Patient Services Coordinator - Outpatients
Job Description
Role Overview
The Patient Services Coordinator – Outpatients supports the smooth, safe, and efficient running of clinics at Croft Shifa and the Croft Shifa Mobile Unit. The role is primarily patient‑facing, with a strong emphasis on clinic flow, patient tracking, waiting list management, and ensuring all administrative processes are completed accurately on site. The post holder works closely with clinical teams, rota teams, and reception staff to maintain excellent patient experience and operational performance.
Working Hours
· 4 days per week
· 08:00–18:00
· 1 rota’d day off per week (not fixed, not Friday)
Key Responsibilities
Outpatient Coordination & Patient Flow
· Coordinate all outpatient activity at Croft Shifa and the Mobile Unit.
· Work closely with the clinical team to ensure a smooth, efficient patient journey throughout the clinic.
· Track patients in clinic to ensure no patient is left waiting or unaccounted for.
· Book patients on the day where appropriate to support flow and reduce DNAs.
· Ensure all clinic outcomes are recorded correctly to support accurate RTT reporting and pathway management.
· Act as a first point of contact for patient queries, providing clear and compassionate communication.
Waiting List Management
· Actively manage waiting lists across all relevant systems, including NWO and Maxims.
· Book patients directly from waiting lists to maintain flow and reduce delays.
· Monitor waiting list pressures and escalate concerns to management.
· Ensure patients are booked into the earliest appropriate clinic in line with clinical need and service targets.
Clinic Utilisation & Capacity Management
· Ensure all outpatient clinics are full and efficiently utilised.
· Work with clinical leads and rota teams to identify capacity gaps and ensure demand is met.
· Relay capacity issues to management promptly, including when additional clinics are required.
· Request additional clinics when demand exceeds capacity.
· Support planning and forecasting of clinic demand for all appointment types.
· Ensure clinics run smoothly on the day, escalating issues promptly to clinical or operational leads.
· Monitor clinic utilisation trends and contribute to service improvement discussions.
Maxims Management & Data Quality
· Work with the clinical team to ensure all profiles on Maxims are correct and up to date.
· Ensure clinics are built accurately in Maxims and reflect the published rota.
· Support the reception team in completing clinic shutdowns and escalate any issues.
· Identify and report data quality issues to support training and continuous improvement.
· Maintain accurate patient records and ensure all pathway updates are completed promptly.
· Ensure all clinic outcome letters and onward NHS referrals are completed the same day and recorded accurately on Maxims and Medisight.

Reception & Front‑of‑House Support
· Provide on‑site support to the reception team to ensure a professional and welcoming environment.
· Assist with reception duties as required to maintain service continuity.
· Support face‑to‑face booking of patients to reduce DNAs and improve clinic flow.
· Ensure patients are checked in, tracked, and supported throughout their visit.
Administrative Responsibilities
· Complete all administrative duties on site, supporting clinical and reception teams.
· Ensure all referrals, outcomes, and clinic data are processed accurately and in a timely manner.
· Assist with service reporting, including trends in clinic utilisation, DNAs, waiting lists, and patient flow.
· Support governance processes by ensuring accurate documentation and audit trails.
Communication & Stakeholder Liaison
· Liaise with clinical teams, rota teams, and operational leads to ensure clinics run smoothly.
· Communicate effectively with patients, providing updates, reassurance, and clear instructions.
· Escalate concerns regarding capacity, delays, or pathway risks to the Patient Services & Data Quality Manager.
· Contribute to daily operational huddles and the extended Friday huddle with up‑to‑date service information.

