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	Role Title:
	Clinical Contact Centre Nurse Advisor 
	Department:
	Clinical Contact Centre 
	Budget:
	

	Direct Reports:
	NA
	Reports To:
	Clinical Contact Centre Team Leader
	Version:
	V2



	Role Purpose:
	Key Accountabilities

	To provide remote medical support and advice to patients, ensuring adherence to regulatory and ethical standards, engaging in professional development and contributing to service improvements, and fostering robust internal and external stakeholder relationships
	1. Providing remote medical advice and assistance to patients
2. Adhering to regulatory compliance
3. Engaging in professional development and contributing to service improvement
4. Developing and maintaining internal and external stakeholder relationships




	Key Accountabilities:
	Key Measures of Success:

	1. Providing remote medical advice and assistance to patients
· Carry out suitability calls to determine if the patient is suitable to offer remote nurse training
· Train patients remotely to self-administer
· Monitor vital signs and assess pain levels remotely
· Carry out comfort calls to see how patients are doing and if there is anything else they can help with
· Efficiently manage inbound and outbound calls (including pre-treatment assessment calls), addressing patient inquiries and concerns with empathy, professionalism, and accuracy
· Provide patient support via SMS
· Escalate if there are any changes in the patient’s health, wellbeing, or information that requires reporting
	· Number of comfort calls made 
· Average time taken to answer inbound calls or reply to patient SMS

	2. Adhering to regulatory compliance
· Adhere to all established standards, policies, and protocols to ensure safe and effective patient care
· Maintain strict confidentiality of patient information
· Uphold ethical standards, professional codes of conduct, and all relevant legal requirements governing healthcare practice
· Be open and transparent regarding personal practice, ensuring that any potential issues or conflicts are promptly reported and addressed
· Document accurately all patient interactions, assessments, advice, and recommendations in electronic health records or designated systems
· Engage in rigorous document control, ensuring that all documentation is accurate, timely, and adheres to established guidelines and protocols
	· Accuracy and timeliness of documentation as per established guidelines

	3. Engaging in professional development and contributing to service improvement
· Develop and maintain clinical skills and knowledge as necessary
· Engage in ongoing professional development activities to perpetually enhance clinical knowledge and skills
· Actively participate in quality improvement initiatives, including engaging in surveys and audits, to enhance the quality of patient care and services
· Support the design and develop of call scripts, ensuring they are patient-centred and in alignment with best practice guidelines
· Collaborate in implementing new programmes or strategies aimed at enhancing the delivery of remote nursing services
	· Number of professional development activities engaged in
· Contributions to and outcomes from service improvement and quality improvement initiatives

	4. Developing and maintaining internal and external stakeholder relationships
· Collaborate and communicate effectively with healthcare professionals, such as Healthcare Assistants, to ensure coordinated and comprehensive care for patients
· Support and contribute to the development and promotion of the nursing services by working collaboratively with all internal and external stakeholders
	

	Enablers to the Role (Skills, Knowledge, Experience)

	· Active Registered Nurse (RN) with current NMC registration
· Clinical experience, in relevant specialties
· Clinical knowledge and expertise
· Communication skills
· Organisational skills
· Strong verbal and written communication skills, especially for interacting with patients, families, and other healthcare providers.
· Building rapport and trust with patients and carer givers
· Knowledge of relevant healthcare laws, ethical guidelines, and experience ensuring compliance, particularly in documentation and maintaining confidentiality











The Key Performance Indicators (KIPs) that the Nursing team are accountable for, are as follows:
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