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Our Values

Care and
compassion

Quality and
teamwork

Care and Compassion

A commitment to creating a supportive and inclusive environment, where everyone is
valued and treated with respect. Care and Compassion guide our interactions with
colleagues, patients, and partners, and serve as a foundation for building meaningful
relationships.

Dignity and Respect

Treating everyone with fairness, courtesy, and kindness, regardless of differences in
background, belief, or opinion. Building trust and credibility in our interactions with others.
Creating a positive work environment which is inclusive, respectful, and empowering.

Openness, Honesty and Responsibility

Fostering clarity, trust, and accountability in all of our interactions, whether they be with
colleagues, patients or partners. The value of openness, honesty, and responsibility is the
commitment to be truthful, transparent, ethical, and accountable in work.

Quality and Teamwork

Striving for quality and excellence in all our endeavours and setting a high standard for
ourselves and demonstrating our dedication to our patients across Scotland. This is coupled
with working collaboratively to achieve our common goals, and leverage individual strengths
and expertise, resulting in better outcomes and improved efficiency.



A Career with NHS 24
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BREATHING

Our service touches the lives of people across Scotland when care and compassion is what
matters most. Our people are our most important asset, and it is through them that we can
deliver high quality, clinically safe services across Scotland. We want to reduce health
inequalities, to work seamlessly across boundaries, to utilise technology to provide our
patients with omni channel access to the latest and most effective digital healthcare. We
employ around 2000 staff across five main contact centres in Scotland. Continual investment
and growth of our workforce is vital to the delivery of services.

If you are resilient, committed to personal development and up for a challenging but
rewarding career then you sound like our kind of person.

NHS 24 is the national provider of digital and telephone-based health and care services for
Scotland. We provide people with access to information, care and advice through multiple
channels including telephone, web and online. We work in collaboration with partners, the
public and our people to co-design services using technology and a digital first approach to
sustainable service development and delivery.

There's no such thing as a typical job at NHS 24. We employ a wide range of clinical and non-
clinical staff. From call handlers and nurse practitioners to physiotherapists and pharmacists
as well as all the usual support services, the diversity of our workforce reflects the constantly
evolving needs of our patients. As an integral part of the NHS in Scotland, NHS 24 continues



to develop, provide, and facilitate an expanding range of multichannel, patient centred, safe
and effective telehealth and tele-care services.

NHS 24 is an equal opportunities employer committed to advancing equality and particularly
welcomes applications from groups of people currently underrepresented within the
workforce. We are a committed participant in the Disability Confident Leader Scheme and
guarantee to interview all disabled applicants who meet the minimum essential criteria for
our vacancies.

You can find more information about NHS 24 at https://www.nhs24.scot/

Please visit our NHS 24 career website: https://www.nhs24.scot/careers/
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Organisation Structure
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Organisation Structure

NURSING AND CARE

+ Professional Leadership and Standards
+ Clinical Education

+ Clinical Governance

+ Public Protection

+ Patient Safety

+ Clinical Input to Service Development
* Quality Improvement

+  Evaluation

TRANSFORMATION, STRATEGY,
PLANNING AND PERFORMANCE

+ Strategic Planning

+ Corporate Performance Management
« Digital Strategy

+ Service Design and User Research

+ Stakeholder Engagement

+ Equalities and Participation

+ Programme Management

+ Resilience Planning

SERVICE DELIVERY

« Service Planning and Delivery

« Operational Input to Service
Development

» Operational Management and
Team Leadership

+ Service Performance Against KPIs

« Operational Resource Planning

INFORMATION AND
COMMUNICATIONS TECHNOLOGY
. and Records

+ Data Security

« IT Strategy

+ Technical Contract Management

+ Technology Support

+ Information Governance

+ Data Architecture and Standards

+ Digital Solutions
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COMMUNICATIONS

+  Corporate Communications
« Media and Campaigns

+ Internal Communications

« Social Media Delivery

« Stakeholder Engagement

+ Public Relations

+  Public Affairs

«  Advertising and Marketing

«  Audio-Visual Production

PEOPLE AND DEVELOPMENT
Organisational Development
HR Policy
Learning and Development
Performance Management
Trade Union Partnership
Engagement
Workforce Strategy
Planning and Resourcing

