
Position Description

	Title
	HIS Clerk
	Position Reports to
	HIS Administrative Team Leader

	Classification
	HS1
	Employment Status
	Full-time or Part Time considered

	Enterprise Agreement
	Health and Allied Services, Managers and Administrative Workers (Victorian Public Sector) (Single Interest Employers) Enterprise Agreement 2025-2027



As Australia’s only specialist eye, ear, nose and throat hospital, The Royal Victorian Eye and Ear Hospital’s (the Eye and Ear) has been providing care for the senses for more than 160 years. The Eye and Ear has over 90 different outpatient specialist clinics for the diagnosis, monitoring and treatment of vision and hearing loss and provides a 24 hour emergency eye and ear, nose, and throat service. The Eye and Ear provides care annually for around 190,000 patients, with over 130,000 outpatients, nearly 44,000 emergency patients and over 14,000 inpatients.

Vision Mission And Values
The Eye and Ear is a world leader providing exceptional care. Our vision is to inspire and advance specialist eye and ENT care. Our mission is to improve health and wellbeing outcomes through excellence in clinical care, teaching and education, research and innovation. Our values of Integrity, Inclusive and Accessible Care, Collaboration and Excellence are at the core of everything we do.

· INTEGRITY We act ethically, accept personal accountability, communicate openly and honestly and treat everyone with trust and respect
· INCLUSIVE AND ACCESSIBLE CARE We treat patients with respect, are compassionate, thoughtful and responsive to their needs and sensitive to diversity
· COLLABORATION We communicate openly, respect diversity of views and skills and work effectively with partners and in multi-disciplinary teams to deliver the best outcomes for patients
· EXCELLENCE We give our personal best at all times, deliver exemplary customer service, monitor performance and seek leading edge ways to improve it

Please read our full Strategic Plan here: https://eyeandear.org.au/about/publications/strategic-plan/

The Eye and Ear is an equal opportunity employer and is committed to providing a work environment that is free from harassment or discrimination and promotes inclusion, equity, diversity and cultural awareness in the workplace. We encourage applications from Aboriginal and Torres Strait Islander people, people from culturally and/or linguistically diverse backgrounds, all members of the LGBTQI community and people with disability.

We work collaboratively with hospitals to deliver the right care, in the right place, at the right time. The Eye and Ear is committed to the Child Safe Standards.
The Eye and Ear is a smoke free environment.
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Position Summary:

The Computer Clerk provides accurate, timely and customer-focused clerical support within Health Information Services. The role is responsible for retrieving and tracking medical records, completing data entry and patient registration tasks, supporting reception functions, preparing outpatient and admission records, and contributing to scanning, FOI processing, and general departmental duties. The position ensures all work is completed in line with RVEEH policies, legislative requirements, and service standards, while upholding the organisation’s values and commitment to high-quality, safe and efficient patient information management.

Key Responsibilities / Performance Outcomes:

1. Work within an ethically and legally sound framework. Ensure responsibilities are undertaken in accordance with the Eye and Ear policies and procedures, Code of Conduct and applicable legislation.

2. Information Technology (IT) skills that are commensurate with the requirements of the role.

3. Work within an Ethically and Legally Sound framework - Ensure responsibilities are undertaken in accordance with the Eye and Ear policies and procedures, Code of Conduct and applicable legislation.

4. Clerical Responsibilities:
a. Medical Record Requests Retrieval
· Retrieve paper medical records / microfilm records as requested.
· Track medical records to appropriate areas accurately and efficiently.
· Process urgent requests for information as a priority
· Retrieve records in accordance with the relevant procedure Key Performance Indicators
· Respond to all urgent requests same day
· 100% of "urgent" records (onsite) are retrieved and available to Emergency within 10 minutes of request. Offsite records are requested by provider using “urgent” timeframe to be available within 2 hours

b. Data Entry
· Performing thorough patient searches of the PMI to determine whether patients have previously attended the hospital or require new registration.
· Accurately registering patients on the computer system with verification and any updating of their details when in contact with the patient in person or over the phone, and from documentation. This includes accurate data entry on the PMI and Admissions Systems.
· Accurately accessing various PiMS modules such as the PMI, appointments, emergency, admissions, theatre bookings and waiting list to confirm patient attendances and/or answer enquiries.
· Accurately tracking medical records to new locations.
· Accurately merging duplicate records.


Key Performance Indicators
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· 95% accurate data entry with all mandatory fields entered and selected.
c. Reception Duties
· Maintain a professional and polite telephone manner and be responsive to telephone enquiries from internal and external stakeholders.
· Organise and confidently prioritise all incoming requests for medical records and other queries.
· Process any requests for information.
· Track returned medical records back into the HIS department accurately.
· Demonstrate understanding of all components of the reception role.

