SPENCER PRIVATE HOSPITALS
Job Description

Job Title:	Business Office Supervisor 
Department:	Business Office
Responsible to:	Business Office Manager
Accountable to:	Business Development Director
JOB PURPOSE
To provide a sympathetic and professional service to patients and service users of the Spencer Private Hospitals.  To assist the Business Office Manager in the smooth and efficient running of the Business Office Team. Supporting both teams in the absence of the Team Leader, Senior Administrator and Business Office Manager and to be a direct point of contact for staff, consultants, patients and service users.
KEY RELATIONSHIPS
· Patients / Service Users
· Relatives/Friends/Family
· Colleagues
· Consultants
· NHS Colleagues
· Stakeholders
KEY RESPONSIBILITIES
Financial 
· To ensure all patients meet the necessary treatment criteria under the terms of the AQP contract and or financial cover under an insurance provider or via the self-funding route.
· Be knowledgeable of routine contracting information regarding Primary Care Trusts (PCTs), Choose and Book and nationwide schemes to keep all staff up to date with any changes to terms and have confirmed permission for their patients to be treated.
· To ensure that all necessary testing and investigations are carried out prior to referral in accordance with the AQP contracts and financial obligations of SPH.
· To ensure all financial estimates provided by the department are accurate and quality managed, reporting monthly figures to the Business Office Manager.
· [bookmark: _GoBack]To report monthly activity figures for the department to the Business Office Manager.
· To assist in the monitoring and control of department budgets and ordering.



Business Development
· Build a unique and quality service for patients and local service users.
· Co-ordinate and take control of GP visits to expand our exposure with GP practices in the East Kent Area.
· Continue to improve the relations with consultants and service users for both choose and book and private work within the unit.
Quality
· To assist in the supervision and provision of a sympathetic and professional patient service.
· Have regular contact with patients/relatives, resolving queries and complaints, advising on changes to treatment dates and times; utilising appropriate sympathetic and influencing skills to ensure queries are fully answered and instructions clearly understood. 
· Assist in the maintenance of an accurate record and bookings system.
· To oversee the processing of patient data, ensuring that it is carried out in an appropriate and timely manner, .
· To assist in any clerical duties considered necessary for the smooth running of the department i.e. sending appointment letters, sending emails, requesting results etc.
· To answer telephone/email enquiries, relay messages and liaise with consultants, secretaries and departments within the hospital 
· Ensure that all department policies / procedures and training materials are written, current and maintained to a high standard.
· Act as super user for the Compucare and Choose and Book (ERS) System.
· Co-ordinate and conduct on-going training within the department and training with new joiners under the direction of the Business Office Manager.
· Travel between sites for training and meetings as required.
· Participate in staff appraisal process and the identification of personal needs and set and evaluate personal objectives.
· Liaise regularly with external service users, ensuring that all contact obligations are met and upheld.

Workforce
· To take an active role in the daily workings of the Business Office team and ensure workloads are allocated between the team fairly.
· To monitor and record rotas, annual leave and training within the department in conjunction with the Senior Business Office Administrator.
· To provide support and guidance to the team in all aspects of the roles and ensure that knowledge and understanding across inpatient and outpatient activity.
· To work under supervision and direction of the Business Office Manager as required.
· To provide support and adequate cover for the Business Office Manager in their absence, working when required to cover leave and absence from the office.
Equal Opportunities

It is the aim of the hospital to ensure that no job applicant or employee receives less favourable treatment on the grounds of age, sex, race, colour, nationality or ethnic or national origins, or is not placed at a disadvantage by conditions or requirements which cannot be shown to be justifiable.  To this end, the hospital has an Equal Opportunities Policy and it is for each employee to contribute to its success.

Health & Safety

All Employees must be aware of the responsibility placed on them under the Health and Safety at Work Act (1974), to ensure that the agreed safety procedures are carried out to maintain a safe environment for employees and visitors.  Individual employees should also refer to specific health and safety requirements within their own job descriptions.

Data Protection

If required to do so, to obtain, process and/or use information held on a computer or word-processor in a fair and lawful way.  To hold data only for the specific registered purpose, and not to use or disclose it in any way incompatible with such purpose.  To disclose data only to authorised persons or organisations as instructed by Spencer Private Hospitals

Customer Care 

It is the aim of the hospital to provide patients and clients with the best possible care and service.  In order to meet this aim all of our staff are required, at all times, to put the patient or client first and do their utmost to meet their requests and needs courteously and efficiently.

