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Supplementary
NEOC Duty Supervisor
National Emergency Operations Centre (NEOC)
Job Specification and Terms and Conditions

	Job Title, Grade Code
	NEOC Duty Supervisor 
(Grade Code: 6126)

	Campaign Reference
	NRS15518


	Closing Date
	Thursday 20th of August 2026 at 12:00PM


	Proposed Interview Date (s)
	Candidates will normally be given at least two weeks' notice of interview. The timescale may be reduced in exceptional circumstances. 


	Taking up Appointment
	A start date will be indicated at job offer stage.

	Location of Post
	The National Emergency Operations Centre (NEOC) operates as a single function across two locations in Tallaght, Co. Dublin and Ballyshannon, Co. Donegal. Tallaght is the primary site and is located at the Rivers Building, Tallaght, Dublin 24, D24 XNP2.

There is currently one permanent vacancy in Tallaght, Dublin.

A supplementary panel may be formed as a result of this campaign for NEOC Duty Supervisor in the National Ambulance Service from which current and future, permanent and specified purpose vacancies of full or part-time duration may be filled.


	Informal Enquiries
	Name: David Taafe, NEOC Site Manager II 
Tel: 0870574043
Email: david.taafe@hse.ie  


	Reasonable Accommodations 
	Candidates who require a Reasonable Accommodation/s to support their participation, at any stage, in the recruitment and selection process, should email the NRS at applysupport@hse.ie 


	Details of Service

	The National Ambulance Service (NAS) is the statutory pre-hospital emergency and intermediate care provider for the State. In the Dublin metropolitan area, ambulance services are provided by the NAS and Dublin Fire Brigade. 

The NAS mission is to serve the needs of patients and the public as part of an integrated health system, through the provision of high quality, safe and patient centred services. This care begins immediately at the time that the emergency call is received, continues through to the safe treatment, transportation and handover of the patient to the clinical team at the receiving hospital or emergency department. 

Serving a population of over 5 million people, the NAS responds to over 390,000 ambulance calls each year, employs over 2000 staff across 100 locations and has a fleet of in excess of 540 vehicles. In conjunction with its partners the NAS transports approximately 4,800 patients via an Intermediate Care Service, co-ordinates and dispatches more than 800 Aero Medical / Air Ambulance calls, completes 600 paediatric and neonatal transfers and supports Community First Responder Schemes across the state.

In 2026, the National Ambulance Service will continue implementation of a strategic plan, NAS Strategy 2021-2031, which is focused on ensuring the delivery of patient centred care. It brings together recommendations from a wide series of reviews into a single plan. 

A critical element of this is the implementation of shifting models of care that will see the service utilise other alternative services for our patients than the emergency department. 



	Reporting Relationship
	NEOC Duty Manager or designated manager.


	Key working relationships

	· NEOC Staff
· NEOC Senior management 
· NEOC Duty Managers
· NAS Senior Managers, Managers, Supervisors and Staff
· Regional Emergency Management Office
· External Service Providers
· Trade Unions
· Pre Hospital Emergency Care Council
· NAS HR
· NAS ER
· HSE Health & Wellbeing


	Purpose of the Post 
	The role of the NEOC Duty Supervisor is to manage a complement of staff dedicated to the operation of a Control and Communications Centre in order to efficiently and effectively manage and coordinate the utilisation of various forms of Emergency Ambulance (PHEC), Intermediate Care Service (ICS), Specialist (including Aeromedical), Critical Care and Retrieval (CCRS) Community/First Responder and Emerging Threat Team (ETT) resources to meet the needs of service users.

The NEOC Duty Supervisor has a key role in delivering an effective response to emergencies within an established set of performance indicator response times and for supervising the control of resources in a defined sector. S/he will play a lead role in improving communication both within and externally to the Service, by performing their duties in line with the ethos of customer/client service.

The NEOC Duty Supervisor is responsible for supervising and monitoring the efficient and effective control and utilisation of emergency ambulance and patient transport resources to meet service users’ needs in a timely manner.

The NEOC Duty Supervisor will also have administrative tasks to ensure the smooth running of the National Emergency Operations Centre and to ensure that standards are met.


