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JOB DESCRIPTION

	JOB DETAILS 

	Job Title 
	Voluntary Services Manager

	Reports to 
	Patient Experience Manager

	Band 
	Band 6

	Department/Directorate 
	Corporate Nursing Directorate



	JOB PURPOSE 

	The purpose of the role is to support the Patient Experience Manager and to lead and coordinate the development and delivery of Voluntary Services across the organisation.  To promote, grow and develop the Trust Volunteering Services establishing links with other voluntary organisations. 

Together with an increasing demand from wards and departments seeking volunteer support for their areas the Voluntary Services Manager plays a pivotal role in recruiting, retaining, training, supporting, valuing and engaging with current and new volunteers. You will have direct responsibility for the recruitment and administration of volunteers within the Trust in accordance with Trust policies and procedures. will be responsible for the recruitment and administration of volunteers 
issues which may arise.  

	KEY RESULT AREAS/PRINCIPAL DUTIES AND RESPONSIBILITIES

	· Lead the voluntary services for the Trust ensuring there is a consistent approach and process for effective recruitment, induction, training and placements of new volunteers across the Trust, ensuring that appropriate standards and the safety of patients are maintained, including the management of DBS checks.
· Effective management of existing volunteers ensuring all mandatory training is up to date and ongoing support is in place for volunteers including annual events to recognise volunteers long service and contribution to the Trust
· Line management of Voluntary Services Administrator   
· Ensure accurate records are kept on the volunteer database and provide regular monitoring reports and analysis as necessary for the Head of Experience of Care
· Work with clinical and non-clinical leads/managers to identify and develop new volunteer roles across the Trust  
· Provide reports on voluntary activities and participation in policy developments as necessary
· Co-ordinate publicity and advertising on behalf of the Trust relating to voluntary services and roles and link with other voluntary service agencies, GP surgeries, colleges and universities etc to develop and build the volunteer workforce in accordance with the trust Voluntary Services Strategy
· Organise and deliver presentations to small groups in schools and colleges as well as managing stands at training/apprenticeship events when necessary.
· Undertake surveys relating to area of work, for example – experience of volunteers as required
· Set up and lead the Volunteer Services Forum and provide reports and updates to the Volunteer Steering group. 
· Active participation in national volunteer collaborative such as Helpforce and NHS England’s volunteer service manager forums


	KEY WORKING RELATIONSHIPS 

	The post holder is required to deal effectively with staff of all levels throughout the Trust as and when they encounter them on a day to day basis.

In addition, the post holder will deal with some external agencies and charities. This will include verbal, written and electronic media. 


Of particular importance are working relationships with: 

	Internal to the Trust 
	External to the Trust

	· Deputy Director of Nursing (Patient Experience)
· Patient Experience Manager
· Patient Feedback Lead
· Voluntary Services Administrator (Northern Site)
· Human Resources 
· Complaints Matron
· Volunteer Leads
· Clinical Matrons
· Clinical Nurse Managers / Ward & Department Managers
· Patient Experience Officers
· PALS
	· Various Agencies and Charities 
· Educational Organisations
· Other Trusts Volunteer Admin
· Key community partners including those within the Integrated Care System
· Helpforce
· NHS England Forums
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	FREEDOM TO ACT 

	· The post holder will work autonomously and have responsibility for the planning, co-ordination, development and day to day management of the volunteer and placement schemes within the guidelines of the relevant policies and framework relating to Voluntary Services  
· Understands the legal requirements governing the recruitment, deployment and monitoring of volunteers and young people


	COMMUNICATION/RELATIONSHIP SKILLS 

	· Proactively lead and support the Head of Experience & Care with the development of the service and to maximise development opportunities and support improved patient experience outcomes 
· Provide leadership for the Voluntary Service and develop good relationships with volunteers and staff to ensure the service grows in accordance with the Trust’s volunteer policy and strategy  
· To communicate effectively with volunteers using a variety of mediums
· To support the volunteer career program identifying a pathway for volunteers to develop their careers in healthcare
· Able to communicate with a wide range of staff, external organisations and agencies, requiring persuasive and motivational skills to match volunteers to a suitable placement
· Develop influential working relationship with key Trust staff ie clinical matrons, managers and department leads and some external agencies and educational establishments to establish department requirements and design of volunteer roles
· Participate in discussions which could involve complex information regarding future development of Trust services and how volunteering might enable/support developments 
· Deal with complaints, conduct and performance issues and escalate to the Head of Experience of Care when necessary

