LONDON AMBULANCE SERVICE NHS TRUST

Job Description

Job Title

Cluster Planner

Location

Becontree Transport Operations Centre (TOC)
Reporting to

TOC Manager(s)
Salary
Band 4, £17, 732 - £21,318 plus 20 per cent high cost area supplement

Main Purpose of Post

Cluster Planners are responsible for the effective and efficient planning of patient journeys across a group of contracts (cluster) roughly equating to a quarter of London. They will do this through using the Patient Transport Planning System (Meridian) and will maximise the deployment of resources through making best utilisation of crews and vehicles in the cluster. Resources will be deployed utilising the Meridian Mobile software, allocating jobs directly to the crew’s vehicle via PDA. The role requires exceptional communication skills to liaise with a wide range of people including LAS Managers, fellow Cluster Planners, crews, control assistants, customers and, most importantly patients.

Post holders will also be expected to forge strong relationships with the two TOC Managers who are responsible for the overall delivery of PTS throughout London. They will also be required to have a full understanding of the financial implications of their decisions on PTS contracts; especially relating to the use of third party providers, overtime allocation and other associated costs which could undermine the provision of an efficient, pan London service.
Cluster Planners will be responsible for the planning and the deployment of ambulance crews to deliver patient journeys on behalf of our external customers and via the Urgent Operations Centre (UOC). It is imperative that this is achieved in an efficient and timely manner to ensure that the quality of service provided to patients is of the highest standard and encompasses the London Ambulance Service vision and values.

Cluster Planners will also be responsible for maximising additional income generation by identifying/creating spare capacity for the conveyance of Extra Contractual Journeys (ECJs). They will be pro-active in searching for ECJ work when communicating with customers.

To succeed in this role applicants will be expected to deliver maximum productivity of PTS resources whilst working in a high pressure environment. They will need to build excellent working relationships with PTS and A&E colleagues, hospital staff and patients, and will also be expected, on occasion to undertake other duties appropriate to the post such as accepting and processing patient bookings.

Main Tasks and Responsibilities
1. Patients and Customer Care
Cluster Planners need to have an understanding of the needs of each hospital within their cluster. Consequently they need to ensure that their planning reflects the requirement required for meeting patient and hospital/ward/clinic expectations; and the quality standards as set out in the PTS Service Level Agreements.

They will ensure that:

· PTS co-ordinators, patients and hospital/ward/clinic staff receive accurate and prompt service keeping all parties informed of delays or changes;

· They work in partnership with hospital/ward/clinic staff to overcome difficulties or changes to transport provision or appointment times; suggesting alternative options so as not to disadvantage or endanger patients;
· When dealing with patients they demonstrate care and understanding for patients and any medical conditions they may have. They will provide reassurance as required, even when patients or their carers may be confrontational or distressed;

· Show both patients and customers that their complaints or concerns are taken seriously, explaining what steps they will take to resolve the issue or, where this is not possible, direct them to whomever will be able to provide the most expedient resolution;

· Show respect and courtesy for patients and hospital staff at all times, explaining what is or is not feasible, even when the situation may be contentious or emotionally charged;

· Providing basic life support or other medical assistance in line with LAS training.

2. Planning & Organisation

Cluster Planners will drive the day to day business of PTS through the maximisation, efficient and effective planning and organisation of resources across their cluster. They will be seen as the expert on planning by the co-ordinators and management teams within their cluster and they will be called upon to help lead/support all planning activities.

Cluster Planners will ensure that:

· They have produced suitable, effective journey plans for each contract for the following day. These should be available for PTS Ambulance Personnel, Drivers, Co-ordinators, PTS Operations Managers and Customer Relation Managers in a timely manner;

· They will readjust plans at the start of the day, based on short term notification of losses of resource through such things as vehicles breakdowns, sickness absence and short term leave;
· They will readjust plans at the start of the day and throughout the day as required to take account of additional on the day or ECJ bookings and UOC journeys that may arise;

· Review plans on an on-going basis, making adjustments to ensure the most efficient and effective use of resources within the cluster;

· Discuss with and obtain authorisation for, third party usage with TOC Managers;

· Check with patients that they will be travelling the following day to ensure that abortive or cancelled journeys are minimised and that resources are appropriate for the patient needs. This will take into account patient mobility, nature of patient illness, distance to be travelled and optimum loading of vehicles to meet the needs of the patients and cost efficiency of the service;

· Where agreements are in place the CP will prepare clinic lists from Meridian for patients travelling the following day and fax or email these lists to the relevant hospitals.

· As the planning expert, they will help and advise PTS Co-ordinators on how to achieve best planning and utilisation of resources to plan out/return patients home at the end of each day.

3. Booking System
Cluster Planners are responsible for ensuring that the PTS booking database is populated with correct, accurate and timely data. It is the data on this system from which collection and return of patients is planned driving the business of PTS. This is the prime database used by PTS for producing business reports for customers and managers within the service. This system details all individual patient journeys including pick up times, time on vehicle, delivery times and any notes about any incident which may occur whilst a patient is in the care of the LAS. Consequently, this information can be used for a diverse range of purposes including quality reports, activity reports, invoicing for over-activity and a source of evidence for dispute or complaint handling.

