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Summary  

Under the direction of the Site Manager, the role is to provide 
on site support to patients, hospital staff, dispatch, local 
management, Ambulance Care Assistants and to add value to 
the service that Falck supplies to all stakeholders.  

Main Responsibilities  

Main Responsibilities but not limited to; 
 
1. Deal with queries from patients and Hospital Staff. 
2. Monitor the Cleric screens and work with Dispatch to ensure correct utilisation of 

crews and vehicles.  
3. General administration.  
4. Work with the Site Manager and provide regular updates regarding the Operation. 
5. Report any incidents following the correct company process. 
6. Highlight any staff shortages  and resource issues. 
 

Main References & Relations 

1. Site Manager 
2. Regional Contract Manager 
3. Patients & relatives  
4. PTS Crews, NHS Staff and Wards. 
5. MSL Dispatch.  

General 

General day to day tasks include but are not limited to; 
 
1. Conducting patient surveys. 
2. Work with the Dispatch Department to ensure correct utilisation of resources. 
3. Work with the Wards to improve discharges. 
4. Ensure patients  & relatives receive a good experience.  
5. Liaise with the Call Centres and support the patient call aheads process. 
6. Liaise with the NHS Discharge Co-Ordinator or equivalent to ensure a smooth and 

relievable service.  
 
 
 

Performance Indicators 

1. Patient Satisfaction Surveys completed as required.  
2. Outbound KPIs are improved.   
3. Inbound KPIs improved.  
 

Competencies 

• Is an ambassador and role model for Falck MSL Values. 
• Supportive & Empathetic to Patients. 
• Ability to work alone and poses good time management. 
• Good administration & Communications skills. 
• Customer focused. 



Service Co-ordinator 
Hospital Based 
Reports to the PTS Service Manager 
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Competences 

 
1. Understanding of different mobility groups.  
2. Understanding of resource utilisation and how this impacts on the 

service performance. 
3. Build solid relationships with the Planning and Dispatch departments. 
4. Time Management  
5. Understanding of the CQC, Trusts and CCGs. 
6. An ambassador and role model for Falck / MSL values and Cultures.  
7. To plan and organise own workload  within tight timescales, to set and 

work to agreed objectives.  
8. Caring, Responsive, Effective and Safe. 
 

 

Experience / Knowledge – Essential  

 
1. Evidence strong Customer Service experience.  
2. Excellent organisational  skills. 
3. Excellent communication skills . 
4. Able to communicate at all levels. 
5. Good computer based skills and able to use company specific systems and 

software.  
6. Manual Handling 
7. Understanding of PDAs. 
8. Be physically fit as the post holder may be required to assist wheelchair patients to 

and from an Ambulance.  
9. Ability to keep calm, work under pressure and achieve deadlines.  
10. Ambitious, confident and display drive and passion.  
11. Smart, presentable and personable.  

 
 
 
 

Experience / Knowledge – Desirable 

 
1. Experience working in a Hospital environment.  
2. Understanding of NHS policies and procedures.  
3. Understanding the function of the CQC and CCGs. 
4. Experienced in roster management and resource allocation / utilisation.  
5. Safeguarding.  
6. Infection Control. 
7. DNAR’s  

 
 
 

 
 