	Principle Duties and Responsibilities

	The key tasks involved in carrying out these responsibilities can be divided into the following broad areas: 

Staff Supervision and Decision Making
· Supervise a complement of staff in the National Emergency Operations Centre.
· Assume shared control along with other NEOC Duty Supervisors for the day-to-day operational and administrative management of the National Emergency Operations Centre.
· Take the lead role in problem solving/decision making.
· Maintain a high level of effectiveness and efficiency, by ensuring compliance with Standing Operational Procedures and fostering good working relationships within the National Emergency Operations Centre.
· Maintain agreed emergency response cover in the areas of operations (availability of resources).
· Ensure that approved operational control procedures are observed and adhered to.
· Drive adherence to performance standards
· Operate all management procedures in relation to discipline, industrial relations agreements, rosters, training, leave, grievance and attendance management
· Engage with hospitals in relation to Emergency Department turnaround times
· Ensure Dispatchers follow up with crews where activation time standards are not achieved
· Provide information for the validation of staff overtime payroll claims.
· Ensure that all ambulance requests are dealt with according to priority.
· Ensure that all relevant telephone and radio calls are answered promptly and in a professional and customer related manner. 
· Ensure any vehicle incident or high value asset incident is reported to the Fleet and Asset Coordination Centre to maximize vehicle availability.
· May be required to carry out the duties of a NEOC Duty Manager in an “acting up” capacity.
· Keep the NEOC Duty Manager apprised of all matters in relation to utilisation of resources.

Service Delivery and Performance
· Monitor sectoral and spatial emergency ambulance cover to achieve response times performance
· Support the work of the Clinical Hub and Specialist Desks to deliver the best possible outcome for patients
· Ensure that all requests are dealt with appropriately with particular emphasis on “can do” approach ensuring the best outcomes for all patients and clients.
· In line with the PHECC EMS Dispatch Standard, comply with all call categorisation as determined by a Medical Priority Dispatch System.
· Provide appropriate pre arrival and post-dispatch instructions in response to AS1 calls in a prompt and timely manner. 
· Comply with AQUA Audit on personal and Centre performance
· Operate such communications facilities as are required in order to achieve the job objective. 
· Liaise with non-health service agencies as required.
· Operate the telephone switchboards and Group Text Systems.
· Report unusual incidents and equipment faults to the NEOC Duty Manager and where applicable arrange repair.
· Undergo prescribed training (systems / communications / driving) courses as is necessary to maintain and improve professional skills.
· Carry and operate communications / paging / mobile / telephone and visual (CCT etc.) equipment as may be required.

Administrative Responsibilities (Including Managing Resources and Information)
· Record details and maintain records of duty hours in accordance with Service procedures
· Maintain and submit records as required by a designated Manager
· Undertake paperwork, such as recording routine tests on pieces of equipment
· Maintain confidentiality of patient identifiable personal data using a non-identifiable alternative, where practicable, and limiting access on a strictly need to know basis.
· Use and ensure use of all NAS technology to its full potential, regardless of function, within the Control Centre setting.
· Identify how systems / procedures / protocols / guidelines can be improved, through technology or “smarter” working practices, to improve the delivery of service.
· To maintain all appropriate archived data and voice recordings in line with the Policy - Records Management.
· To ensure all disseminated revised documentation is circulated to all relevant staff, is signed for and that acknowledgment of such actions are documented and return to the relevant Control Manager.
· To provide information for the validation of overtime payroll claims. 
· Extrapolate, collate, present and circulate regular daily reports on ambulance activation and response time standards, and such other statistics and administration information as may be required from time to time. 

Development, Education and Training
· Be prepared to undertake continuous professional development opportunities
· Undergo such training as may be prescribed by the NAS for both organisational and individual development
· Identify developmental opportunities within the work context and take part in activities, which lead to personal and professional development
· Mentor trainees and foster an atmosphere of learning by example. 
· Undergo such training as may be prescribed by the National Ambulance Service for both organisational and individual development including any training to achieve certification with PHECC.
· Attend supervision, appraisal and performance review sessions with NEOC Duty Managers as required.
· Facilitate and control students and visitors within the NEOC secure environment

Deployment/Flexibility
· Work rosters as assigned and be prepared to adapt in the event of Surge
· Participate in exercises and training sessions designed to improve the ability of the NAS to respond to a Major Emergency.