As a result post holders will secure and maintain confidentiality of patient records in line with LAS policy and procedure.

These activities are undertaken throughout the working day and must be completed in a timely fashion although there will be constant disruption from patients, crew and control staff seeking advice and/or assistance.
4. Teamwork

In carrying out their duties, the post holder may be required to work on their own and as a member of a team at contract, regional or organisational level.

As an individual he/she will use their own initiative, planning and prioritising collection and drop off of patients in an efficient and timely manner, through best utilisation of resources.

As part of the team he/she will:

· Cooperate with colleagues to achieve the most effective operation for daily work loads;

· Know when to offer help and when to ask for it with assistance and advice available from the TOC Manager(s), PTS Operational Managers, Customer Relations Managers or any other colleagues.

· Be prepared to play a full part in achieving individual and team targets on performance and income generations, and keep up with the flow of work;

· Play an active role in the running of PTS contracts making valued suggestions on improving operations at appropriate times;

· Understand their contribution and how it impacts on the team.

5. Health & Safety

The post holder would be required to discharge responsibilities as laid down in the LAS Policy for Health & Safety Organisation. In particular all employees must;
· Take care of their own Health & Safety and that of any other person who may be affected by their acts or omissions;

· Comply with the safe systems of work and the Health & Safety information, instruction training and supervision provided by the LAS NHS Trust;

· Attend Health & Safety training sessions;

· Use, as required, all personal protective clothing, specified safe systems of work equipment, etc. provided by the employee.

· Report and record any unsafe practices, or workplace hazards. Ensure all incidents are promptly recorded in accordance with the Service’s accident/incident policy;

· Promote and encourage health & safety working within the Trust.

6. Training & Development

The post holder would be required to take responsibility for his/her own Personal Development Review (PDR) and engage in appropriate learning and development interventions and opportunities that underpin the demands of the role, internally and externally.

Initial formal training will cover the following areas;

· Computer basics;

· Registration;

· Planning;

· Day Control;

· Resuscitation including adjuncts;

· Defibrillation;

· Kinetics;

· Patient care and complaints;

· Customer service;

· Hand hygiene;

· Diversity;

· First aid;

· Management of conflict;

· Communication skills;

· Contract awareness

This list is not exhaustive and the nature of the initial training may change from time to time to reflect improvements in patient care or changes required to meet the changing demands of the job.

It is the responsibility of the post holder to ensure that they engage in all publicised regular training as part of their Continuing Professional Development (CPD). This will include training in new equipment or initiatives deemed necessary by the London Ambulance Service. The majority of training included as part of the CPD will be mandatory and the post holder will be required to demonstrate that they continue to meet the standards required for the job.
7. Ad-Hoc

The post holder would be required to carry out other duties commensurate with the post and skills/competencies of the post holder as required.

These will be in accordance with all London Ambulance Service policies and procedures which can be found on the Service’s intranet site or can be accessed through the post holders line manager(s).

Relationships

1. Internal

All PTS managers, Ambulance Personnel, Control Staff, A&E Staff and managers.
2. External

Patients, Patient Carers and all other members of the public who come into contact with the Service. Transport Manager and all other hospital staff, other individuals who either work or have an association with the NHS.

Key Results & Performance Measures

Productivity

PTS KPIs
Complaints/Discipline/Absence

Income Generation

Vehicle and resource utilisation
LONDON AMBULANCE SERVICE NHS TRUST

PERSON SPECIFICATION

	JOB TITLE

Central Resource Planner
	LOCATION

Central Services

	

	CRITERIA
	* E/D
	ASSESSMENT STAGE

	Education/ Employment
Demonstrable experience of resource planning, day control and liaising with customers
	E


	Application/Assessment/ Interview



	Physical Requirements
Acceptable level of sickness absence in accordance with standards set out in LAS policies.


	E


	Application/ Interview



	Skills, knowledge and experience
Excellent interpersonal skills

Ability to promote good teamworking 

Able to work on own initiative

Experience of planning methods

Experience in operating/interrogating computer databases

Demonstrated very good analytical and planning skills

Speed of numerical and written work

Accuracy of numerical and written work

Practical use  of Microsoft Office 

Financial awareness


	E

E

E

E

E

E

E

E

E

D


	Application/ Interview

Application/ Interview

Application/ Interview

Assessment

Assessment

Assessment

Assessment

Assessment

 Assessment

Interview




	CRITERIA
	* E/D
	ASSESSMENT STAGE

	Personal Qualities

Caring and polite manner

Attention to detail

Responsible and mature outlook

Neat and tidy appearance

Awareness of Equal Opportunity issues


	E

E

E


E


E


	Application

Application/ Interview

Interview

Interview

Interview




