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Job Description

Post title: Referrals Coordinator
Last updated/evaluated: July 2026
Author: CG / EA
[bookmark: _Hlk181889273]Standard Occupation Code:		Not applicable
School / Department:			Enterprise, Auditory Implant Service
Faculty / Directorate:			FEPS
Job Family:				Management, Specialist and Administrative (MSA)
Grade:					Level 2b
ERE Pathway (if applicable):		Not applicable
Post reporting to:			Assistant Manager - Referrals
Post line report(s):			n/a
Post base location:			Campus : Highfield

Job Purpose:
To work with the Clinic Operational Manager, Team Leaders and clinical staff to coordinate the management of University of Southampton Auditory Implant Service (USAIS) patients through the Cochlear Implant (CI) & Bone Conduction Hearing Implant (BCHI) Pathway.
The Referrals Coordinator provides accurate and timely processing of patient and clinical correspondence, complex appointment scheduling, maintenance of accurate records, and communication with patients, the multidisciplinary team (MDT) and external agencies.
The role supports the smooth operation of clinical services and helps to ensure that patients receive an efficient and responsive service in line with USAIS policies and NHS Referral to Treatment targets (RTT), which contribute to the delivery of safe, high-quality patient care.

Key accountabilities and indicative time allocation:
1. 30%
To provide end-to-end support and administrative tasks relating to the management of patients, including: 

· Using a patient administration system (PAS) to book assessment and rehabilitation appointments for patients throughout the pathway, printing and sending out correspondence
· Coordinating staff, clinic rooms and booking interpreters where required
· Acting as a centralised point of contact for patients; receiving, triaging and responding to queries in written formats, by phone and face-to-face and escalating where appropriate
· Printing and formatting patient reports from within the PAS/database
· Working independently and managing own workload, whilst supporting team members when needed



2. 25%
Applying a good working knowledge of complex administrative systems, resolving problems and queries and fostering AIS relationships with both internal and external customers in the following ways (escalating to management where appropriate):
· Answering patient queries through email, SMS and telephone, finding solutions within defined boundaries with limited supervision 
· Liaising with local Allied Health professionals, ENT services, hospital staff and clinical radiology staff regarding patient referrals, appointments, admissions, assessments, scans and image reports 
· Providing a point of contact for a wide range of internal and external staff and visitors, including those who are D/deaf and who may have other communication requirements and additional needs
3. 20% 
· Supporting members of the multidisciplinary team by printing and formatting patient reports
· Ensuring accurate and timely record keeping, including maintaining and archiving (electronic and physical) patient files and keeping them in good order
· Adhering to data protection and information governance policies and procedures

4. 10%
· Covering reception role in case of absence or at busy periods, which includes welcoming visitors, checking patients in on the patient administrative system, directing them to their correct destination, retrieving and returning files to/from file store

5. 10%
· Support for other administrative tasks in preparation for events, projects, reports and workshops
· Providing administrative support for meetings, including gathering papers and files for the meeting and taking minutes
· Assisting senior administrators to ensure continuity of service including covering for other administrative tasks as required

6. 5%
· Any other duties as allocated by the line manager following consultation with the post holder

Internal and external relationships: 
· Close working relationship with AIS Assistant Managers, Operational Manager, Clinical Coordinator, Team Leaders, administration team and all staff within USAIS
· Line Manager and Senior Operational support staff, communication with the Director.
· External customers including hospitals, GP surgeries and patients/carers where appropriate


Special requirements:
· Excellent communication skills are essential along with strong multitasking and prioritisation skills
· The maintenance of confidentiality in information and data management is mandatory, as is the ability to cross-check data from multiple information sources, with excellent attention to detail and accuracy
· Ability to thrive and work in a busy and interactive environment in a dedicated team
· A Disclosure and Barring Service (DBS) check at Standard level is required for this role; this will be carried out by the University

Person Specification – Skills and Competencies
[bookmark: _Hlk187230474]All essential and desirable criteria outlined in this Person Specification will be assessed through a combination of recruitment application and CV, and where applicable numerical or written assessment.
Knowledge, Experience and Qualifications
Essential
· Skill level equivalent to achievement of NVQ2, GCSE or City and Guilds in Mathematics and English
· Demonstrable proficiency of using Microsoft Office including word-processing and spreadsheets 
· Experience of using a patient administration system (PAS) or equivalent
· Experience in a health clinic setting or equivalent 
· Practical knowledge and experience in a relevant operational discipline, which may have been gained through some or all of the following: 
· Relevant work experience 
· Vocational training
· Formal qualification(s) equivalent to Level 2 or 3 of the Regulated Qualifications Framework e.g. AS or A Level, intermediate or advanced apprenticeship, or Level 2 or 3 award, certificate, diploma, NVQ. 
Desirable
· Experience of transcribing from audio
· Secretarial training to RSA/NVQ Level 2
· Experience of working as a medical secretary / pathway coordinator
· Experience of working in a complex and changing environment 
· Experience working with shared email account

