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JOB DESCRIPTION


Job title:		Patient Pathway Lead	

Managerially 		
accountable: 	Operations Manager

Professional 		
accountability:	 Operations Manager


Service delivery at PPGHSM 

PPG believes in strong team work and partnership amongst its people. This approach is at the heart of everything we do to deliver a high level of patient care. 
Significant time and resources are invested in recruitment to ensure that rigorous standards are met and that staff share the same focus on teamwork and delivery. Employing high calibre people in roles that require personal responsibility and close interaction with patients allows everyone the opportunity to make a difference to patients during their treatment and deliver high quality outcomes. 
Supporting employees in their careers at PPGHSM with great opportunities to learn and develop through training, PPG is an organisation that’s continually innovating to raise standards of best practice in healthcare. 
PPG delivers services to create the best experience for their patients, through best standards of care, clinical excellence and low infection rates. A focus on selected procedures and skills in their delivery means that as a healthcare provider they can consistently improve their performance and in turn benefit their patients.

Purpose of Role	

To manage the whole patient administration pathway for NHS patients and service delivery from initial referral through to discharge ensuring that high standards and professionalism is maintained to meet patient and referrer expectations. The areas of responsibility to include patient booking, medical records, reception and discharge co-ordinator There will be a strong focus on capacity utilisation and appointment availability. This will involve regular review of processes and leading quality improvement programmes as required.  


Scope of role
To provide a professional and patient focused administration service, supporting the clinical team within the hospital for all patients, NHS, Private – self funded and Private - PMI. 

Key Responsibilities and duties

· Overall leadership of administrative, reception, secretarial, records, and Bookings to include point of contact for remote functions
· Maintain, review and oversee implementation of robust administrative processes and protocols in accordance with agreed pathways, contract, 18 and 6 weeks 
· Monitor data quality and seek solutions to minimise error rate
· Oversee the planning and booking of clinic and theatre sessions to ensure maximum capacity utilisation and meet contractual requirements
· Review current and develop new referral pathways to meet the business needs
· To assist with providing relevant information needed for audit and commissioning support to support decision making by clinicians, management and the finance department.
· To provide a point of contact for consultants, GPs and external stakeholders
· To be highly visible within the Admin function and lead the team by example.
· Ensure all administration functions are adequately covered with competent staff to support the business.
· Ensure each staff member has Annual PCR and 6-month review
· Ensure each staff member has completed competencies to support their role or extended role.
· Ensure all staff complete mandatory training annually.
· Ensure all staff are aware and adhere to Practice Plus Policies.
· Manage all staff sickness and absence.
· Manage any conduct or capability issues.
· To ensure all Admin SOP’s and process documents are current and reflect the clinical pathways accurately.
· To ensure all data quality issues are addressed, identified and that training is put in place to prevent reoccurrence.
· Recruitment of administration roles, including probationary sign off, completion of competencies and induction programmes.
· Ensure additional training where necessary i.e. ERS. 
· Management of bank and overtime.
· Participate in monthly admin teams meetings (including administration governance) – ensure terms of reference produced, fixed agenda agreed, minutes available and 12 months’ meeting dates in place.
· Support work experience and apprenticeships.
· Ensure all administration teams have correct version and enough stock of documentation.
· Adherence to GDPR.
· Manage Datix related to the Administration function.
· Ensure all administration staff adhere to Practice Plus Group uniform policy.


Management

· Manage direct reports, including recruitment and selection, personal development, coaching, mentoring and performance management
· Maintain and develop strong communication links between administration and clinical staff
· Ensure strong customer service principles are maintained for all patient and referrer communication
· To ensure that all compulsory mandatory training is completed by all staff
· To promote by example and leadership a high standard of care for all customers
· Provide motivation, leadership and regular supervision to ensure delegated responsibilities are achieved
· To develop and co-ordinate team processes, referrals, communication and management systems to deliver personal and team objectives
· Ensure the admin team structure is fit for purpose and will adequately support national growth.
· To ensure all roles are adding value and the team is effective and efficient.
· To identify team training and development needs.
· Undertake performance reviews for direct reports on an annual basis ensuring feedback on performance is given at regular intervals throughout the year.
· Oversee the management and development of other staff.
· Develop and maintain strong communication links between administration and clinical staff.
· Ensure strong customer service principles are maintained for all patient and referrer communication.
· To ensure that all compulsory mandatory training is completed by all staff.
· Ensure excellent communication with SFM to ensure all key issues within the administrative function are known/discussed and way forward agreed.
· To promote by example and leadership a high standard of care for all customers.
· To adopt best practice principles and continue to promote continuous improvement.

