equality, Diversity and Inclusion
The post holder must promote equality, dignity and inclusion, comply with organisational standards and report any suspected breach of equal-opportunity or anti-harassment requirements.
Safeguarding Children and Adults
Everyone employed by the organisation has a duty to safeguard and promote the welfare of children and adults at risk. The post holder must follow safeguarding procedures, report concerns promptly and complete training appropriate to the role.
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