	ANALYTICAL/JUDGEMENTAL SKILLS

	· Required to analyse information relating to safety about placement and volunteer role development
· Use judgement in assessing suitability of volunteers and matching their skills and attributes to departments and teams
· Evaluate effectiveness/contribution of volunteer service and incorporate into board reports
· Develop an annual volunteer report and produce regular performance reports for Volunteer Steering Group and other Governance meetings as required
· Regularly undertake reviews of all areas that have/haven’t taken placements and understand how this can be improved
· Evaluate effectiveness/contribution of volunteer service and incorporate into board reports and other regular reports 
· Ensure evidence required for external and internal audits, Trust assessments such as CQC enquiries are up to date and available, including any survey work on the amount and value of volunteer work


	PLANNING/ORGANISATIONAL SKILLS

	· Deliver specialist training programmes to Trust managers / other staff regarding the scope of the service including specific processes / policies which must be adhered to
· Manage daily activity of volunteer workforce and people on workplace experience placements ensuring accurate records of training requirements are kept up to date on the volunteer database
· Develop and maintain rotas and ensure that all volunteers are scheduled appropriately well in advance
· Plan and organise recruitment campaigns for volunteers and develop volunteering opportunities that are available to all people regardless of age, culture, gender, sexual orientation, ethnicity, religion, social status or disability 


	PATIENT/CLIENT CARE 

	· No direct responsibility for patient care. Contact with patients would be incidental.


	POLICY/SERVICE DEVELOPMENT 

	· Responsible for the implementation and on-going monitoring of the volunteer strategy and associated operating procedures and policies for voluntary services
· Comply with legislation relating to equal opportunities and diversity process 


	FINANCIAL/PHYSICAL RESOURCES 

	· Authority to sign off e-roster for team members.
· Budget authority up to £500 
· Identify potential sources of funding facilitating development of voluntary activity within the Trust and between the Trust and external agencies.


	HUMAN RESOURCES 

	· Full line management for the Voluntary Services Administrator including authorising annual leave, undertaking appraisals and recruitment
· Responsibility for the recruitment, induction and placement of volunteers, and ensure that all recruiting departments have followed Trust policy and the necessary employment checks are in place before placements commence (Workplace induction is the responsibility of the recruiting department line manager)
· Providing advice to managers regarding the placement of volunteers or students on work experience and work placements
· First line of management in the grievance and disciplinary procedures and responsibility for the necessary actions following investigations


	INFORMATION RESOURCES 

	· Responsible for the maintenance of volunteer records on the database and personnel records
· Responsible for providing reports on usage and up-take of volunteers and mandatory training requirements
· Develop posters, advertising campaigns, newsletters as required


	RESEARCH AND DEVELOPMENT 

	· Audit service provision and effectiveness as part of on-going evaluation of the volunteer service
· Support patient experience feedback audit by the training and supply of volunteers to undertake patient and user questioning and related volunteer activities
· Develop and undertake surveys as required relating to area of work, for example – experience of volunteer


	PHYSICAL SKILLS

	· Proficient IT skills with the capability to produce correspondence, reports, statistical information, and data base input/extraction 
· Ideally would hold a driving licence as you must be able to travel to locations throughout the Trust.  The role involves leading voluntary services on both the North and East sites and it is essential you can travel easily between them.   


	PHYSICAL EFFORT

	· Light physical effort which involves sitting for long periods and walking to the ward areas as necessary to visit volunteers in their areas i.e. wards, outpatient areas. 