Communication
· Manage direct reports, including recruitment and selection, personal development, training, coaching, mentoring, annual performance management and create two-way communication channels such as regular one to ones.
· Ensure that all key issues are communicated to the SFM/other managers as appropriate.
· Dissemination of key information to all administration staff.
· Daily briefing sessions with all administration teams to include physical walk around to review daily tasks and workload.
· 


Decision Making and Problem Solving

Service Delivery, Performance and Improvement
· Lead weekly multi-disciplinary scheduling meeting
· Undertake performance reviews for direct reports on an annual basis ensuring feedback on performance is given at regular intervals throughout the year


Governance and Quality Improvement
· Attendance at Clinical Governance.
· Oversee weekly performance report ensuring all teams are managing the patient pathway within the agreed KPI
· Oversee the management and safekeeping of patient records in accordance with data protection guidelines and Information Government Policies
· Ensure annual DSE for all administrative staff and adjustments made.
· Work with SFM to develop admin process audits and KPIs.
· Manage safe transfer of patients on an existing pathway with an acute trust/referrer to PPGHSM ensuring communication between PPGHSM and transferring provider is maintained with patients being offered prompt surgical treatment



     Professional Responsibilities
· Provide motivation, leadership and regular supervision to ensure delegated responsibilities are achieved.
· To be highly visible within the Admin function and lead the team by example.
· Ensure all administration functions are adequately covered with competent staff to support the business.
· Ensure each staff member has Annual PCR and 6-month review
· Ensure each staff member has completed competencies to support their role or extended role.
· Ensure all staff complete mandatory training annually.
· Ensure all staff are aware and adhere to Practice Plus Policies.
· Manage all staff sickness and absence.
· Manage any conduct or capability issues.
· To ensure all Admin SOP’s and process documents are current and reflect the clinical pathways accurately.
· Provide motivation, leadership and regular supervision to ensure delegated responsibilities are achieved.
· To create a professional and supportive working environment where individuals and teams can develop and achieve agreed individual and team objectives.
	

     Information Management and Administration
· To adopt best practice principles and continue to promote continuous improvement.
· Oversee the management and development of other staff.
· Manage safe transfer of patients on an existing pathway with an acute trust/referrer to PPGHSM ensuring communication between PPGHSM and transferring provider is maintained with patients being offered prompt surgical treatment


























Additional information

In addition the successful candidate will be required to adhere to the following:

Professional & Registration Requirements
The post holder must maintain professional registration (where applicable) and comply with revalidation requirements. 
The post holder must adhere at all times to professional Codes of Conduct including compliance to any other professional guidance. To comply with guidelines issued from time to time by the UK professional bodies or any other professional association relating to the practice of your speciality, together with guidance issued from time to time by other competent agencies on clinical, medical and ethical issues 

Regulatory Compliance 
The post holder must adhere at all times to the regulatory frameworks set out by the Care Quality Commission, incorporating the requirements for independent healthcare, as well as relevant Department of Health and Social Care standards and CQC Fundamental Standards.
The post holder must comply with all Practice Plus Group policies and procedures at all times and participate in information requirements as required.

Clinical Governance & Quality Improvement
The post holder is responsible for actively contributing to the organisation’s governance framework and supporting the delivery of safe, effective, and high-quality services.
This includes participating in audit and quality improvement activities and supporting service evaluation and improvement.