FINANCE AND ESTATES

Financial Planning

Financial Control

Operational Costing and Efficiency
Revenue Development

Facilities Management

and Procurement

Corporate Governance

Risk Management

MEDICAL

« External Clinical Engagement

« Patient Safety

+ Clinical Content

« Clinical Input to Service Development
« Caldecott Guardian


https://www.nhs24.scot/
https://www.nhs24.scot/careers/

Service Delivery

Service Delivery is the patient-facing directorate of NHS 24 that covers the full range of
services offered to Scotland, such as NHS 24 Unscheduled Care Service, Scottish Emergency
Dental Service, NHS 24 Health Information Services, Breathing Space and Living Life Services.

NHS 24 has been providing a national Unscheduled Care service since 2004. This service
handles approximately 1.5 million calls per annum. During the out-of-hours period, patients
who require urgent medical attention are triaged and directed to the most appropriate point
of onward care within their own area.

In 2014 we successfully moved to the new free phone telephone number 111, hence why
the service is also branded as the 111 Service.

We increasingly operate a multi-disciplinary team approach, involving a range of clinical and
non-clinical skills to ensure the public get access to the best health care professional to
manage their care efficiently and effectively.

Whilst operating 24hrs a day 7 days a week, the 111 Service was initially a predominately
Out of Hours Service, which meant that 90% of calls to the service were received between
the hours of 6pm and 8am. However recent national changes to Urgent Care pathway now
means demand from 111 service has increased across both the in and out of hours periods.
Weekends continue to be our busiest time of the week.

A national service available to all in Scotland, the location, age, health concern and content
of the calls are wide ranging and no two calls are the same. Working in collaboration with
our partner Health Boards, all calls to service are assessed and where appropriate directed
to the appropriate health care professional for treatment. This includes calls which are

immediately life threatening and require to be transferred to the Scottish Ambulance Service.

Quality and Teamwork

Who are you?

To be successful in the Call Handler role you will be

e Enthusiastic and committed to fully undertaking this opportunity



e Able to follow instruction and adhere to process whilst listening sensitively and
communicate clearly with the callers

e Part of a busy and growing team playing your part in helping to ensure that patients
and the public are first in everything NHS Scotland does

This will involve collecting and recording patient information, identifying patients in need of
an immediate response, and directing callers to clinical colleagues or to other NHS services
for further assessment.

As part of a multi-disciplinary team at NHS 24 you can make a real difference to people’s
lives with a career that is exceptionally rewarding.

Quality and Teamwork Care and Compassion

Our Centres

We have five regional centres Aberdeen, Cardonald, Clydebank, Dundee and South
Queensferry. Vacancies may not be available in all centres therefore please check the current
advert for further detail on availability.
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North Regional Centre

Forest Grove House, Foresterhill Road,
Aberdeen, AB25 2ZP




West Regional Centre

Caledonia House, Fifty Pitches Road,
Cardonald Park, Glasgow G51 4EB

East Regional Centre

Norseman House, 2 Ferrymuir,
South Queensferry, EH30 9QZ

West Regional Centre

Aurora House, 3 Aurora Avenue, Clydebank,
Glasgow G81 1BF




Dundee Contact Centre

Kings Cross Hospital, Clepington Road,

Dundee, DD3 8EA
Quality and Teamwork Care and Compassion

Shift Working at NHS 24

NHS 24 can be described as a predominately “Out of Hours” Service which means our

busiest times of the day are from 6pm to 8am and our busiest days of the week are Saturday
and Sunday, across the full weekend. As a result, all staff rotas are designed around these
times which means anyone working for NHS 24 will find their working pattern is heavily
weighted to working at these times.

National Public Holidays are the busiest times, when other services across the Health Service
are reduced.



Rota Information

e When joining the organisation successful candidates are issued with an 8-week rota,
however these are subject to the following changes

e Rotas offered are fixed (and aligned to the call arrival patterns and volumes)
therefore NHS 24 is unable to amend days off or shift start/end times

e If NHS 24 do require staff to alter their rota, NHS 24 will aim to provide 8 weeks’
notice of any change to the rota

Over the busy Christmas and New Year period a ‘festive rota’ will be issued which will differ
from the core rota, and may involve working different days, different shift times etc. during
this period.

