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Band 2 Call Handlers
Fixed Term Contracts for 9 months.
Base – Cardiff & Vale Therapy Centre, Splott 
Hours: Monday to Sunday, shifts between 8am and 10pm 
The Call handler will be required to answer calls from Patients/Citizens, Social and Health Care Professionals and Independent/Third sector providers to book people in to access the immunisation and check and provide information in accordance with the training provided by the UHB’s training department or local training team in relation to those checks required prior to booking an appointment

The call handler will work in partnership with all individuals who make contact with the booking centres to ensure the safe processing of all patient/citizen information, thereby ensuring that all individuals receive treatment based on accurately recorded information. To remain flexible on all occasions when covering call handling shifts.

Job Description and application form (application to be sent to workforceHub.cav@wales.nhs.uk) included below:



[bookmark: _MON_1667204145]     

Closing Date:  1st December 2020
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CARDIFF AND VALE UNIVERSITY HEALTH BOARD 
08795 


Call Handler  
JOB DESCRIPTION 


 
 


 


JOB DETAILS 
 
Job Title: Call Handler 
 
Directorate:               Community Testing Unit/Mass Imms  
                                                      Service 
 
Division: Primary, Community and Intermediate 


Care 
 
Grade:    Band 2 
 
Hours: 7 Day service 8.00 – 20.00hrs (Part time 
                                                      Full time hours available  
 
Base:  Booking centre, C&V Therapy Centre 


Splott 
 
 


 
Our Values ‘ CARING FOR PEOPLE; KEEPING PEOPLE WELL’ 


 


Cardiff and Vale University Health Board has an important job to do. What we do 


matters because it’s our job to care for people and keep them well. We all want to 


do this to the best of our abilities – but we know that good intentions are not always 


enough.  


 


At Cardiff and Vale University Health Board our values and example behaviours 


are:  


 


We care about the people we serve and 


the people we     work with  


 


Treat people as you would like to be 


treated and always with compassion 


We trust and respect one another 


  


Look for feedback from others on how 


you are doing and strive for better 


ways of doing things 


We take personal responsibility  


 


Be enthusiastic and take 


responsibility for what you do. 


We treat people with kindness 


 


Thank people, celebrate success and 
when things go wrong ask ‘what can I 
learn’? 


We act with integrity 


  


Never let structures get in the way of 


doing the right thing. 


 


Our values guide the way we work and the way we behave with others.  Post holders 


will be expected at all times to behave in accordance with our values demonstrating 


commitment to the delivery of high quality services to patients. 







 
ORGANISATIONAL ARRANGEMENTS 
 
Accountable to:   Booking Centre Manager/Deputy  
                                                      Manager 
 
Accountable for: N/A 
 
Key Relationships: Works closely with other Team Members 


(call handlers and service Leader)  
    


 
JOB SUMMARY: 
 
The role of the Call handler is to answer calls from patients/professional 
/carers who require access to the Covid Mass immunisation Booking centre to 
make appointments to access an appointment to receive the immunisation.  
 
KEY RESPONSIBILITIES: 
 
The Call handler will be required to: 
 
Communication and Relationships Skills 


 To answer calls from Patients/Citizens, Social and Health Care 
Professionals and Independent/Third  sector providers  to book people 
in to access the immunisation and check and provide information in 
accordance with the training provided by the UHB’s training department 
or local training team in relation to those checks required prior to 
booking an appointment 


 To work in partnership with all individuals who make contact with the 
booking centres to ensure the safe processing of all patient/citizen 
information, thereby ensuring that all individuals receive treatment 
based on accurately recorded information 


 To remain flexible on all occasions when covering call handling shifts   


 To answer calls from callers in a polite and professional manner 
ensuring at all times that you have responded to any specific concerns 
they may have. 


 
Analytical & Judgemental Skills 
In accordance to training provided: 


 To ensure that you register all key details provided to you by people 
contacting the centre 


 To ensure that you Identify any medical issues that need escalating to 
the Mass imms clinical team  and based on the circumstances, arrange 
subsequent call backs or to signpost the person accordingly  


 To process all calls using the required It systems/decision support 
software. 


