
 

Senior Renal Transport Coordinator 
(Kings College Hospital  

 

Location: Kings College & units (QE, Sydenham, Dulwich, Bromley) 

Dept: Kings  

Shift: rotation early & late Mon-Fri with on call alternate Saturdays 

Salary: £26,000 pending experience 

Reports to: Operations Manager  

 

 
 
 
 
 

This is a patient facing position responsible providing 

customer-facing support at hospital locations to 

support the delivery of services. Strong focus on care 

and communication is key success factor to ensure 

policy and procedure and the requirements of 

regulatory standards are met.  

 

Achievement of patient flow and satisfaction to 

maintain a cost efficient and high quality patient 

experience are key measures of success in this 

position. 

 

Key Responsibilities: 

Quality and safety 

 Recognise and work within the values of the 
organisation and display high standards of integrity 
and professionalism towards colleagues and 
patients. (Induction programme) (Key skill) 

 Provide a professional image of Falck at all times, 
ensuring a welcoming and friendly attitude at all 
times. (Induction programme) (Key skill) 

 Develop a rounded understanding of the delivery 
model and develop and maintain positive working 
relationships with all delivery functions. (Induction 
programme) (Key skill) 

 Use all organisational policies and procedures and 
the software systems are accurately used to access 
and support all processes. (Induction programme) 

 Ensure all reference material is retrieved direclty 
from GEMS and requests to confirm receipt and 
understanding are provided via GEMs without delay 

 Report incidents that are brought to your attention 
in accordance with company policy. (Induction 
programme) (process mapping) 

 Ensure all colleagues are aware of and are able to 
identify a safeguarding incident and how to report it. 
(Induction programme) (process mapping) 

 Handle informal/formal complaints or issues patients or 
staff bring to your attention, ensuring action is taken de-
escalate a complaint and the patient is satisfied with the 
action taken. Escalate issues to your line manager 
where appropriate (process mapping) (Induction 
programme) 

 Provide patient sign posting patients to necessary 
support and information both Falck and the trust can 
provide. (Induction programme) (Key skill) 

 Log incidents and complaints using GEMS as instructed. 
(process mapping) 

 Support any investigation of incidents and complaints 
by providing accurate information and statements. 
(Process mapping) 

 Ensure you wear the appropriate uniform and PPE 
during your shift. (process mapping) 

 Take part in the implementation of actions to ensure 
learning is implemented to make the necessary 
improvement to service delivery. (process mapping) 

 Take part in internal and external audit/inspection of 
services to providing evidence and information to 
support the process. (process mapping) 

 Provide services using all risk assessments to maintain 
the safety of colleagues and patients. (Induction 
programme) 

 Attend organised training events to maintain knowledge 
and skills necessary for the role. (process mapping) 

 Follow SSOW and processes to maintain Health and 
Safety at Work Act at all time. Seek advice and support 
from line manager where necessary. (Induction 
programme) (process mapping) 

 Adhere to GDPR regulations and business processes to 
protect identifiable information. (Induction programme) 
(process mapping) 

 Gather patient feedback using Falck PET resources. 
(Induction programme) (process mapping) 

 

 

Patient Care 

 Follow agreed daily work plans given by line manager. 

 Work with Control to manage repeat failure/VIP patients 

 to ensure they receive transport as planned and at least 
within KPI. Escalate potential lateness to avoid excessive 
wait times. (Process mapping) 

 Make suggestions to improve all patient experience with 
particular focus on repeat failure/VIP patients. (Key skill) 

 Undertake meet and greet duties focusing on repeat 
failure/VIP patients and those with more complicated 
needs or particular vulnerability. (Key skill)    

 Follow processes to escalate patients threatening to wait 
excess time for transport. Liaise with colleagues in Control 
to de-escalate risk. (Induction programme) (process 
mapping) 

 Where necessary assist patients to vehicles and to/from 
wards/departments around the hospital. 

 Assist patients for comfort breaks. 

 Maintain links with hospital teams to support positive 
working relationships to ensure collaborative approach to 
managing patient care. (Induction programme) (Key skill) 

 Complete home risk assessments, report and communicate 
actions to ensure all staff follow recommendations to 
reduce risks to patients (Induction programme) (process 
mapping) 

 

Coordinator Duties 

 Attend meetings and con calls with Falck/Trust and 
completing reports as and when required. 



 

 Support new starters to ensure they have the 
necessary skills and capability to undertake all tasks. 