Quality and Teamwork

Example Rota

Below are samples of NHS 24 Call Handler rotas.

Rotas are subject to service demand and call arrival patterns, these are regularly reviewed.

Successful candidates will be provided with their actual rota at the point of offer.

Rota Name Contracted Hours
20-68EN | 24:00
Week| Monday | Tuesday ‘Wednesday Thursday Friday Saturday Sunday
Start | End | Start | End | Start | End | Start | End | Start| End | Start| End | Start{ End

1 07:30 16:00 | 07:00 | 15:30 | 07:00 | 15:30
2(07:45|16:15 07:00] 15:30 | 07:00 | 15:30
3 15:30 | 21:30 [ 15:30 | 21:30 [ 15:30 | 21:30
4] 15:30{ 00:00 07:00] 15:30 | 07:00 | 15:30
5[23:30| 08:00 | 23:30 | 08:00 | 23:30 | 08:00
6 23:30 | 08:00{23:30 | 08:00| 23:30 | 08:00 | 23:30| 08:00
7| 15:30|21:30 15:00] 23:30 | 13:00 | 23:30
8 07:45]16:15) 07:45 | 16:15 ) 07:45 | 16:15

Rota Name Contracted Hours
20-68v2CH | 24:00
Week| Monday | Tuesday ‘ Wednesday | Thursday Friday Saturday Sunday

Start| End [ Start| End | Start | End | Start | End | Start | End | Start| End | Start| End
17:30(23:30 | 15:30 | 00:00 15:30 | 00:00
17:00(01:30 07:30| 16:00 | 07:30 | 16:00
17:30 | 23:30 | 17:30 | 23:30 07:30| 16:00 | 07:30 | 16:00
23:30)08:00 | 23:30 | 08:00 | 23:30 | 08:00

17:30|23:30|23:30 | 08:00| 23:30 | 08:00 | 23:30 | 08:00
07:30| 16:00 | 07:30 | 16:00
17:00{01:30 07:30 | 16:00 | 07:30 | 16:00
17:30 | 23:30 | 17:30 [ 23:30 | 17:30 | 23:30 | 17:30 | 23:30

© N s W =




Rota Name Contracted Hours

30-N2-RUC_New | 30:00
Week| Monday | Tuesday | Wednesday | Thursday Friday Saturday Sunday

Start| End | Start| End | Start | End | Start [ End | Start | End | Start| End | Start| End
1]16:00 | 00:30 | 16:00 | 00:30 07:30 | 16:00 | 07:30| 16:00
2 16:00 | 00:30 [ 16:00 | 00:30| 15:30] 00:00| 15:30 | 00:00
3 16:00 | 00:30 | 16:00 | 00:30 15:30) 00:00 15:30 | 00:00
4] 16:00 | 00:30 07:30 [ 16:00 | 07:30| 16:00
5| 16:00 | 00:30 | 16:00 | 00:30 07:30 | 16:00 | 07:30| 16:00
6| 16:00 | 00:30(16:00 | 00:30 15:30| 00:00| 15:30| 00:00
7| 16:00 [00:30 | 16:00 | 00:30 07:30[ 16:00 | 15:30] 00:00
8] 16:00 | 00:30 07:30 [ 16:00 | 07:30| 16:00

Rota Name Contracted Hours
30-6.8EIN | 30:00
Week| Monday | Tuesday ‘ Wednesday | Thursday Friday Saturday Sunday

Start | End | Start| End | Start| End | Start [ End | Start | End | Start| End | Start| End
1]07:30| 16:30 15:30]23:30| 15:00 | 00:00 | 15:00 | 00:00
2 07:30) 16:00| 07:30 | 16:00| 07:30 | 16:00
3 07:30 [ 16:30 | 07:30 [ 16:30 07:30 | 16:00 | 07:30 | 16:00
4]23:30|08:00 | 23:30 | 08:00 | 23:30 | 08:00
5 23:30 | 08:00 | 23:30| 08:00| 23:30 | 08:00| 23:30| 08:00
6 15:30 | 23:30 | 15:30 | 23:30 15:00 | 23:30| 15:00| 23:30
70 15:3023:30 [ 15:30 | 23:30 07:30 | 16:00 | 07:30 | 16:00
8| 07:30 | 16:30 | 15:30 [ 23:30 07:30 | 16:3015:30] 23:30