 
Planning & Organisational Skills 


 To ensure that you arrive for work on time and ready to take incoming 
calls at your shift start time 







 To ensure that you prioritise and organise your own day to day work 
tasks (where necessary) 


 
Patient/Citizens Care Responsibilities 


 To ensure that you process calls and provide information to 
patients/citizens/colleagues/managers as requested/trained. 


 
Policy & Service Development 


 To follow all UHB procedures and policies 


 To contribute to service development by providing your views (when 
requested) on particular service areas  


 
Financial & Physical Resources 


 To take a personal duty of care in relation to UHB equipment/facilities 
and use of all equipment in accordance with UHB policy and 
procedures. 


 
Human Resources 


 To ensure that you to adhere to policies and procedures in relation to 
sickness and annual leave 


 To demonstrate own activities to new or less experienced employees. 
 


Information Resources 


 To process, transmit and store Patient identifiable data (PID) using a 
computerised database/system including key safes and vulnerable 
person details. 


 


Research & Development 


 To complete Departmental/UHB surveys as required. 
 
 
The above responsibilities cover the main areas of the post.  The priorities 
and particular emphasis of the post may change to reflect the needs of the 
Health Board.  These will be developed through the individual performance 
management process. 


 
HEALTH AND SAFETY 
 
To ensure the provision of information, instruction, training and supervision as 
necessary, and as far as is reasonably practicable, to ensure the health, 
safety and welfare of staff within the Directorate. All employees have a 
statutory duty of care for their own personal safety and that of others who may 
be affected by their acts or omissions.  Employees are required to co-operate 
with management to enable the Health Board to meet its own legal duties and 
to report any hazardous situations or defective equipment. 
 
FLEXIBILITY STATEMENT 
 
The content of this Job Description represents an outline of the post only and 
is therefore not a precise catalogue of duties and responsibilities. The Job 







Description is therefore intended to be flexible and is subject to review and 
amendment in the light of changing circumstances, following consultation with 
the post holder. 
 


 CARDIFF AND VALE UNIVERISTY HEALTH 
BOARD 


 Care Navigator 
PERSON SPECIFICATION 


 


 
ESSENTIAL DESIRABLE METHOD OF 


ASSESSMENT 
 


 


 


QUALIFICATIONS 
 
 


Good identifiable level of 
education with a minimum of 
GCSE in English grades A – 
D or equivalent higher 
qualification 
 


Identifiable qualification in the 
use of word processing or 
database software 
Willingness to take part in 
professional development 


Application 
Form 


Certificate 
Check 


 


 


 


EXPERIENCE 
 
 


 
Previous experience with 
customer service or   
telephony call handling 
experience  
 
Good keyboard skills  


 
Previous experiences of 
answering calls to patients 
requiring health related 
services  


Application 
Form 


Interview 
References 


 


 


SKILLS 
 
 


 
Good Telephone manner and 
communication skills  
 
Good numeracy and literacy 
skills  
 
IT literate  


 
experience with software 
such as Paris or Adastra 


Application 
Form 


Interview  
References 


 
 


KNOWLEDGE 
 
 


General Office working 
procedures. 
 


 
 


Application 
Form 


Interview 
References 


 
 


PERSONAL 
QUALITIES 


(Demonstrable) 
 


Professional 
Flexible  
Adaptable  
Enthusiastic and Motivated  
Diligent  
Team Player  
 
 
 


 Application 
Form 


Interview 
References 







 
OTHER  


(Please Specify) 
 


Ability to Travel  
 
 
 


Welsh Speaker Interview 
Document 


Check* 
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Please return to WorkforceHub.cav@wales.nhs.uk





		Full name 





		



		Home Address





		 





		Contact Telephone number





		



		Email Address



		 



		Preferred method of contact 





		



		Current/Last Employer











		 



		Reason for applying to this post















		 



		Relevant Skills & Experience in the 

care sector 















		 



		Qualifications 









		





		Relevant study days/courses 







		



		Availability

Days

Nights

Long days-12hours

Short days 6 hours    

Weekdays

Weekends 

             







		



		Do you have any spent or unspent criminal convictions?











		 



		Do you have the right to work in the UK? Please provide Driving licence number or passport number







		 





		Add any further information to support your application in this section  
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