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JOB PURPOSE:
To contribute as part of the team in providing effective administrative and clerical support to

CHUMS services, to agreed quality standards and in accordance with the administration service specification. The postholder will be part of the team responsible for supporting all CHUMS services in administration tasks and supporting the triage process into CHUMS services externally and internally. The Business Support Team helps to support the day to day running of CHUMS and are a front-line team. This will include speaking to young people, parent/carers and professionals with queries via phone/email, sending out letters, opening new referrals and recording information on the client database. The main contracts being CEIH, Milton Keynes Wellbeing Service, Young Carers and Kent & Medway Bereavement Service. Excellent IT & Customer service skills are essential for this role.
DUTIES AND RESPONSIBILITIES:

· To provide efficient and effective administrative support to the managers and co-ordinators of services and other CHUMS staff as appropriate

· Deal with telephone enquiries promptly and accurately, ensuring messages are accurately relayed and appropriately referred on. Speaking and listening sensitively to

families and professionals 
· Managing and updating and training staff on client database (PCMIS)
· Managing relations with IT providers and seeking new cost/time saving automation processes 

· Assist with ongoing service evaluation, delivery and compilation of statistical weekly,          quarterly and annual reports across the service

· Contribute to ongoing development of Business Support Staff 

· Contribute to creating a welcoming and efficient environment by greeting and assisting
visitors as required.
COMMUNICATIONS:

· Provide and receive routine information as well as sensitive and complicated information
· Record information accurately, including telephone calls

· Dealing with enquiries and messages in a professional, empathic manner and taking
appropriate action

· Use of email as appropriate 
· Receive, sort, dispatch post 

· Preparation of a variety of correspondence
KEY RELATIONSHIPS:

· Business Support Manager 
· Admin Team

· CEO

· Service Managers

· Co-ordinators

· CHUMS team

· Volunteers

· External organisations

PLANNING AND ORGANISATION:

· Update referrals on database
•    Assist in the development of office organisation
· Assist in developing and documenting processes 

PHYSICAL:
• Advanced keyboard skills and client database skills
• Frequent lifting and moving of resources

PATIENT AND CLIENT CARE:
• Good telephone communication skills with families. Empathy essential
• Frequent contact with families who attend appointments
POLICY AND SERVICE:
• Follow administration policies as well as policies of CHUMS
• Able to propose changes to working practices in own work area
FINANCIAL AND PHYSICAL RESOURCES:
• Maintains stock control of resources
HUMAN RESOURCES:
• Working as part of the admin team 
• Maintenance of client databases (PCMIS)
INFORMATION RESOURCES:
• Undertake word processing of all documents to a high standard in a consistent style and

  using an appropriate referencing system
• Maintain existing databases as required and support the implementation of new

  systems
• Experience of Excel spreadsheets; (statistics, graphs, reports, audits)
RESEARCH AND DEVELOPMENT:
• Research information as requested
FREEDOM TO ACT:
• Ability to prioritise own workload effectively
• Ability to use own initiative, make decisions and plan time effectively ensuring deadlines

  are achieved.
ADDITIONAL INFORMATION:
PHYSICAL EFFORT:
· Frequent sitting or standing in a restricted position
MENTAL EFFORT:
•    Frequent concentration required with interruptions
EMOTIONAL EFFORT:
•    Will be exposed to emotionally distressing telephone conversations with families

· Exposure to distressing or emotional circumstances

WORKING CONDITIONS:
· Uses computer for significant part of the day
· Occasional risk of verbal aggression from family members
GENERAL TERMS AND CONDITIONS
Variation

This job profile is not intended to be a complete list of duties and responsibilities but as a

guide for information to the job and may be reviewed as part of an individual’s personal development plan. Any changes will be made following discussion with the post holder.
The post holder will be expected to undertake ongoing personal, professional and

management development in line with the responsibilities of the post.
Equal Opportunity

All employees must comply with CHUMS CIC Equality & Diversity Policy and must not

discriminate on the grounds of race, colour, nationality, ethnic or national grounds, disability,

family responsibilities, gender, marital status, religion or sexual orientation on any other

grounds which cannot be shown to be justifiable.
Health and Safety

All employees are subject to the requirements of the Health & Safety at Work Act. The post

holder is required to ensure that his/her work methods do not endanger themselves or others.
Data Protection/Confidentiality

All employees are subject to the requirements of the General Data Protection Regulations (GDPR) and the Data Protection Act 2018 and must maintain strict confidentiality in respect of patient and staff records and information.
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	Requirements
	Essential
	Desirable
	Assessed

	EDUCATION,

TRAINING AND

DEVELOPMENT


	· Proven office experience

· Recognised admin

qualification
	
	Application

Form

	KNOWLEDGE/

EXPERIENCE
	· Experience of working

in a busy demanding environment

· Excellent spreadsheet skills

· Experience in working with confidential information

· Knowledge and experience of the full

Microsoft Office packages

	· Knowledge of 

           PCMIS
· Experience of working in a CAMHS setting
	References

Application form

Interview



	SKILLS AND

ABILITIES


	· Good communication skills

· Ability to use own initiative

· Ability to prioritise workload

· Able to work as part of a team

· Ability to formulate systems/working practices

· Excellent IT skills
· Excellent telephone manner


	· Able to work to tight deadlines
	Application form

Interview

	PERSONAL

QUALITIES


	· Flexible

· Organised

· Willing to take responsibility

· Team worker

· Maintains confidentiality

· Trustworthy and reliable

· Able to remain calm under pressure

· Empathic
· Good listening skills

	
	References

Interview


Candidates will only be invited for interview if they meet the essential criteria for this post.

The desirable criteria will be used to shortlist where the application of the essential criteria produces a large number of applicants.
JOB DESCRIPTION





Title: 			Business Support Administrator





Hours:		7.5 hours a week





Reporting to: 	Operations Director





Accountable to: 	Chief Executive Officer





Salary:		£13.45 per hour





PERSON SPECIFICATION


Administrator
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