Confidentiality

To ensure that confidential information is not disclosed about Spencer Private Hospitals (including information regarding patients and staff) to any unauthorised member of staff, or to anyone outside the employment of Spencer Private Hospitals


This job description is intended to reflect, in outline, the responsibilities of the post holder, which may change over time with corporate or local business needs of Spencer Private Hospitals.  It will therefore be subject to periodic review and amendment in the light of changing circumstances and following consultation with the post holder.



Signed:  …………………………………… Date: …………………………………..










CORPORATE VALUES
Spencer Private Hospitals has a set of core values which are at the heart of the vision and all that we do.  We expect our team members to demonstrate these values in all areas of their work.
· Customer Focus – We listen and adapt to the needs of our patients and stakeholders
· Responsibility – We are involved and accountable.  We respect, recognise and develop our people
· Innovation – Developing our business is our key driver, innovating our services and products to increase our visibility within the market in East Kent
· Performance – We measure our performance through evaluation of processes, creating efficiencies and striving to improve processes, creating efficiencies and striving to improve
· Teamwork – We value our colleagues and are encouraged to work collaboratively with others and take ownership for our own training and development.
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BEHAVIOURS
	CUSTOMER
FOCUS
	Ensure that team members treat patients, customers and staff members as individuals to ensure that they understand their specific needs and expectations.  Respond effectively to patient, customer and staff member concerns. Able to listen and adapt to the needs of our patients and stakeholders, show commitment to the patient experience and encourage their team to take pride in providing the best possible service every time, keeping patients informed, managing their expectations and checking to ensure that key information has been understood.  
Understands that care is core to our business and that the care that they encourage their team to deliver helps the individual person and improves the health of the community.

	RESPONSIBILITY
	Takes responsibility for their team and ensures that their team take ownership for customer/patient issues and does what they can to exceed expectations. Understands their role within the organisation and is clear about the roles and responsibilities of other teams and departments, taking every opportunity to learn more about the wider business.  Supports their team in their development, doing what they can to guide, mentor or coach their colleagues.

	INNOVATION
	Demonstrates that they are prepared to raise concerns about quality, safety and performance and instils a “safe to challenge” culture within the organisation. Models and creates a culture of improvements and works across systems to improve practice. Demonstrates a culture of continuous improvement within their area and externally. Actively contributes and creates a service where discussion and an exchange of ideas about care is commonplace.

	PERFORMANCE
	Understands the corporate objectives of Spencer Private Hospitals and communicates these to their team. Has a clear vision of where the organisation is going and why.  Is motivated to do a great job and inspire their team.  Is not afraid to encourage and lead different ways of working to help create efficiencies and improve performance.

	TEAMWORK
	Confidently communicates in an open appropriate, accurate and straight forward way, demonstrating effective communication skills to promote the organisation.  Ensures every team member understands their role within the organisation.   Maintains a personal style that gets the best out of teams across the organisation, building a business based on the combined contributions of different people. 


Manager Role (Delete as Appropriate)

PERSON SPECIFICATION
Job Title: Business Office Supervisor – Business Office Dover
	ATTRIBUTES
	CRITERIA
	DEMONSTRATED BY

	
	
	Application
	Interview
	Test

	Education and Qualifications
	Essential
	· Education to A Level or equivalent
· Maths and English (GCSE or equivalent) Grade C or above.
	X
X
	
	

	
	Desirable
	· Supervisory / Management Certification
· Audio Typist Qualification
· Secretarial Qualification
· Choose and Book (ERS) Certification
	X
X
X
X
	
X


	
X



	Knowledge and experience
	Essential
	· 2+ Years’ experience in a Supervisory Capacity
· 2+ Years’ experience within a Medical Administration Environment
	X
X
	


	



	
	Desirable
	· NHS / Private Healthcare Experience
· Management Experience
· Secretarial Experience
· Choose and Book (ERS) Management.
· Experience liaising with medical insurance companies and other institutions
	X
X
X
X
X
	

X


	

X

	Skills
	Essential
	· Excellent IT Skills
· Email
· Internet
· Microsoft Applications (Word, Excel, Outlook) 
	X
X
X
X
	
	X


X

	
	Desirable
	· Private Healthcare Software Packages
· Marketing Experience
· Trust Systems: Patient Centre (PAS) / DART OCM / EDN EPR / RIS/X-ray
· Compucare
	X
X
X

X
	

	





	Personal Attributes
	Essential
	· Organised / Methodical
· Excellent Customer Service Skills Inc. excellent telephone Manner
· Team Player
· Work on own initiative
· Motivated
· Flexible to the needs of the business
· Able to meet deadlines
· Able to work under pressure
	X
X

X
X
X
X
X
X
	X
X

X
X
X
X
X
X
	