	MENTAL EFFORT

	· Ability to concentrate for long periods when writing reports or dealing with complex information
· Concentration required to focus on voluntary service development, attend relevant meetings and analyse information to ensure the highest quality of service is being provided for patients 
· Ability to work under pressure and able to multi-task, with frequent disruptions/distractions from volunteers and staff


	EMOTIONAL EFFORT

	· May be exposed to distressing situations when dealing with complaints, conduct and performance issues


	WORKING CONDITIONS

	No adverse environmental conditions


	OTHER RESPONSIBILITIES 

	Take part in regular performance appraisal.

Undertake any training required in order to maintain competency including mandatory training, e.g. Manual Handling

Contribute to and work within a safe working environment 

You are expected to comply with Trust Infection Control Policies and conduct him/herself at all times in such a manner as to minimise the risk of healthcare associated infection

As an employee of the Trust, it is a contractual duty that you abide by any relevant code of professional conduct and/or practice applicable to you.  A breach of this requirement may result in action being taken against you (in accordance with the Trust’s disciplinary policy) up to and including dismissal.

You must also take responsibility for your workplace health and wellbeing:
· When required, gain support from Occupational Health, Human Resources or other sources.
· Familiarise yourself with the health and wellbeing support available from policies and/or Occupational Health.
· Follow the Trust’s health and wellbeing vision of healthy body, healthy mind, healthy you. 
· Undertake a Display Screen Equipment assessment (DES) if appropriate to role.


	APPLICABLE TO MANAGERS ONLY

	Leading the team effectively and supporting their wellbeing by:
•	Championing health and wellbeing.
•	Encouraging and support staff engagement in delivery of the service.
•	Encouraging staff to comment on development and delivery of the service.
•	Ensuring during 1:1’s / supervision with employees you always check how they are.


	DISCLOSURE AND BARRING SERVICE CHECKS

	This post has been identified as involving access to vulnerable adults and/or children and in line with Trust policy successful applicants will be required to undertake a Disclosure & Barring Service Disclosure Check.


	GENERAL 

	This is a description of the job as it is now.  We periodically examine employees' job descriptions and update them to ensure that they reflect the job as it is then being performed, or to incorporate any changes being proposed.  This procedure is conducted by the manager in consultation with the jobholder.  You will, therefore, be expected to participate fully in such discussions.   We aim to reach agreement on reasonable changes, but if agreement is not possible, we reserve the right to insist on changes to your job description after consultation with you.

Everyone within the Trust has a responsibility for, and is committed to, safeguarding and promoting the welfare of vulnerable adults, children and young people and for ensuring that they are protected from harm, ensuring that the Trusts Child Protection and Safeguarding Adult policies and procedures are promoted and adhered to by all members of staff. 

Northern Devon Healthcare NHS Trust and the Royal Devon and Exeter NHS Foundation Trust continue to develop our long-standing partnership with a view to becoming a single integrated organisation across Eastern and Northern Devon. Working together gives us the opportunity to offer unique and varied careers across our services combining the RD&E’s track record of excellence in research, teaching and links to the university with NDHT’s innovation and adaptability.
This is 
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PERSON SPECIFICATION

	Job Title
	Voluntary Services Co-ordinator




	Requirements
	Essential
	Desirable

	QUALIFICATION/ SPECIAL TRAINING

Educated to GCSE standard or equivalent.

Degree level qualification or equivalent demonstrable experience

Post-grad level qualification or equivalent demonstrable experience

Proven excellent computer skills including Microsoft Outlook, Word and Excel.

	

E

E

E

E
	

	KNOWLEDGE/SKILLS

Must be able to demonstrate excellent planning, organisational and admin skills with the ability to prioritise workload to respond to changing demand

Able to liaise and communicate with staff and volunteers at all levels demonstrating an ability to motivate and inspire others

Excellent interpersonal & communication skills to achieve co-operation and influence others with diplomacy and tact

Proven recent experience of comprehensive PC skills with good working knowledge of Microsoft Word, Outlook and Excel including databases/spreadsheets

Knowledge of the NHS and this organisation

Knowledge of dealing with complaints, minor conduct and performance issues

Knowledge and understanding of the legal requirements governing the recruitment, deployment and monitoring of volunteers and young people

Ability to plan processes such as recruitment and induction, meetings and training using database/spreadsheets 

