
LONDON AMBULANCE SERVICE NHS TRUST
JOB DESCRIPTION

JOB TITLE:
PTS Co-ordinator
ACCOUNTABLE TO:
TOC Manager
GRADE/SALARY:
3
LOCATION:
New Malden / Becontree TOC
Main Purpose of Role  
PTS Co-ordinators will work within one of two Transport Operations Centres (TOCs) and act as the direct link between the hospital, patient and the London Ambulance Service (LAS).  They will work closely with their colleagues to provide a quality service, putting the patient first and ensuring that they arrive at their destinations in a safe and timely fashion.
They will ensure that the information on the booking system is relevant, accurate and up to date to ensure that the most efficient and effective transport service is provided on the day.  This will include checking with the hospital and the patient in advance for the continued need for transport and that the resources being deployed are the most appropriate to meet the patients need. 
Where problems arise during the day in respect of transport, the co-ordinator, in conjunction with the Customer Relations Manager and PTS Operations Managers, will liaise between the hospital, patient and PTS crews to ensure alternatives are made available and all stakeholders are kept informed.

Co-ordinators will be required to plan and organise dedicated LAS resources to meet “on the day” requests for transport and plan patients’ journeys out from hospital once their appointments are finished. This has to make optimum use of the vehicles and ambulance crews available whilst minimising waiting times for patients. He/she will liaise with control staff from the alternative TOC to ensure the use of resources across London where appropriate.

He/she will present themselves in accordance with the LAS dress code and in the uniform provided at all times whilst on duty.
She/he will at all times promote and uphold the “Vision and Values” of the service and be focussed on delivering the highest quality patient care, improving the working lives of all staff.   

Main Tasks and Responsibilities

1. Patients and Customer Care
· Ensure that patients, Customer Relations Managers and hospital/ward/clinic staff receive accurate and prompt service keeping all parties informed of delays or changes;
· Work in partnership with Customer Relations Managers and 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;
· In conjunction with the Customer Relations Manager 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;
2. Planning & Organisation
· Ensure that Ambulance Personnel and drivers are kept up to date with details of their pre-planned work from Cluster Planners and that this plan is followed through as far as is practicable;
· In the event of short notice losses of crew or vehicles, will work with PTS Operations Manager and Crews to adjust the planned work onto remaining available resources; 

· Will liaise with customers and will plan in “on the day” requests for transport advising on what is feasible and any delays that may result;
· Plan outward journeys of patients once they have finished their appointments, making most efficient and effective use of both vehicles and personnel. 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; 
· Liaise with wards/clinics to establish when patients are likely to be booked ready for outward journeys to advise plan, chasing clinics where patients are not returned on time and readjusting plan where there is likely to be excessive delays for other patients; 

· Minimise the number of wasted journeys by contacting patients or clinics/wards the day before to check that they are still travelling;

· Input all requests for transport onto the patient transport booking system on the day of receipt, so data is available for cluster planners to prepare timely and accurate future journey plans;

· Update the patient transport booking system quickly and accurately with journey details for the day, provided by Crews on the PTS1 where this updating is not captured by the PDA;

· Advise Cluster Planners, in advance, of predicted manning levels and/or vehicles;
· Where problems occur, outside the normal operating experience, advice, support and help can be obtained either by telephone or in person from the TOC Manager, PTS Operations Managers, Customer Relations Managers and/or Cluster Planner.
· Will control the allocation of Crew meal breaks and record finishing times for confirmation purposes against overtime claims etc.  
3. Booking System
Co-ordinators 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 incidents 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 etc.

As a result post holders will:

· Data enter/Register requests for transport as soon as possible, where the Trust do not use e-booking;
· Plan on the day bookings and outward patient journeys during the day;

· Record any cancellations/aborted journeys as they happen;

· Update all times and notes onto patient records by end of the day where this is not captured by PDA;

· 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 frequent disruption from Trust and crew staff seeking advice and/or assistance via telephone.
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 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 workloads

· Know when to offer help and when to ask for it with assistance and advice available from the TOC Manager, PTS Operations Managers and Customer Relations Managers.

· Be prepared to play a full part in achieving individual and team targets 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.  

· Be required to operate from other LAS or hospital sites as requested.
5. Health and Safety
The post holder would be required to discharge responsibilities as laid down in the LAS Policy for Health and Safety Organisation. In particular all employees must;

· Take care of their own Health and 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 and Safety information, instruction, training and supervision provided by the LAS NHS Trust.
· Attend Health and Safety training sessions. 

· Use, as required, all personal protective clothing, specified safe systems of work equipment, etc. provided by the employer.
· 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 and safe working within the Trust.
6. Training and 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

· Administration 
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 role.

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 the 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 managers.

Relationships

1.
Internal

All PTS managers, Ambulance Personnel, Control Staff, Drivers, A&E staff and managers.
2.
External
Patients, Patient Carers and all other members of the public who come into contact with the Service.  Authorised Officers and all other hospital staff, other individuals who either work or have an association with the NHS.
Key Results Areas and Performance Measures
Patient Care

Productivity
Timeliness (patient transport performance)

Complaints

Discipline

Absence
Post Holder
Manager
Signature
Signature
Name
Name

Date last revised:   September 2009
LONDON AMBULANCE SERVICE NHS TRUST

PERSON SPECIFICATION

JOB TITLE:
PTS Co-ordinator
LOCATION:
Becontree TOC / New Malden TOC
Listed below are the key requirements needed to perform this job.  Candidates will be assessed against these criteria.

	CRITERIA
	* E/D
	ASSESSMENT STAGE

	Education/ Employment
General level of education to GCSE or equivalent standard
Stable work record
	E

D


	Application

Application/ Interview



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


	E
	Application/ Interview



	Skills, knowledge and experience
Good interpersonal skills

Ability to work in team

Ability to relate to people from diverse backgrounds
Able to work on own initiative

Previous administrative/ reception work

Good keyboard skills

Data input/Database manipulation experience
Computer literate

Knowledge of NHS/Control activities

Good written communication skills 


	E

E

E

E

D
E

D

E

D

E


	Interview

Application/ Interview

Application/ Interview

Application/ Interview

Application/ Interview

Assessment

Application/ Assessment

Interview/ Assessment

Application/ Interview

Application/ Assessment

	CRITERIA
	* E/D
	ASSESSMENT STAGE

	Personal Qualities

Caring and polite manner

Attention to detail

Responsible and mature outlook

Neat and tidy appearance

Good timekeeping record and attendance

Willingness to be flexible regarding travel to other Control sites

Demonstrate commitment to the 

provision of an efficient and effective service

Background knowledge of the LAS and awareness of the nature of work involved


	E

E

E


E

E

E

E

D


	Application

Application/ Interview

Interview

Interview

Application/Records/Reference/Interview

Application/Interview

Application/Interview

Interview


* E = Essential Criteria; D = Desirable Criteria
* Minor convictions, especially those which occurred some time ago, may be considered on an individual basis.  Any conviction involving theft, violence or drink driving convictions will not be acceptable.
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