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Position Description


	Position title:
	Triage Specialist
	Date:
	October 2024

	Reports to:
	Triage Team Manager
	Department:
	Triage Team

	Number of reports:
	Direct: 0
Total (include indirect): 0
	Location:
	Auckland Office

	Delegated financial authority:
	N/A
	Budget ownership:
	No

	Level of influence:
	Leading self 



	Our Organisation  

	
At Southern Cross Healthcare, our vision is to help people live their best lives by reimagining healthcare.  

Across our nationwide network, we combine the skills of more than 4,000 people including nurses and anaesthetic technicians, working with specialists, surgeons, anaesthetists, and allied health practitioners. 

As New Zealand’s largest private provider of healthcare, our strong “for purpose ethos” and through being recognised as one of New Zealand’s leading and most trusted brands, we are poised to amplify the delivery of healthcare services like no other.





	Vision  
	Purpose

	Our vision is for what we aspire.

To help people live their best lives by reimagining healthcare.

	Our purpose is why we exist.

To advance the provision of quality healthcare in Aotearoa New Zealand. 






	Values and Behaviours

	Teamwork: We will work together because we know that a strong team will always outperform strong individuals.

Responsibility: We will take ownership and pride in our work. We will act with integrity and be accountable for our behaviour. 

Respect: We will act fairly in a culture of mutual trust and respect.

Aspiration: We will aspire to be the best we can be. We will recognise and celebrate success.




	Role Purpose

	As the first point of contact for our clients, the prime focus for a Triage Specialist is to provide empathetic, professional, and helpful support in response to all email and phone requests, connecting clients with the service and specialist expertise most appropriate for their mental health needs and preferences.
Respond to and process manager referrals and individual client requests and requests for additional sessions for support in a timely manner, in line with Raise service level commitments. 




	Key Relationships

	Internal
· Leadership Team 
· Client Team 
· Clinical Team
· SCH People & Capability expertise 
· Triage Team members
· Triage Team Manager 
· Accounts team 
	External
· Contracted Practitioners 
· Individuals seeking EAP support
· Managers of client organisations  
· Third party contractors/suppliers




	Key Accountabilities

	Operational
· Coordination of urgent appointments and Critical Incidents
· Processing multiple cases day to day, including complex cases which will involve empathy, communication skills, strategic thinking, and following safety and risk guidelines.
· Answering all incoming enquiry phone calls, emails, and manage inquiries personally whenever possible in a polite and friendly manner.  Where required, redirect the call or message to the appropriate staff member.
· Answer incoming referral calls, process email / web / app appointment requests for support and complete with a high level of accuracy adhering to the Raise referral process.
· Ensure referrals are processed correctly and in a timely manner adhering to the KPI requirements.
· Ensure clear and concise communication with clients and practitioners. 
· Ensure all referrals for the day are addressed and notes within the data base are comprehensive for a clear handover process. 
· Send specialist requests on behalf of individuals while remaining within the confines of confidentiality.
· Professional and timely email management.
· Assist with accounts enquiries where required.
· Any other duties as required by the Triage Specialist Lead.

Professional Responsibility
· Accept responsibility for ensuring that conduct and activities meet the standards of the professional, ethical, and relevant legislated requirements, especially confidentiality and privacy laws.
· Consistently maintain standards of honesty, integrity, and reliability. 
· An awareness of necessary boundaries that reflect the importance of not taking on inappropriate roles around the needs of clients.
· Utilize internal supervision to reflect on one’s own personal skills and performance to ensure sound, ongoing support in this front-line position.

	Health, Safety and Wellbeing
· All employees are responsible for complying with health and safety policies and procedures.
· You are responsible for your own health and safety while at work and ensuring that your actions or inactions do not put others at risk.
·  Identify, report and self-manage hazards where appropriate.
· Ensure that you complete early and accurate reporting of incidents at work. 
· Participate and co-operate for shared health and safety responsibilities 
· Actively participate where improvements to health and safety at SCHL can be made

Commitment to the principles of Te Tiriti o Waitangi  
· Demonstrate awareness and understanding of Te Tiriti o Waitangi obligations through manaakitanga (respect) and kawa whakaruruhau (cultural safety) as evidenced in interpersonal relationships.

Commitment to Diversity, Equity and Inclusion (DEI)
· Honour diversity by acknowledging and respecting others’ spiritual beliefs, cultural practices and lifestyle choices as evidenced in interpersonal relationships.
· Seek opportunities to include diversity, equity and inclusion practices in everyday work.
 
Commitment to Environment, Social and Governance (ESG)
· Engage in sustainable practices whenever possible.  Try to reduce the environmental impact of your work and take an active role to initiate change to meet Southern Cross' ESG (Environmental, Social and Governance) commitments. 
· Actively engage to improve your knowledge regarding sustainable practices whenever possible.




	Role Requirements

	Experience and skills required:
· Minimum 3 years’ experience in a customer service-related role
· Excellent written and verbal interpersonal and communication skills.
· Sound judgement always ensuring client and business-related confidentiality.
· Resilience and the ability to work effectively under pressure.
· Ability to effectively manage priorities and multitask.
· Excellent attention to detail.
· Strong administrative skills.
· Computer literacy with a firm grasp of Outlook, Word and Excel.
· A relevant residency status to work in New Zealand.
· To be flexible/adaptable and to respond positively to the changing needs of the business.
· Cultural awareness and sensitivity.

Experience and skills desirable:
· Experience within the healthcare or related sectors.
· Flexibility to work outside normal hours from time to time.
· Passion for working in the mental health sector. 
· Sound intuitive judgement.
	Education and qualifications required:
· Relevant tertiary qualification



	Leadership Attributes 

	Human Centred Leadership
· Empathy
· Adaptability
· Connection

Performance Coach
· Accountability
· Engagement
· Collaboration
	Change Enabler
· Execution
· Energy
· Contribution
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