Clinical Referrals Coordinator, Commercial Team - Job Description

	Job Title
	Clinical Referrals Coordinator (PICU/Acute), Commercial Team 
	Department
	Commercial Team

	Reporting To
	Business Development Director
	Salary
	£ 40-50K, depending on experience 

	Location
	Remote/ nominally Head Office
	Evaluation Date
	



[image: ]Purpose
[bookmark: _Hlk172036924]
Elysium Healthcare (EHC), as the UK leader in specialist psychiatric services, operate throughout England and Wales caring for people with mental illness, learning disabilities and acquired brain injuries.

It is the objective of Elysium Healthcare Services to be the independent sector provider of choice in our field.  We are committed to responding positively to the needs of our customers and to delivering services of high quality.  We aim to put our customer at the core of our business to ensure every contact is a positive experience and to build meaningful and long-term relationships with them. The core role of the Referral Coordinator is to be the primary customer contact and to provide a consistently excellent customer experience.  

Your role involves professional, regular and timely communications with healthcare professionals, internal and external colleagues and our customers (NHS referrers).  You must be highly organised and be able to take accountability for you bespoke workload, working on your own initiative. You should be a qualified nurse and have a clinical experience of working in acute and PICU mental health services.

Referral Coordination is an essential part of the business.  The PICU and Acute referrals service is a high demand service that can be busy at peak times. You will be the first point of contact for referrers and professionalism and high-quality communications are therefore always essential This is a busy role that involves frequent interaction with external professionals and internal colleagues.  Being confident and able to build rapport with others quickly in a fast-paced environment is essential.

You will have responsibility for managing shared email boxes and the Central Referrals telephone line.  Positive customer experience is monitored through regular feedback and surveys, and this is fed back to the team as part of quality monitoring and Key Performance Indicators (KPIs) for the Commercial Department.

You will be a member of the Referral Management Team. You will be responsible for coordinating and recording the whole referral process from enquiry to admission.  This will involve collating referral information, communicating with all involved professionals, progressing referrals in a timely manner and keeping accurate records of all activity.  

You must be confident in the use of all Microsoft Office applications and be willing to learn how to navigate the organisation’s bespoke recording and reporting systems.

The role involves providing out of hours cover for referrals on a rotational basis and providing annual leave cover for colleagues. This a full-time role Monday – Friday, working 37.5 hours per week between the hours of 8am-8pm. Due to the unpredictable nature of the service, some flexibility may be required with working hours.  This post is primarily remote working, and you must be comfortable participating in small and large meetings by Teams and on camera.  You must have a private workspace at home due to the confidential nature of the role.  It is essential to work under own initiative and without direct supervision.

Occasional national travel for meetings is required.  Therefore, a full valid UK driving licence and access to a vehicle is required.  

Key Accountabilities 
Managing Referrals 

Managing Referrals is the primary function of this role.  It involves:
· Effective team working, ensuring adherence to national guidelines, legislation, organisational protocols, procedures, policies, standards and systems
· Maintaining confidentiality and producing high quality and accurate work is essential
· Manage a dynamic workload and prioritise your schedule to meet competing deadlines
· Respond to enquiries
· Receive referrals by email and telephone
· Ensure that referral forms and required supporting information are fully complete
· Arrange and set up clinical review of referrals, liaising with internal and external colleagues
· Give updates to referrers at every stage of the referral process
· Get feedback from review and report to referrer decline reasons or the offer to admit
· Keep referrals progressing whilst maintaining communications on progress with referrer and clinical services
· Work to strict time limits on responses to referrals, following up with clinical services to ensure deadlines are achieved.
· Ensure all funding paperwork is completed ahead of planned admissions 
· Escalate and report any concerns or delays in meeting targets or progressing referrals to admission
· Monitor, record and report on referral process timelines 
· Be able to manage multiple, time-sensitive work streams at once
· Plan admissions in line with discharges, ensuring a pipeline to maximise occupancy
· Being able to problem solve, work on own initiative and without direct supervision to prioritise your work
· Keep up to date knowledge of all the services offered by EHC to ensure referrals are made to the most suitable service and that you can answer enquiries
· Understand the importance of your role in the delivering the strategy of the Commercial Team 
· Attend regular team meetings to contribute and support the development of the business and referral management.


Customer Service and Communications 
· Manage all communications between the referrer and the clinical services, acting as the central point of contact for all parts of the enquiry to admission process
· Be able to build rapport quickly and have a professional and welcoming manner on the telephone and in email correspondence.  
· Build strong working relationships with colleagues in the Referral team, Operational teams and wider Commercial Team
· Effective written communications, in plain English
· Able to communicate with people at all levels, NHS colleagues, EHC colleagues, members of the public, busy clinicians, contracting teams, nuisance callers.  
· Able to deliver customer care excellence at all times
· Build meaningful and long-term relationships with customers/ referrers.
· Be the primary customer contact and to provide a consistently excellent customer experience.  

