
 

Call Handler 
 

Location: Atcham 

Dept: Operations 

Salary: TBA 

Reports to: Control Room Manager 

 

 
 
 
 
 

Medical Services 

 
 

Falck Medical Services are part of the 

world’s largest provider of Emergency, 

Assistance and Healthcare Services.            

We are excited to offer the role of Call 

Handler to join our successful team based 

in Atcham. 
 

Come and be part of our frontline customer 

focused call centre responsible for bookings 

and enquiries from callers across the UK. 

Play a key role in the successful delivery of 

this vital hospital transport service. 

 

 

Key Responsibilities: 

 Responsible for all frontline customer service call 
handling in a professional, efficient and timely 
manner and in accordance with KPI. 

 
 To respond to enquiries in an articulate manner 

ensuring information given and received is 
correct. 
 

 Handle complaints in a professional manner 
offering suitable resolutions or escalating 
appropriately, in line with company policies. 
 

 Update and maintain client records and 
information on booking systems. 
 
 
 

 Ensure that bookings meet the relevant eligibility 
criteria in line with company policy and provide 
concise feedback and referral advice. 
 

 Liaise with internal /external stake holders in a 
professional manner ensure the transport system 
runs efficiently. 
 

 Provide administrative support in relation to all call 
centre requirements. 
 
 

 

Personal Performance Indicators: 
 

 Calls are answered in line with call response targets.  
 
 Booking information is accurately recorded 

resulting in correct resources assigned to meet the 
needs of patients. 

 
 Customer complaints resolved professionally.  
 
 KPI targets are achieved/exceeded. 
 

 Eligibility criteria applied in line with Company/Trust 
guidelines. 
 

 

 

 

 

 

 

Competencies: 
 

 Minimum 1 years’ Customer Service experience 
(ideally within a healthcare or call centre environment) 

 
 Excellent and articulate communication skills both 

written and oral. 
 
 Strong interpersonal skills building internal and 

external relationships at all levels. 
 

 Excellent PC skills, including Word & Excel.  
 

 
 Ability to multi-task with numerous deadlines or tasks 

without compromise. 
 

 Effectiveness with maintaining systems containing 
high volumes of data, documents and records. 

 
 A working knowledge of hospital transport/NHS 

procedures a distinct advantage. 
 