Planning, Organisation and Resource Management
Essential
· Excellent attention to detail and accuracy with regards to all aspects of managing confidential patient data and information governance  
· Effectively organises allocated work activities and assists in the organisation of non-standard work activities and events 
· Demonstrable experience of organising and prioritising own work from emails and task lists against conflicting timelines
· Proven track record of applying attention to detail to maintain accuracy
Desirable
· Planning complex schedule of patient appointments
· Knowledge of data breaches and how to prevent them 

Problem solving and initiative
Essential
· Demonstrable ability to work independently to solve a range of problems relating to administrative processes 
· Proven ability to use initiative to source information regarding administrative procedures
· Proven experience of seeking and clarifying information and providing assistance where necessary
· Solves simple problems and adapts to changing circumstances within established practices and procedures


Communicating and Influencing
Essential
· Demonstrable ability to work independently, as part of a team, and under supervision to ensure that deadlines and quality standards are maintained 
· Excellent communication and interpersonal skills via telephone, email and face-to-face, including use of nonverbal skills
· Contributes to team effectiveness by sharing information and supporting others
· Proven organisational skills
Desirable
· Ability to adapt communication style for working with D/deaf people (deaf awareness training will be given)

Special requirements
Essential
· Understanding of the need for Data Protection and Information Governance Policies and Procedures
· Standard Disclosure and Barring Service (DBS) clearance will be required

Job Hazard Assessment
A full health clearance is required for this role where any hazards marked “^”, using the agreed Occupational Health referral template available from here. Where a full health clearance is required, this will apply to all role holders, including existing members of staff.
A full health clearance is required for this role where any hazards marked “^”, using the agreed Occupational Health referral template available from here. Where a full health clearance is required, this will apply to all role holders, including existing members of staff.
Physical Environment
Working outside ^							Not applicable
Exposure to noise levels >80dbA ^					Not applicable
Working with dust or fumes ^						Not applicable
Working with skin irritants ^						Not applicable
Working with chemicals (industrial or cleaning) ^			Not applicable
Working in a confined space ^					Not applicable
Working at height ^							Not applicable
Working with sewage ^						Not applicable
Contact with cytotoxins ^						Not applicable
Exposure Prone Procedure (EPP) work ^				Not applicable
Contact with clinical specimens or pathology work ^		Not applicable
Direct patient care or patient contact					Not applicable
Exposure to temperature extremes					Not applicable
Frequent hand washing						Not applicable
Ionising radiation							Not applicable

Psychological and Social Environment
Working shifts ^							Not applicable
Working nights ^							Not applicable
Lone working								Not applicable
Working with children							Not applicable
Exposure to persons with challenging behaviour			Not applicable
Working with larger groups						Not applicable

Equipment, Tools and Machines
Working with vibrating machinery or tools ^				Not applicable
Driving duties e.g. LGV, PCVs, forklift trucks ^			Not applicable
Food handling								Not applicable
Contact with latex							Not applicable

Physical Abilities
Prolonged physical movements or actions e.g. walking ^		Not applicable
Prolonged Standing or Sitting	 ^					Constantly >60% Time
Moving or handling heavy loads ^					Not applicable
Repetitive pulling or pushing ^					Not applicable
Repetitive climbing (steps, stools, ladders, stairs) ^			Not applicable
Repetitive crouching, kneeling or stooping				Not applicable
Repetitive lifting							Not applicable
Fine motor grips (e.g. pipetting)					Not applicable
Repetitive reaching below shoulder height				Not applicable
Repetitive reaching at shoulder height				Not applicable
Repetitive reaching above shoulder height				Not applicable


[bookmark: _Hlk187231256]Behaviours
Our Inclusion and Respectful Behaviour Policy describes the expectations of everyone who is a part of our community.
Our Southampton Behaviours (below) outline the responsibilities we each have in working collaboratively to achieve our University strategy.
Personal Leadership

 - I take personal responsibility for my own actions and an active approach towards my development.
 - I reflect on my own behaviour, actively seek feedback and adapt my behaviour accordingly.
 - I demonstrate pride, passion and enthusiasm for our University community.
 - I demonstrate respect and build trust with an open and honest approach.

Working Together

 - I work collaboratively and build productive relationships across our University and beyond.
 - I actively listen to others and communicate clearly and appropriately with everyone.
 - I take an inclusive approach, value the differences that people bring and encourage others to contribute and flourish.
 - I proactively work through challenge and conflict, considering others’ views to achieve positive and productive outcomes.

Developing Others

 - I help to create an environment that engages and motivates others.
 - I take time to support and enable people to be the best they can be.
 - I recognise and value others’ achievements, give praise and celebrate their success.
 - I deliver balanced feedback to enable others to improve their contribution.

Delivering Quality

 - I identify opportunities and take action to make improvements.
 - I plan and prioritise efficiently and effectively, taking account of people, processes and resources.
 - I am accountable for tackling issues, making difficult decisions and seeing them through to their conclusion.
 - I encourage creativity and innovation in others, to deliver workable solutions.

Driving Sustainability

 - I consider the impact on people before taking decisions or actions that may affect them.
 - I embrace, enable and embed change effectively.
 - I regularly take account of external and internal factors, assessing the need for change, and gaining support to move forward.
 - I take time to understand our University strategy and communicate this to others.
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