Key Performance Indicators

· Customer satisfaction with handling of requests, 0 Riskmans raised in relation to reception service each year
· 100% of "urgent" records (onsite) are retrieved and available to Emergency within 10 minutes of request. Offsite records are requested by provider using “urgent” timeframe to be available within 2 hours
· 95% tracking accuracy.
d. Outpatient Preparation
· Preparing the clinic paperwork for outpatient clinic appointments, to be available to the clinic by lunchtime the day prior to the actual clinic date.
· Compiling records/paperwork into labelled clinic batches to be collected by the “runners”. 
· Keeping track of communication from PS+A staff and HIS Clerical Team Leader regarding ad-hoc clinic preparation, ad-hoc extra forms, and other changes to preparation.
· Liaising with the relevant spoke sites on the provision of their records.
· Updating alerts in the record.
· Searching thoroughly for any missing records for clinic.


Key Performance Indicators

· 100% of planned records/paperwork are available at the time of clinic appointment
· 100% of urgent unplanned records/paperwork retrieved with 2-3 hours

e. Admission Preparation
· Retrieving records from appropriate locations (inside and outside Health Information Services) according to the Expected Admissions List.
· Retrieving “Extra” records for admission as requested by the Admissions Office, Surgical Bookings Unit, SAR, Main Theatre and other relevant departments within acceptable timeframes.
· Running patient reports throughout the day to check for theatre list changes.
· Keeping track of e-mails throughout the day regarding ad-ons, cancellations, and other theatre changes
· Preparing records for admissions with sufficient labels and the relevant forms.
· Compiling records/paperwork into relevant, labelled batches to be collected by SAR and taking those for Main Theatre to the Admissions Office. Record batches should be ready at minimum a day prior to the day of surgery.
· Delivering ‘ad-ons’ to SAR in the afternoon before admission
· Searching thoroughly and following up on any missing records for admission.

Key Performance Indicators

· 100% of planned admission records are retrieved and available at the time of admission appointment
· 0 Riskmans for missing records at time of surgery
f. Scanning and Preparation Role
· Sort, identify and distribute loose paperwork for scanning.
· Scan the paper medical record into the defined format using the hardware and software in place at RVEEH.
· Upload documents to the DHR via multimedia upload function
· Adhere to the efficiency measures defined for RVEEH medical record scanning.
· Prudent use of the scanning equipment, including cleaning, maintenance, restocking of workstations as defined.
· Collection, preparation/compilation of medical record documents for scanning.
· Undertake quality assurance checks on a minimum of 2% of total scanned documents at the point of scanning and/or retrospectively.

Key Performance Indicators

· 100% turnaround time of 12 hours for priority documents and 24 hours for routine documents.
· Staff will be expected to scan a minimum of 150 pages per hour over the time of the shift at 98.5% accuracy.

g. Freedom of Information
· Contribute to the completion of all information requests from patients, and third parties as appropriate under the direction of HIMs and ensure that they comply with the Freedom of Information Act 1982, Health Records Act 2001 and the Privacy Act.
· Facilitate the provision of FOI documents in an appropriate medium
· Coordinate the provision of reports/statements for the above mentioned requests.

Key Performance Indicators

· 100% of all FOI requests are completed within 30days (excluding those with an approved time extension)
· 100% of all FOI requests are sent an acknowledgement letter within 30days
· Staff are expected to document all communications relating to FOI in the appropriate database daily
5. Other Duties
· Maintain tidiness of clerical and file area.
· Answering the HIS phone. 
· Process requests for patient information from treating medical practitioners or allied health staff
· Support the outsource management of dictation, required corrections, mail distribution and enclosures from medical records.
· File allocated amount of medical records.
· Cull and prepare medical records for offsite storage when necessary.
· Operate and/or use facsimile, scanning equipment, photocopier, microfilm reader, filing trolleys, manual handling aids, and other equipment as necessary.
· Submit document tweaks on the DHR
· Retrieval of documents for scanning from clinical areas.
· Cover duties of other staff as required.
· Other duties as specified by HIS Clerical Team Leader/HIS Managers




6. Customer Service
· Responding in a courteous and timely manner to RVEEH staff, patients and the general public within the department, the hospital and over the phone.
· Providing assistance and accurate information to RVEEH staff, patients and the general public within the department, the hospital, and over the phone.
· Maintain confidentiality on all issues relating to the organisation, the patients, customers and fellow colleagues.
· Wear RVEEH identification at all times.