Personal Health & Wellbeing 
· In the context of delivering high quality services, maintaining a level of physical fitness and on-going personal professional development appropriate to the role is essential 
· Demonstrate awareness of own stress levels and seek appropriate support in order to manage individual responsibility.
· Ensure attendance for duty free from the effects and smell of prior alcohol consumption
· Wear such uniforms and/or protective clothing as deemed necessary for the performance of his/her duties in a clean, hygienic and professional manner
· Engage in the HSE performance achievement process in conjunction with your Line Manager and staff as appropriate.

Communications and Engagement
· Work with other service providers in an integrated and collaborative approach
· Develop effective and robust collaborative/team working relationships with key internal and external stakeholders
· Engaging in difficult and challenging conversations with a range of stakeholders

Risk Management & Business Continuity
· Adequately identifies, assesses, manages and monitors risk within their area of responsibility. 
· Implement service plan and business plan objectives within area of responsibility
· Ensure the efficient management and administration of area of responsibility
· Ensure deadlines are met and that service levels are maintained
· Ensure that archives and records are accurate, maintained confidentially and readily available to the appropriate authority 
· Ensure line management is kept informed of issues arising
· Ensure that stakeholders are kept informed and that their views are communicated to senior management
· Provide managerial support for meetings and attend as required
· Maximise the use technology in ensuring that work is completed to a high standard.
· Ensure that the NAS safe system of work is in place during their period of duty and where an issue is urgent complete a dynamic risk assessment and take appropriate actions.
· Observe, report and take appropriate action immediately on any matter which may be detrimental to staff and/or service user care that may be inhibiting the efficient provision of care.

Other
· Have a working knowledge of the Health Information and Quality Authority (HIQA) Standards as they apply to the role for example, Standards for Healthcare, National Standards for the Prevention and Control of Healthcare Associated Infections, Hygiene Standards etc. and comply with associated HSE protocols for implementing and maintaining these standards as appropriate to the role.
· Support, promote and actively participate in sustainable energy, water and waste initiatives to create a more sustainable, low carbon and efficient health service

The above Job Specification is not intended to be a comprehensive list of all duties involved and consequently, the post holder may be required to perform other duties as appropriate to the post which may be assigned to him / her from time to time and to contribute to the development of the post while in office.

This post will be affected by the ongoing Reconfiguration and Clinical Care Programmes and successful candidates should be aware that significant change in the structure and operation of National Emergency Operations Centres is anticipated including assimilation of additional services including but not limited to:

· GP Out of Hours Call Taking
· HSE Information / Advice Lines
· Hospital Bed Bureau
· Workforce Planning
· Private Ambulance work allocation
· Trauma Bypass Coordination
· Retrieval Logistics Coordination


	Eligibility Criteria

Qualifications and/ or experience

	Candidates must, on the latest date for receiving application for the office:

· Have a minimum of two years’ experience in a National Emergency Operations Centre comprised of both Call Taking and Dispatch roles

· Demonstrate experience in the use of Control Centre systems and technology

· Possess the requisite knowledge and ability, including a high standard of suitability, for the proper discharge of the duties of the office


Health
A candidate for and any person holding the office must be fully competent and capable of undertaking the duties attached to the office and be in a state of health such as would indicate a reasonable prospect of ability to render regular and efficient service. 

Character
Each candidate for and any person holding the office must be of good character.


	Post Specific Requirements
	Demonstrate depth and breadth of experience in the area of planning and delivering a quality service as relevant to the role

Demonstrate depth and breadth of experience in the area of dealing accurately and effectively with incidents in a time critical situations as relevant to the role

Demonstrate depth and breadth of experience in the area of handling multiple tasks and maintaining composure under pressure as relevant to the role


	Other requirements specific to the post
	The post holder will play an important role in ensuring the safe and effective delivery of services to patients and the provision of support to staff and therefore, key requirements for this post include:

· Experience in engaging a broad and complex range of internal and external stakeholder
· Be continuously contactable throughout the shift
· This is a supervisory role in the Operations Directorate and hence, wearing operational uniform (green/white) is a mandatory requirement
· Be willing to travel to the other NEOC site in the event of a crisis or system failure
· Work arrangements which may include a 24/7 shift rotational cycle of shifts which include day, night and weekend working


	Additional eligibility requirements:

	Citizenship requirements 
Eligible candidates must be: 
(i) EEA, Swiss, or British citizens 
OR
(ii) Non-European Economic Area citizens with permission to reside and work in the State 
Read Appendix 2 of the Additional Campaign Information for further information on accepted Stamps for Non-EEA citizens resident in the State, including those with refugee status.

