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To provide effective administration in support of Luton Musculoskeletal Service, with responsibility for 

handling referrals via ERS (E-referral Service) and Self Referrals and telephone enquiries. 

Support the running of the administration function of the Musculoskeletal Service by maintaining accurate 
systems, providing reception cover/support when required, and undertaking general office duties. The 
post holder’s main responsibilities are to: 
 

• Registering patients using Clinical System (SystmOne) and ERS, also dealing with Onward referrals 
to other hospitals.  Booking of our exercise classes via telephone and letter. 

• Deal with telephone enquiries from patients, the public, staff and other health departments, liaise 
with Departmental Secretaries at local hospitals referred to.  

• Be competent in the use of Microsoft Office packages e.g. Word, Excel, Outlook.  Knowledge of 
SystmOne, ERS and ICE (used to download clinical reports) would be an advantage.   

• Complete administration tasks such as clinics (booking/rearranging appointments, clinic letters to 
include amending letters, responsibilty of waiting lists and booking appointments for clinics. 

• Contribute to creating a welcoming and efficient environment by greeting and assisting patients 
and visitors, answering, and making telephone calls and supplying information as requested. 

• Deal with telephone enquires promptly and accurately ensuring that messages are accurately 
relayed and appropriately referred on.  Respond to patients’ telephone enquiries in a sensitive and 
confidential manner, dealing with the issue or referring onto the appropriate member of staff.  
Identify urgency of messages and use initiative to task clinicians if required. 

• Be the first point of contact for referrals and process all referrals in a timely manner.  Accurately 
take the data provided, obtain additional information as required and record on SystmOne.  
Complete the referral process including the scanning of any relevant paper documents. 
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• Receive and dispatch mail.  Mail to be scanned onto clinical system and information tasked to 
relevant clinician. 

• Open/close clinics ensuring security of the building is maintained. 

• Work flexibly within the team, creating, developing and maintaining effective working relationships 
with other staff, clients/patients and external contacts. 

• Contribute to ensuring work is produced to agreed standards through planning and agreeing work, 
booking appointments, maintaining workflow in the team.  Monitoring and controlling the 
achievement of agreed targets. 

• Develop self to continually improve performance, take part in the appraisal and personal 
development planning systems and undertake development activities as necessary. 

• Ensure all statutory and mandatory training is kept up to date. 
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https://www.nhsx.nhs.uk/media/documents/NHSX_Records_Management_CoP_V7.pdf
http://www.nhs.uk/choiceintheNHS/Rightsandpledges/NHSConstitution/Pages/Overview.aspx
http://www.nhs.uk/choiceintheNHS/Rightsandpledges/NHSConstitution/Pages/Overview.aspx
https://digital.nhs.uk/data-and-information/looking-after-information/data-security-and-information-governance/codes-of-practice-for-handling-information-in-health-and-care/code-of-practice-on-confidential-information
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Experience 

• Office experience 

• Experience of working with confidential information 

• Experience of working in a busy, demanding environment 

Skills 

• Good verbal and written communication skills, including amending therapist letters if needed. 

• Effective telephone skills. 

• Good IT skills including use of Microsoft Office, internet and e-mail, previous use of Clinical Systems 

• Good organisational and prioritisation skills 

• Able to draft simple letters 

• Basic numeracy skills including working with Excel spreadsheets  

• Flexible approach to working 

• Team worker 

• Able to use initiative and recognise when to seek support 

 

Safeguarding and promoting the welfare of children and young people/vulnerable adults 

• Demonstrates an understanding of safeguarding issues 

 

Working within Professional Boundaries 

• Accepts responsibility and accountability for own work and can define the responsibilities of self 

and others 

• Seeks and uses support appropriately 

• Understands the principle of confidentiality. 
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Desirable: 

• Experience of working within the NHS or in a Social Care Settings 

• Knowledge of NHS practices and procedures 

• Ability to use SystmOne and other Clinical Systems as appropriate. 

 