Reporting systems and Information Management 

· Ensure the confidentiality, security and accuracy of data and information in compliance with Regulatory guidelines and statutory requirements.
· Maintain an electronic filing system 
· Accurately record information on reporting systems, spreadsheets, databases, Customer Relationship Management system (CRM), and Electronic Patient Record System (EPR)
· Record all relevant information onto the CRM system, according to policy
· To record referrals and all outcomes on the EPR system, setting up the admission as required
· Become proficient in use of all reporting systems 
· Access multiple NHS portals to retrieve and respond to referral information and make entries
· Raise IT tickets to inform service or bed changes, to maintain accuracy of census report
· Produce and send out daily activity reports and bed availability
· Prepare regular and ad-hoc reports as required, within fixed timeframes
· Contribute to setting and delivering KPIs.

Key Relationships

Developing and maintaining good working relationships with all our colleagues and stakeholders is an essential part of the job role. Establishing and building meaningful and long-term relationships with our external stakeholders is essential. 

Within EHC you will interface with the following people/teams:

· Business Development Director
· Partnership Development/Referrals Managers
· Admin staff within Commercial Team and Operational services
· Operational Managers
· Clinical Teams
· Marketing team
· Contracts Team 
· Finance Team
· Information Management Team

Excellent relationships with external colleagues are high priority and will include:
· Case Managers
· Commissioners
· Referrers
· Clinical teams in other NHS or Independent Hospitals 
· Bed Managers
 
Decision Making Authority

· Day-to-day time management and prioritisation of own workload
· Decisions on the coordination and progression of individual referrals, in line with policy
· Meeting designated actions allocated by specific job role


Key Performance Indicators

· Positive relationships with internal and external colleagues
· Completion of all recording and monitoring to a high standard
· Excellent organisation and professional communications
· Managing the referral process to admission in a timely and efficient way to maximise occupancy
· Support colleagues as required

Human Resources

· This position does not have any direct reports, but the person is required to work positively with all members of the Commercial Team and wider organisation to achieve the team goals and delivering the company’s strategic priorities
· To maintain effective working relationships with others both within and outside the organisation
· To report any concerns to their line manager as soon as possible to secure early resolution of any difficulties.

Equality and Diversity

It is the responsibility of every person to act in ways that support equality and diversity. Equality and diversity is related to the actions and responsibilities of everyone – users of services including patients, clients and carers; work colleagues; employees and people in other organisations.

· Interprets equality, diversity and rights in accordance with legislation, policies, procedures and good practice
· Actively acts as a role model in own behaviour and fosters a non-discriminatory culture
· Work in alignment with our KITE values (Kindness, Integrity, Teamwork, Empowerment).

Health Safety and Security

Maintaining and promoting the health, safety and security of everyone in the organisation or anyone who comes into contact with it either directly or through the actions of the organisation.

· Looks for potential risks to self and others in work activities and processes
· Manages identified risk in the best way possible
· Works in a way that complies with legislation and organisational policies and procedures on health, safety and risk management
· Works in a way that ensures security including physical, relational and procedural security where appropriate
· Supports and challenges others in maintaining health, safety and security at work.

Qualifications, Skills, Knowledge

· [bookmark: _Hlk176851412]Be a qualified nurse
· Clinical experience of working in acute and PICU mental health services
· Must be able to evidence/demonstrate capability in all required areas of the role
· Be an excellent communicator and an organised efficient recorder
· Must be able and willing to use multiple recording and reporting systems
· Must be prepared to engage with Elysium Healthcare training and courses as required
· Experience of work in a customer facing role and/ or a healthcare setting would be advantageous, although full training will be given
· Stay appraised of all changes to legislation and NHS commissioning infrastructure
· Awareness of the business context in which the Referral and Commercial teams operate and the importance of your role in delivery
· A good understanding of current health and social care infrastructure, both NHS and independent sector
· A good understanding of the commissioning and funding responsibilities of statutory health and social care bodies
· Awareness and understanding of health care regulatory bodies and requirements 
· Have an awareness Liberty Protection Safeguards (formerly DoLs) and requirements of the Mental Health Act and associated paperwork to allow admissions, where necessary. 




Essential Requirements 

· Have high level knowledge of confidentiality and safeguarding requirements
· Achieve enhanced DBS clearance 
· Hold a valid NMC pin number
· Have the right to work in the UK
· Hold a valid UK driving licence and have access to a vehicle
· Excellent interpersonal and organisational skills with a ‘can-do’ attitude.
· Real team player with the ability to work as part of a team and autonomously within role 
· Willingness to contribute to team and divisional success and go above and beyond to ensure excellent customer service
· [bookmark: _Hlk174364381]Confident in use of all Microsoft Office applications. Willing and able to learn organisation’s bespoke recording systems
· Methodical, very good attention to detail. 
· Flexible and adaptable when required 
· Caring and compassionate person who believes people deserve the best quality healthcare provision



	Needs to be:
Using the “1,2,3” scale, where: 1=Basic, 2=Important, 3=Critical


	· Team player (3)
· Professional (3)
· Excellent Communicator (3)
· Responsible and accountable (3)
· Compassionate (3)

	· Flexible and adaptable (3)
· Ability to think strategically (2)
· Ability to think reflectively and accept guidance (3)
· Resilient (3)
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