Quality and Teamwork

Training

NHS 24 provides a comprehensive Core Training programme to all successful applicants. This
programme lasts 3 weeks, with a further 2 weeks working in a ‘protected pod’. Regardless of

your contracted hours, training requires a commitment of 30 hours per week.
No annual leave can be taken during Training.
Below examples of the Training schedules, which may be subject to change:
Example ** Subject to Change - The initial training is for 3 weeks

e Week 1 Monday — Thursday 8-4pm

e  Week 2 Monday — Thursday 8-4pm

e Week 3 Monday — Thursday 2-10pm

All candidates are expected to pass the Induction Training programme

Quality and Teamwork




Benefits

NHS 24 offers a complete benefits package, with a permanent contract on Band 3 £29,103 -
£31,409 (pro rata for part-time hours).

Current unsocial hours payment details can also be seen below.

Column 1 Column 2 Column 3
Pay band All time on Saturday All time on Sundays

(midnight to midnight) | and Public Holidays
and any week day (midnight to midnight)
after 8 pm and before
6 am

1 Time plus 50% Double Time

2 Time plus 44% Time plus 88%

3 Time plus 37% Time plus 74%

4-9 Time plus 30% Time plus 60%

We also offer you many supportive policies to enhance your employee journey and have a
comprehensive Employee Assistance Programme Provider, Cycle to Work Scheme, bursary
scheme and a range of learning and development. As an NHS Scotland employee you will be
entitled to:

¢ 35 days annual leave (rising to 41) pro-rata if applicable

* Development opportunities including study bursaries, e-learning and classroom based
courses

*\Where applicable, enhanced payments may be payable for work undertaken on public
holidays in line with Agenda for Change terms and conditions.

e Enrolment into the Scottish Public Pensions Agency (SPPA) pension scheme
e NHS discounts on goods and services
e HELP, employee support and assistance

Where you choose to combine working with NHS 24 and another employer, please note
that NHS 24 complies with the Working Time Directive regulations of staff working no
more than 48 hours per week on average across all employments with appropriate rest

Quality and Teamwork

breaks between shifts.



Recruitment Process

NHS Scotland vacancies will close at midnight on the closing date. You will not be able to
apply for a vacancy after the closing date has passed.

e Applications must be submitted using our recruitment system — Jobtrain. Candidates
submitted via Recruitment Agencies will not be considered for this post. Please refer
to the advert for support with completing your application.

e Application Shortlisting — applications forms received are reviewed and those
meeting the role requirements will be invited to a competency-based interview.

e Online Values Based Assessments - Following the shortlisting process successful
candidates will be contacted via email to complete an online assessment. 3 stage
online assessment process including Situational Judgement Questionnaire,
Behavioural Assessment and Multi-Tasking assessment

¢ Telephone Interview - Following the online assessment, successful candidates will be
contacted via telephone by the recruitment team to complete a short telephone
interview

e Interview / Assessment — Our competency-based interviews have a focus on NHS 24
values and the candidate's technical expertise. The interview may also include a role
specific test or a presentation topic. Interviews will be held online.

*Start dates will be dependent on all pre-employment checks being completed and
availability on our induction training programme.

To work in the United Kingdom, there is a legal requirement for an individual to demonstrate
that they have the relevant permission to work in the country. This permission is, without
exception, granted by the UK Visa and Immigrations Service.

As part of the pre-employment checks for a preferred candidate, NHS Scotland Boards will
check your entitlement to work in the UK. It can be evidenced through a number of routes
including specific types of visa as well as EU settled and pre-settled status. To find out more
about these routes of permission, please refer to the GOV.UK website here.

Please note that NHS 24 is NOT licensed to issue certificates of sponsorship under current
UK Visas and Immigration (UKVI) regulations. Applicants must have the right to work in the
UK without requiring sponsorship to work with us.


https://www.gov.uk/prove-right-to-work

It is ESSENTIAL that you have checked that you have an appropriate right to work in the UK

BEFORE submitting your application form.