To qualify candidates must be eligible by the closing date of the campaign. 


	Skills, competencies and/or knowledge

	· Demonstrate significant professional knowledge regarding Ambulance Services. 
· Demonstrate the ability to multi task and cope under pressure while maintaining composure.
· Demonstrate initiative, flexibility and problem solving skills especially with regard to working in the changing environment of the National Ambulance Service.
· Demonstrate effective teamwork and leadership skills. 
· Demonstrate strong communication and interpersonal skills.
· Demonstrate verbal, listening and written acuity skills in a multi-tasking environment.
· Demonstrate empathy and caring skills especially in relation to providing a quality service to patients / clients.


	Campaign specific selection process

Ranking/shortlisting / interview
	A ranking and or shortlisting exercise may be carried out based on information supplied in your application form.  The criteria for ranking and or shortlisting are based on the requirements of the post as outlined in the eligibility criteria and skills, competencies and/or knowledge section of this job specification.  Therefore, it is very important that you think about your experience in light of those requirements.  

Failure to include information regarding these requirements may result in you not progressing to the next stage of the selection process.  

Those successful at the ranking stage of this process, where applied, will be placed on an order of merit and will be called to interview in ‘bands’ depending on the service needs of the organisation.


	Diversity, equality and inclusion 

	The HSE is an equal opportunities employer.

Employees of the HSE bring a range of skills, talents, diverse thinking and experience to the organisation. The HSE believes passionately that employing a diverse workforce is central to its success – we aim to develop the workforce of the HSE so that it reflects the diversity of HSE service users and to strengthen it through accommodating and valuing different perspectives. Ultimately this will result in improved service user and employee experience. 

The HSE is committed to creating a positive working environment whereby all employees inclusive of age, civil status, disability, ethnicity and race, family status, gender, membership of the Traveller community, religion and sexual orientation are respected, valued and can reach their full potential. The HSE aims to achieve this through development of an organisational culture where injustice, bias and discrimination are not tolerated. 

The HSE welcomes people with diverse backgrounds and offers a range of supports and resources to staff, such as those who require a reasonable accommodation at work because of a disability or long-term health condition. 

Read more about the HSE’s commitment to Diversity, Equality and Inclusion 


	Code of Practice
	The Health Service Executive will run this campaign in compliance with the Code of Practice prepared by the Commission for Public Service Appointments (CPSA).

The CPSA is responsible for establishing the principles to be followed when making an appointment. These are set out in the CPSA Code of Practice. The Code outlines the standards to be adhered to at each stage of the selection process and sets out the review and appeal mechanisms open to candidates should they be unhappy with a selection process.

Read the CPSA Code of Practice. 


	The reform programme outlined for the health services may impact on this role, and as structures change the job specification may be reviewed.

This job specification is a guide to the general range of duties assigned to the post holder. It is intended to be neither definitive nor restrictive and is subject to periodic review with the employee concerned.
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NEOC Duty Supervisor
National Emergency Operations Centre (NEOC)
Terms and Conditions of Employment

	Tenure 
	The current vacancy available is permanent and whole time.  

The post is pensionable. A panel may be created from which permanent and specified purpose vacancies of full or part time duration may be filled. The tenure of these posts will be indicated at “expression of interest” stage. 

Appointment as an employee of the Health Service Executive is governed by the Health Act 2004, the Public Service Management (Recruitment and Appointments) Act 2004, and Public Service Management (Recruitment and Appointments) Amendment Act 2013

	Remuneration

	The salary scale for the post is: 

€52,513 €54,080 €55,672 €57,305 €58,952 €60,872 €62,797 LSIs

New appointees to any grade start at the minimum point of the scale.  Incremental credit will be applied for recognised relevant service in Ireland and abroad (Department of Health Circular 2/2011).  Incremental credit is normally granted on appointment, in respect of previous experience in the Civil Service, Local Authorities, Health Service and other Public Service Bodies and Statutory Agencies.