Key Performance Indicators

· Adhere to the RVEEH Privacy and Confidentiality policy.

7. Team Work and Communication
· Assist with training of HIS clerical staff and students.
· Be aware of, and practice according to, the organisation’s mission, objectives, core values and strategies.
· Work harmoniously with other team members to achieve service delivery excellence and achieve team goals.
· Resolve any workplace conflict in a professional manner and through the correct organisational processes.
· As a team member, value team and individual effort and support exploring new ways of working in the promotion of a friendly and co-operative work place.
· Work in partnership with the colleagues and other units to ensure an integrated approach to the delivery of quality outcomes with RVEEH.
· Keep work colleagues informed and share relevant and useful information.
· Check work related emails daily.
· Respect and treat colleagues equally.
· Oversee the desks of colleagues when they are on breaks or absent from their work station. This includes the answering of phones, record retrieval and recording of messages.
· Attending and actively participating in inter and intra-departmental meetings as required.
· Participating in relevant quality improvement activities.
· Performing other duties as determined by your supervisor/s.


Key Performance Indicators

· Demonstrate active participation in staff meetings.
· Demonstrate behaviour in line with the organisation’s values.
· Timely receipt of emails, meetings and appointments.
· Timely admission of unplanned patients upon receiving admission notification


Quality, Patient Safety And Risk Management

Ensure utilisation of systems designed to support quality, safety & risk management. This involves:

· Having an understanding of working within your role and responsibilities outlined in the Eye and Ear Quality Clinical Governance Framework to deliver safe high quality and person-centred experience and care.
· Participating in reporting and analysis of safety and quality data including risks or hazards.
· Participating in improvement activities.
· Participating in the reporting and analysis of quality initiatives, adverse events and risk identification.
· Participating in appropriate professional development activities and other quality and safety training.
· Participating in health service activities required for accreditation.
· Ensuring appropriate use of hospital resources.
· Demonstrate awareness of the financial requirements of the department and demonstrate an awareness of cost effective practice.
· Actively participate in the annual performance development cycle.
· Is compliant with the Eye and Ear Data Accountability Framework.


Occupational Health And Safety

The Eye and Ear endeavours to provide a working environment for its employees that is safe and without risk to health. Employees are required to:

· Perform their work with due regard for their own safety and health and for the safety and health of other people who may be affected by their acts or omissions.
· Actively promote and demonstrate the organisational values of integrity, care, excellence and teamwork.
· Participate in wellness@work initiatives.
· Report any hazards, near miss and incidents (regardless of whether an injury occurred or not) via the Victorian Health Incident Management System (VHIMS) Riskman.
· Understand and adhere to emergency procedures.
· Actively discourage and where possible call out inappropriate behaviour that may pose a safety risk to others.
· Participate actively in return to work programs if injured, and supporting injured colleagues in their return to work.


Selection Criteria: Qualifications, Experience And Competencies

	
	Essential
	Desirable

	Qualifications
	
	

	
	
	

	Experience
	
	· Previous	experience	in	a clerical role
· Previous medical or hospital position



	
	
	· Previous experience processing FOI requests

	
	
	

	Competencies
	· Good communication and customer service skills
· Computer literacy, preferably in patient information systems
· Demonstrated ability to perform tasks accurately, in an organised manner according to deadlines.
· Demonstrated initiative and enthusiasm
· Demonstrated ability to work in a team environment.
· Ability to work collaboratively with peers as part of a team to achieve successful outcomes
· Demonstrated problem solving skills
· Attention to detail
· Good organisational skills
· Initiative and self-direction and promotes and pursues service excellence
· Basic computer and keyboard skills
· Flexibility and adaptability
	· Medical Terminology
· Understanding	of	Victorian public hospital system
· Computer proficiency with a patient management system

	
	
	



Reporting Lines

Position Reports to – HIS Clerical Team Leader

Number of Direct reports - Zero

Key Working Relationships

· All RVEEH staff (especially Emergency, Clinics, Admissions, DSF, SBU and Preadmissions)
· General public
· Health professionals of hospitals and other health organisations.
· Emergency Services

All staff are required to have a satisfactory National Criminal Record Check. Direct patient care/clinical employees are required to have a valid Working With Children Check.

Author of Position Description or Manager of Position:

Name: Emma Macartney

Date: September 2026

The Eye and Ear reserves the right to modify this position description as required. The employee will be consulted when this occurs. Statements included in this position description are intended to reflect the duties and responsibilities of this position and are not to be interpreted as being all-inclusive.

Agreement
I have read, understood and agree to comply with the position description. Name: 	
Signature: 	


Date: 	/ 	/ 	
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