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JOB DESCRIPTION 

 

JOB TITLE:   Operations Coordinator 

DEPARTMENT:  St Christopher’s Personal Care  

RESPONSIBLE TO:    Senior Operations Coordinator / Head of Personal Care  

SALARY RANGE:   £22,447 to £23,437 per annum  

 

Primary Job Purpose 

The Operations Co-Ordinator’s role has a significant impact on the lives of people who rely 

on our care and support. They act as a primary point of contact for service users, families, 

care workers and other health professionals. A crucial aspect of the role is managing staff 

availability against client need and undertaking the logistical challenge of efficient rostering. 

This includes taking account of our service user’s changing health needs, individual 

preferences, geographic location whilst focussed on continuity of care. The ability to problem 

solve and think clearly under pressure is essential  and excellent planning, organisational 

and IT skills are required to ensure each service user receives the care and support that 

they expect. As part of a growing service, you will be fully engaged in implementing new 

processes and adapting existing ones and making suggestions for continuous improvement.  

 

Principal Accountabilities 

1. Provide a crucial link for service users, families and care workers, dealing with 
queries about care and support in a sensitive, understanding and supportive manner. 
 

2. Use rostering software to allocate care workers to service users that maximises 
continuity, reduces travel and makes efficient use of care worker hours.  
 
 

3. Manage staff availability and shift patterns to cover the service and build strong 
relationships with the care team so you can call upon extra cover when needed. 
 

4. Ensure only appropriate care workers are allocated based on their training and 
capabilities such as medication, and client preferences or exclusions. 
 

5. Support the training process of new care workers through induction planning and 
mentoring with senior care workers.  
 
 

6. Support clients and families over the telephone, including people in distress, handling 
complaints appropriately and negotiating requests that balance the needs of the 
service and of service users. 
 

7. Make sure accurate visit data is recorded for regulatory compliance, billing and 
payroll purposes. 
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8. Relay appropriate feedback from care workers and information from other 
professionals to clinical staff within the team. 
 
 

9. Contribute to all aspects of excellent customer experience whether by phone, face-
to-face or in written communication. 
 

10. Gather and record service user feedback on a regular basis by telephone. 
 
 

11. Keep all information about customers and their families secure and confidential. This 
list is not exhaustive and from time to time you may be required to undertake 
additional duties. 

 

Professional Behaviour: Code of Conduct 
 

The post holder must comply with their relevant professional code of conduct at all times, where this exists.  All 
roles have identified competencies to which post-holders will be regularly assessed against.   
 
A job description does not constitute a ‘term and condition of employment’. It is provided only as a guide to assist 
employees in the performance of their role. St Christopher’s is a fast moving organisation and therefore changes 
to employees’ duties may be necessary on occasion. The job description is not intended to be an inflexible or 
finite list of tasks and may therefore be varied from time to time, after discussion with the post-holder.  
 
Safeguarding/MCA and DoLS 

 
Staff are required to take responsibility in all areas of work for safeguarding people at risk (both adults and 

children) from any form of abuse or neglect.  When delivering care and support, staff are required to comply with 

the requirements of legislation relating to care in the UK, including the Care Act (2014), and Mental Health 

Capacity Act 2005, which incorporates the Deprivation of Liberty Safeguards (DoLS). In order to achieve this, all 

staff are required to read St. Christopher’s Safeguarding Policy and Procedure and to participate in both regular 

training and training updates and to incorporate preventative strategies into their work, as applicable. 

General 

 
All employees are required to undertake the following: 
 

 To make positive contributions to all internal and external quality and/or best practice measures/processes.  

 To fully participate in the annual appraisal process, to agree targets and objectives with line managers and to 
report on activity against agreed targets on a regular basis. 

 To fully comply at all times, with St. Christopher‘s policies and procedures and to take responsibility for own 
actions/inactions. 

 To fully comply with all mandatory and StC role specific training requirements 

 To act in accordance with workplace legislation/requirements including Health and Safety, Equality and 
Diversity and Data Protection.  

 To share and model St. Christopher’s values and expected behaviours at all times. 

 To fully support and engage with St. Christopher’s fundraising activities and initiatives.  

 To participate in all employee engagement activities including team, departmental or other staff meetings as 
required and to contribute to St. Christopher’s annual staff survey. 

 To maintain professional registrations (where applicable) and to keep up to date with mandatory training and 
other training requirements within own area of specialism/responsibility.  

 

 Those in managerial or supervisory roles are expected to support the teaching, training and development of 
staff, and in some cases volunteers, as appropriate. 

 

A job description does not constitute a ‘term and condition of employment’, it is provided only as a guide to assist 
employees in the performance of their role. St Christopher’s is a fast moving organisation and therefore changes 
to duties and responsibilities may be necessary on occasion. The job description is not intended to be an 
inflexible or finite list of tasks and may therefore be varied from time to time in discussion with the post-holder.  
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PERSON SPECIFICATION: Operations Coordinator    

Qualifications Essential Desirable 

Good level of general education   

Administrative related qualifications and/or Heath 
and social care related qualifications 

  

Knowledge and Experience Essential Desirable 

Experience of working independently within an 
administrative role  

  

Experience of working in a healthcare environment 
and understanding the importance administration in 
supporting the clinical effort  

  

Direct contact with patients and relatives, face-to-
face or by telephone 

  

Evidence of implementing new processes and/or 
improving existing ones 

  

Experience of logistical planning   

Skills and Competencies Essential Desirable 

Confident communicating with clinical professionals, 
patients and families  

  

Excellent IT skills, including intermediate or 
advanced knowledge of Microsoft Excel 

  

Exceptional data management skills and analytical 
approach 

  

Understanding of delivering excellent customer 
experience 

  

Knowledge of Microsoft Access   

Experience of using roster systems to plan client 
visits and allocate staff effectively 

  

Assured in taking on new ways of working, improving 
processes with new software and technology 

  

Personal Attributes Essential Desirable 

Diligent approach to administration with keen 
attention to detail. 

  

Excellent verbal and written communication skills.   

Strong organisational and time management skills   

A self-starter with ability to manage own workload 
and prioritise tasks. 

  

Willingness to work with flexibility to meet the needs 
of the service and the team. 

  

Keen to offer insight on improving processes and 
foresee problems before they occur. 

  

 

 

 

 

 