Safeguarding
The post holder has a responsibility to safeguard and promote the welfare of unborn babies, children, young people, families, and adults.
All staff must ensure that patients are protected from abuse, neglect, bullying or intimidation, and that any concerns or suspicions of abuse (including those occurring outside the organisation) are recognised, responded to, and reported appropriately in line with the Practice Plus Group Safeguarding Framework and reporting procedures.
The post holder must complete safeguarding training appropriate to the role and maintain compliance in line with organisational and national requirements. 

Infection prevention and control 
The post holder must comply with infection prevention and control policies and attend required training, recognising responsibilities in maintaining a safe environment.

Information Governance/ Confidentiality 
In accordance with UK GDPR and Data Protection Act 2018 the post holder must preserve the confidentiality of any information regarding patients, staff (in connection with their employment), and Practice Plus Group business and this obligation shall continue indefinitely. 

Health and safety 
Employees must be aware of the responsibilities placed on them under the Health and Safety at Work Act (1974), to ensure that the agreed safety procedures are carried out to maintain a safe environment for patients, employees and visitors. 




Risk management 
All staff have a responsibility to report all clinical and non-clinical accidents or incidents promptly and when requested to co-operate with any investigations undertaken. Datix provides the in house incident reporting programme and training will be provided.

Duty of Candour
Practice Plus Group is committed to compliance to Duty of Candour guidance, and employees are expected to comply with the principles laid out in the corporate Duty of Candour policy

Raising Concerns (Freedom to Speak up)
It is everyone’s responsibility to draw attention to any practice or behaviour which could put patients or staff at risk.   

Equality, Diversity & Inclusion
The hospital is committed to ensuring that all current and potential staff patients and visitors are treated with dignity, fairness and respect regardless of gender, race, disability sexual orientation, age, marital or civil partnership, religion or belief. Staff will be supported to challenge discriminatory behaviour. In particular staff will protect the privacy and dignity of all patients at all points of their contact with the organisation. It is paramount that staff deal sensitively with individual circumstances and adhere strictly to the single sex requirements.  

Practice Plus Group is committed to promoting equal opportunities in employment and will keep under review its policies and procedures to ensure that the job related needs of all staff working in Practice Plus Group are recognised.

Mental Capacity and Consent
The post holder must work in accordance with the Mental Capacity Act 2005 and ensure valid consent is obtained in line with organisational policy.

Mandatory training
The post holder is required to complete all mandatory and statutory training as defined by the organisation and maintain compliance. 

Conflict of interest 
It is responsibility of all staff to ensure that they do not abuse their official position to gain or benefit their family or friends.

JD flexibility clause
This job description is subject to change in consultation with the post holder to take into account changing organisational needs. 


Signature                                                	Date                                         	  


Signature of 
Department Manager                              	Date                                         	


	PERSON SPECIFICATION – Patient Pathway Lead





	CRITERIA
	ESSENTIAL
	DESIRABLE

	Qualifications

	· Satisfactory Occupational Health clearance for the role specified
· Satisfactory relevant DBS clearance
· Good attendance record
	· 

	Experience
	· Appropriate equivalent managerial experience
· Maths and English pass at GCSE or equivalent level
	· Management qualification NVQ level 4 in Business Administration


	Skills and Knowledge
	· Experience and evidence of effectively managing teams within last 12 months
· Awareness of risk assessment
· Excellent time management
· Demand / capacity / utilisation experience
· Previous experience of referral management systems
· 
	· Experience in the private sector
· Experience in a healthcare setting

	Personal
	· Excellent communication skills, verbally and in writing
· IT literate
· Able to demonstrate critical reasoning skills and decision making
· The ability to work co-operatively with senior teams, external agencies and to develop effective working relationships
· Quality focused with innovative approach, the ability to solve problems and implement action plans
· A strong understanding of multi-disciplinary issues and commitment to multi-disciplinary working
· Experience of effective staff support and management
· Experience of staff development 
· Experience of business development
· Able to organise own workload and support others
· Able to present and chair meetings with multidisciplinary backgrounds
· Commitment to self-development 
· Commitment to promoting equality and diversity in the workplace and in service delivery and development
· Able to work autonomously or as part of a team
· Ability to be flexible with regard to working hours
· Good sense of humour
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