 Be aware of the KPI performance targets the 
business / contract is expected to achieve and 
ensure team work towards these standards. 
(Induction programme) (Key management skill) 

 Complete daily check that the morning patients have 
been allocated to a vehicle if not query with 
Control. process mapping) 

 Complete daily confirmation of AM patient booked-
ready times within 30 minutes of patients going on 
the machine and update system as appropriate. For 
those allocated to sub-contractors and where there 
is a difference in the timings, update Control for 
forward coordination with providers. process 
mapping) 

 Complete daily confirmation of PM patients in - 
Confirm suitable resourcing plan and check with any 
sub-contractors that journeys are booked process 
mapping) 

 Complete daily confirmation of PM patients out 
booked-ready times within 30 minutes of going on 
the machine and update system as appropriate. For 
those allocated to sub-contractors and where there 
is a difference in the timings, update dispatch for 
forward coordination with providers. process 
mapping) 

 Complete daily confirmation of Twilight patients in – 
Confirm suitable resourcing plan and check with any 
sub-contractors process mapping) 

 Complete daily confirmation of twilight patients out 
booked-ready times within 30 minutes of going on 
the machine and update system as appropriate. For 
those allocated to sub-contractors and where there 
is a difference in the timings, update dispatch for 
forward coordination with providers. process 
mapping) 

 Liaise with dispatch for twilight patients outbound to 
ensure timely transport is provided process 
mapping) 

 Provide point of contact for all renal units once 
Renal Coordinators have finished their shift process 
mapping) 

 Provide liaison point to seek clarity with renal unit 
for any patients who did not travel and agree 
approach for future bookings. If journeys are to be 
cancelled, cancel from system and include renal 
name in notes process mapping) 

 Check with the unit for any training requirements on 
web bookings for new staff (process mapping) 

 Check and maintain eligibility criteria process mapping) 

 Conduct a weekly review with the units to confirm –  

 Expected return date for any patients currently as an in-
patient in another unit (process mapping) 

 Expected return dates for those patients on holiday/ 
having treatment in another unit (process mapping) 

 Review of any new patients for transport (process 
mapping) 

 Patient feedback (process mapping) 

 Make change to Patient mobility that will influence their 
future transport needs (process mapping) 

 Any other business to include local events that may 
affect the renal clinics and transportation of patients i.e. 
football matches, festivals, Christmas period. (process 
mapping) 

 In the instance of aborted journeys call the patient to 
understand reason for abort and if they are still coming 
into hospital. If yes – ensure return journey is in 
place. (process mapping) 

 In the event of cancelled Journeys, call the patient to 
understand reason and update notes. Ensure plan in 
place for when the journey is next planned for. (process 
mapping) 

 Changes to normal In/Out: When patients have a OPD 
appointment inside Kings, ensure the 3 way journey is 
accurate in system to ensure renal session is 
updated. (process mapping) 

 Changes to regular times / mobility updated in system 
and communicated to Dispatch. (process mapping) 

  

 

Self 

 Ensure you are aware and able to work roster, including 
bank holidays, informing your manager of any issues. 
(Induction programme) (process mapping) 

 Complete daily tasks assigned to you escalating and 
informing your manager of anything that threatens the 
quality of services. (Induction programme) (process 
mapping) 

 Pass on information given by ACAs and ICTs to your line 
manager issues that threaten the quality of service. 
(Induction programme) 

 Inform your manager following process of any causes 
that will prevent you attending work as expected. 
(process mapping) 

 Take part in all performance management interviews/1:1 
requested by your line manager. 

 Welcome new employees and assist in them to ensure 
they settle quickly into their new position. (process 
mapping) (Key skill) 

 Escalate issues during the shift to your line manager 
without delay. (process mapping) 

 Take active part in engagement and two-way 
communication ensuring you are aware of information 
being provided. (process mapping) (Key skill) 

 Use staff suggestion scheme and constructive 
communication methods to be involved and influence 
service design and continual improvement. (process 
mapping) 

 Attend all necessary training to complete their roles 
competently. (process mapping) (Induction programme) 

 Use all necessary trust information to support them in the 
role, e.g. unit opening hours, changes to key Falck and 
hospital personnel, contact details etc. (process mapping) 
(Induction programme) 

 

 

Personal Performance Indicators: 

 

 Incidents causing harm to patients and staff 

 Complaints regarding behaviour of staff or injury to patients 

 Patient FFT >80% 

 Staff absence management 

 Abort and cancellations 

 KPI performance  

 CQC compliance and success external inspection outcomes >GOOD 
 
Competences: 

 Experience of management in logistics or healthcare   

 Confidence in using software systems and ability to use data in 
managing performance or people and services 

 Effective communicator using all types and methods to receive and 
provide key messages and information to all types and groups within 
the organisation 

 Excellent written and oral communication skills, with ability to 
produce accurate, concise records, reports and investigations to 
deadlines. 

 Commitment and flexibility to meet business needs 

 Ability to conduct duties in accordance with Falck values and working 
flexibility, collaboratively and inclusive 

 Ability to work within challenging deadlines and independently 
prioritise workload 

 Ability to travel and work remotely at all sites.  



 
 Evidence of sustained continuing professional development  

 Knowledge of legal and regulatory requirements of CCG 
authorisation  

 Understanding of the NHS and its infrastructure, as well as the 
background to and aims of current healthcare policy  

 Knowledge of Health and Safety and Environmental standards, 
regulations and requirements including ISO accreditation 

 Awareness of data security requirements relevant to the 
business. 
Daily duties 

 

 