Job Description

Job Title Call Handler
111 Service Delivery
Service Delivery

NHS 24

All Regional Centres

Band 3

£29,103 - £31,409

About the role:
Job Summary
e Call Handler within the 111 Service Delivery team
e Band 3 opportunity with a variety of hours available

e The Call Handler will handle a variety of incoming and outgoing calls to NHS 24,
collecting and recording appropriate patient information. Working under the
guidance of a Clinical Supervisor, helping to identify the needs of the caller and assist
in directing them onwards to the most appropriate and safe place of care.

e Service Delivery is the patient-facing directorate of NHS 24 that covers the full range
of services offered to Scotland, such as NHS 24 Unscheduled Care Service, Scottish



Emergency Dental Service, NHS 24 Health Information Services, Breathing Space and
Living Life Services.

Main Duties

e To be the first point of contact for the patient or carer/relative, establishing the
nature of the call, identifying the appropriate assistance required from information
given.

e On receipt of patient call, search computerised patient records, checking patient
details and demographics and amending when required to maintain accuracy.

e Using effective questioning skills and respecting patient confidentiality, working
within NHS 24 protocols and legislative requirements to update patient records.

e |dentify callers requiring immediate emergency response and appropriately refer
them to the Scottish Ambulance Service.

e Be competent in the use of the telephony system and be able to transfer calls
internally and to Partner organisations. This includes retrieving calls in event of
transfer failure.

e In the event of technology malfunction, the Call Handler will continue to answer calls,
but will follow the revised process whereby recording patient information on paper

e Under the guidance of Clinical Supervision, the Call Handler may be required to make
outgoing calls to update patients on the status of their call or to ask additional
information questions to help quicken their onward referral

e All Call Handlers are required to adhere to process at all times and effectively
navigate through the Patient Contact Management system as instructed to ensure a
safe and effective patient journey for all callers, which is accurately recorded.

e The post holder is required to sit at a work station for the majority of their shift,
requiring periods of intense concentration. The post holder will be required to wear a
telephone headset for the majority of their shift.

e Be responsible for transferring calls onto the next stage in the patient journey
whether this be an internal /external transfer or preparing the call for a call-back.

e Use Third Party assistance tools to help communicate with the caller ie) Language
Line, when English is not the patients first language.

e Accurate recording and clear verbal communication of patient information

e Observe the Message Monitoring system between NHS 24 front line services and
Partner organisations to ensure that all faxes and patient information has been



sent/received. Escalate any problems and take appropriate action as directed under
supervision.

e Contribute to the continuous improvement of service provision in NHS 24 by
communicating service user feedback to relevant team managers where appropriate.

e The post holder must maintain excellent communications with colleagues in the front
line team to assist in ensuring the smooth operation of NHS 24 services.

e Participate in the preceptorship and mentoring programme for new staff.

* Your performance must comply with the “Mandatory Induction Standards for
Healthcare Support Workers in Scotland” 2009; and with the Code of Conduct for
Healthcare Support Workers

e NHS 24 provides a comprehensive Core Training programme to all successful
applicants. This programme lasts 3 weeks, with a further 2 weeks working in a
‘protected pod’.

Person Specification Form

Essential Desirable

Evidence excellent
communication skills

Strong IT skills with a high
degree of accuracy and
excellent keyboard skills

Knowledge, Skills,

and Training Ability to work under

pressure and follow clear
instructions

Ability to multitask

Ability to learn multiple
processes to support the
variation of calls.

Previous customer service
experience working with
the public (i.e. Care, Call

Educated to SCQF level
5 or equivalent
Qualifications experience.

Evidence an

understanding of both
Other requirements ireypssirbycen
Handler role whilst
demonstrating the Values

Quality and Teamwork Care and Compassion




Contact information

For further information please contact the NHS 24 Recruitment team:

Email: recruitment24@nhs24.scot.nhs.uk

Please Note: If you experience difficulties with accessing or using JobTrain, please contact:

nhsscotland@helpmeapply.co.uk

Care and Dignity and [ Quality and
compassion respect Teamwork
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