Working knowledge of the volunteer database ‘Better Impact’

Able to use own initiative to resolve issues where appropriate

Excellent time management, planning and prioritisation skills to manage own workload 

Able to work effectively on own and as a member of the team with good interpersonal skills

Must have attention to detail and accuracy.
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	EXPERIENCE 

Recent administrative/clerical experience within a team including typing and/or data entry, spreadsheets and reporting with Microsoft Word, Outlook and Excel

Previous experience of customer service and dealing with the general public

Experience of working with people from diverse backgrounds in a sensitive and non-judgemental manner

Experience of working in a pressured environment whilst adhering to deadlines

Ability to work at every level of the organisation and to develop inter-agency working in the health care setting

Recent experience of working in an NHS/clinical environment with broad knowledge of professional and NHS issues

Recent experience of working with the Voluntary sector with broad knowledge of volunteer work and charities functions

Experience of using computer software/ maintaining databases, creating posters, leaflets, newsletters and reports

Experience of leading change and innovating service development
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	PERSONAL ATTRIBUTES 

Able to work with indirect supervision using own initiative to resolve issues where necessary and appropriate

Enthusiastic, highly motivated & committed to delivering a service

Ability to remain calm and professional in a busy environment whilst prioritising own work load to meet deadlines

Able to cope with pressure in an empathetic manner within professional boundaries

Willing to be flexible with working hours and environment and able to adapt quickly to the changing needs of the service 

Demonstrates a willingness to take on new tasks to learn and develop
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E
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	OTHER REQUIREMENTS 
Able to interact with people from varying cultural backgrounds and social environments, including where there may be barriers to communication

Adheres to Trust policies and procedures including confidentiality and data protection requirements 

Driving license or ability to travel to different Trust locations

	
E
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	FREQUENCY

(Rare/ Occasional/ Moderate/ Frequent)

	WORKING CONDITIONS/HAZARDS
	R
	O
	M
	F

	

	Hazards/ Risks requiring Immunisation Screening
	
	
	
	

	Laboratory specimens
	N
	
	
	
	

	Contact with patients
	Y
	R
	
	
	

	Exposure Prone Procedures
	N
	
	
	
	

	Blood/body fluids
	N
	
	
	
	

	Laboratory specimens
	N
	
	
	
	

	

	Hazard/Risks requiring Respiratory Health Surveillance
	
	
	
	
	

	

	Solvents (e.g. toluene, xylene, white spirit, acetone, formaldehyde and ethyl acetate)
	N
	
	
	
	

	Respiratory sensitisers (e.g isocyanates)
	N
	
	
	
	

	Chlorine based cleaning solutions 
(e.g. Chlorclean, Actichlor, Tristel)
	N
	
	
	
	

	Animals
	N
	
	
	
	

	Cytotoxic drugs
	N
	
	
	
	

	
	
	
	
	

	Risks requiring Other Health Surveillance
	
	
	
	

	Radiation (>6mSv)
	N
	
	
	
	

	Laser (Class 3R, 3B, 4)
	N
	
	
	
	

	Dusty environment (>4mg/m3)
	N
	
	
	
	

	Noise (over 80dBA)
	N
	
	
	
	

	Hand held vibration tools (=>2.5 m/s2)
	N
	
	
	
	

	

	Other General Hazards/ Risks
	
	
	
	

	VDU use ( > 1 hour daily)
	Y
	
	
	
	

	Heavy manual handling (>10kg)
	N
	
	
	
	

	Driving (if driving licence held)
	Y
	
	
	
	

	Food handling
	N
	
	
	
	

	Night working
	N
	
	
	
	

	Electrical work
	N
	
	
	
	

	Physical Effort 
	N
	
	
	
	

	Mental Effort 
	Y
	
	
	
	

	Emotional Effort 
	Y
	
	
	
	

	Working in isolation
	N
	
	
	
	

	Challenging behaviour
	Y
	
	
	
	








	

Deputy Director of Nursing (Patient Experience


Patient Experience Manager


(POST HOLDER)


Voluntary Services Administrator
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