	Working Week

	The hours of attendance i.e. 39 hours per week, involves shift work 

Overtime working is expected to be a feature of this role, therefore, where such a requirement occurs, normal HSE overtime rules will apply.


	Annual Leave
	The annual leave associated with the post will be confirmed at Contracting stage.


	Superannuation


	This is a pensionable position with the HSE. The successful candidate will upon appointment become a member of the appropriate pension scheme.  Pension scheme membership will be notified within the contract of employment.  Members of pre-existing pension schemes who transferred to the HSE on the 01st January 2005 pursuant to Section 60 of the Health Act 2004 are entitled to superannuation benefit terms under the HSE Scheme which are no less favourable to those which they were entitled to at 31st December 2004


	Age
	The Public Service Superannuation (Age of Retirement) Act, 2018* set 70 years as the compulsory retirement age for public servants. 

* Public Servants not affected by this legislation:
Public servants joining the public service or re-joining the public service with a 26 week break in service, between 1 April 2004 and 31 December 2012 (new entrants) have no compulsory retirement age.

Public servants, joining the public service or re-joining the public service after a 26 week break, after 1 January 2013 are members of the Single Pension Scheme and have a compulsory retirement age of 70.


	Probation
	Every appointment of a person who is not already a permanent officer of the Health Service Executive or of a Local Authority shall be subject to a probationary period of 12 months as stipulated in the Department of Health Circular No.10/71.


	Protection of Children Guidance and Legislation

	The welfare and protection of children is the responsibility of all HSE staff. You must be aware of and understand your specific responsibilities under the Children First Act 2015, the Protections for Persons Reporting Child Abuse Act 1998 in accordance with Section 2, Children First National Guidance and other relevant child safeguarding legislation and policies. 

Some staff have additional responsibilities such as Line Managers, Designated Officers and Mandated Persons. 

In the HSE, all Mandated Persons under the Children First Act 2015 are appointed as Designated Officers under the Protections for Persons Reporting Child Abuse Act 1998. You should check Schedule 2 of the Children First Act 2015 to see if you are a Mandated Person, and therefore a HSE Designated Officer, and be familiar with the related roles and legal responsibilities. 

Visit HSE Children First for further information, guidance and resources. 
.

	Infection Control
	Have a working knowledge of Health Information and Quality Authority (HIQA) Standards as they apply to the role for example, Standards for Healthcare, National Standards for the Prevention and Control of Healthcare Associated Infections, Hygiene Standards etc. and comply with associated HSE protocols for implementing and maintaining these standards as appropriate to the role.


	Health & Safety
	It is the responsibility of line managers to ensure that the management of safety, health and welfare is successfully integrated into all activities undertaken within their area of responsibility, so far as is reasonably practicable. Line managers are named and roles and responsibilities detailed in the relevant Site Specific Safety Statement (SSSS). 

Key responsibilities include:

· Developing a SSSS for the department/service[footnoteRef:1], as applicable, based on the identification of hazards and the assessment of risks, and reviewing/updating same on a regular basis (at least annually) and in the event of any significant change in the work activity or place of work. [1: A template SSSS and guidelines are available on writing your site or service safety statement. 
2 Structures and processes for effective incident management and review of incidents. ] 

· Ensuring that Occupational Safety and Health (OSH) is integrated into day-to-day business, providing Systems Of Work (SOW) that are planned, organised, performed, maintained, and revised as appropriate, and ensuring that all safety related records are maintained and available for inspection.
· Consulting and communicating with staff and safety representatives on OSH matters.
· Ensuring a training need assessment (TNA) is undertaken for employees, facilitating their attendance at statutory OSH training, and ensuring records are maintained for each employee.
· Ensuring that all incidents occurring within the relevant department/service are managed appropriately and investigated in accordance with HSE procedures[footnoteRef:2]. [2: ] 

· Seeking advice from health and safety professionals through the National Health and Safety Function Helpdesk as appropriate.
· Reviewing the health and safety performance of the ward/department/service and staff through, respectively, local audit and performance achievement meetings for example.

Note: Detailed roles and responsibilities of Line Managers are outlined in local SSSS. 
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