
JOB DESCRIPTION

1.
JOB DETAILS

Job Title:
Patient Experience Lead
Band:



5
Reports to:


Divisional Governance Manager 
Department / Directorate:
Community Services Division 

2.
JOB PURPOSE
To manage the process for all complaints, concerns and PALS for the Community Services Division from receipt until completion of all planned actions and outcomes.
Provide a link between the Community Services Division and the central Patient Engagement and Experience team.
Prepare responses to all complaints, concerns and PALS for the Community Services Division with the assistance of the management team.
Develop learning action plans where identified issues need to be addressed and worked with the teams involved to ensure these are actioned and completed.
Provide figures/trends/reports for Community Services Division complaints activity for quarterly/annual reviews and monthly Governance meetings.
To be the link between the Community Services Division senior leadership team and other staff within the Division on both staff and patient engagement agendas. 
3.
DIMENSIONS/ KEY WORKING RELATIONS

The post holder will be required to develop effective working relationships with:
· Director of Nursing 
· Assistant Director of Nursing
· Divisional Director
· Divisional Business Manager
· Community Service Managers 
· Consultants and other clinical teams
· Clinical Matrons
· Trust Legal department 
· Trust Communication Manager 
· Governance Manger 
· Learning and Development Service
· External agencies as required, for example
· Independent Complaints Advocacy Service (ICAS) 
· Parliamentary Health Service Ombudsman (PHSO) 
· Devon County Council 
· Other NHS Trusts 
· Primary Care Trust's (PCT's) 
· Community/Voluntary sector group
· South West Complaints network
4. ORGANISATIONAL CHART:
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5.
KEY RESULT AREAS/PRINCIPAL DUTIES AND RESPONSIBILITIES:
Complaints and Concerns

· Provide positive day to day management of the complaints and concerns received, ensuring that issues are being dealt with and resolved effectively and adhering to any deadlines.
· Respond to issues and/or queries raised through the Patient Advice and Liaison Service (PALS).
· Take a proactive and corporate approach to monitoring of comments, concerns or complaints received, identifying associated service improvements or emerging trends. 
· Escalate any trends to Assistant Director of Nursing. Assist with the production of detailed quarterly reports of compliments, comments, concerns and complaints, highlighting associated service changes for the Assistant Director of Nursing and Patient Engagement and Experience Services Manager.
· Support the division to identify key themes in complaints, to ensure that they are addressed through the clinical governance process.  Record and monitor actions that are taken and monitor that these are all completed to agreed time scales.
· In liaison with senior managers, clinical and nursing staff develop action plans and project manage the implementation of new systems as required. 
· Through careful monitoring of themes and common issues, be proactive at identifying and project managing new ways to enhance staff and patient experience.
Communication

· Respond sensitively to clients/relatives to ensure that they feel welcomed and listened to at all times.
· Respond and manage any comments, concerns or complaints raised sensitively with a view to seeking resolution. 
· When dealing with concerns or complaints on the telephone or in person, take proactive steps to encourage and assist in the early resolution of issues where appropriate. 
· Work with other healthcare professionals towards addressing and investigating issues raised, with a view to seeking resolution. To promote a proactive, open and constructive approach to concerns and complaints.
· Work with those raising the issues and the staff involved to explore and identify the best way to manage and resolve the issues raised. 
· Assist managers to understand performance targets or timescales for resolution which have been agreed with the person raising the issue.
· Ensure patients, relatives, carers and members of the public are aware of the information available to them and the process by which concerns and complaints can be addressed. 
· Provide advice and guidance to patients, relatives, carers and members of the public when requested, signposting or referring to external organisations or support groups where necessary.
· Work with the senior management team to develop robust lines of communication with all staff groups and patients within the Division, considering a variety of engagement methods. 
· Effective liaison with the Patient Engagement and Experience team with regard to issues raised by the Parliamentary Health Service Ombudsman.  Co-ordinate any recommendations or requests made by the Ombudsman's office, liaising with the relevant clinical and nursing staff within the Trust. 
· Build effective relationships with senior clinical and nursing staff, other clinical staff, Trust management, to provide information requested and/or resolve issues effectively and efficiently.
Analytical and Judgmental Skills

· Responsible for quality assurance of information given to Divisional staff and patients/relatives. 
· It must be recognised that some of the duties will be of a sensitive nature and will involve handling confidential information. 
· To triage and assess all comments, concerns and complaints that are received, ensuring that appropriate investigations and/or resolution are achieved which are proportionate to the issue raised. 
· Ensure that all comments, concerns and complaints received are managed and addressed in line with the Parliamentary Health Service Ombudsman’s Principles of Remedy, Administration and Good Complaint Handling.
· To co-ordinate, review and assimilate information on an individual comments, concerns or complaints from relevant Trust personnel, determining whether further details are required to ensure a full and timely response from the Matron, Assistant Director of Nursing, Patient Engagement and Experience Department or Chief Executive (depending on the issue) to the person raising the issue. 
· To co-ordinate complex cases that may require responses covering joint investigations with several departments within the Division. 
· Act as a facilitator within, and/or produce summary notes from, meetings with those raising issues and the clinical, nursing and managerial staff.  Provide relevant briefing materials where necessary and supporting both parties in the conciliation of issues and mutually satisfactory outcome.
· Alert the Patient Engagement and Experience Services Manager to issues received that may require more formal mediation or conciliation to resolve the concern or complaint.
Planning and Organisational Skills

· Prepare written reports or letters for issues raised that are clear, concise, ensuring that any clinical or technical details are explained in full and that a response has been given to all areas of the issue raised. 
· Assist in the management of the large numbers of comments, concerns and complaints received by the Surgical Services Division/Patient Engagement and Experience team that require information gathering, investigation and response.   
· Manage own case work to ensure that issues are being dealt with in a timely manner.  Co-ordinate the management of issues on a daily basis, identifying any problems and liaising with Assistant Director of Nursing/ Head of Safety, Risk & Patient Experience accordingly.
· Adhere to administrative duties within the process of managing comments, concerns and complaints, ensuring that issues are acknowledged within appropriate timescales and managed in a timely manner. 
· Ensure that final reports or responses for issues raised are provided in a timely manner.  Review correspondence received.  Provide this information to the person raising the issue in line with their agreed plan of action.  
Physical Skills

· Keyboard skills.  Sending of emails and writing correspondence. 
· Inputting of data/information into computer databases and software.  Manipulating of data where required.
Responsibility for Patient/Client Care

· Patient contact in relation to information requests. 
· Patient contact in relation to patient/representative complaint meetings.
· Possible minimal patient contact in relation to provision of interpretation/translation services.
Responsibility for Information Resources

Day to day supervision of the use of Datix web, risk management software used to record all compliments, comments, concerns and complaints that are received.  Ensure that there is a robust system for recording data and ensure that this database is kept up to date. 

Freedom to Act

· Use initiative to decide upon the most appropriate resolution to the issue raised.
· To be responsible for own professional development as agreed with line manager. 
· Works to agreed objectives to ensure the service is delivered in line with Trust and Directorate objectives.
Physical Effort

· Combination of sitting, standing and walking. 
· Desk based with requirement to attend meetings throughout the week, or visit patient's on the ward.
Mental Effort

· Management of a large case work ensuring issues are dealt with promptly. 
· Frequent disruptions/distractions. 
· Concentration required when writing reports or dealing with complex information.
Emotional Effort

· May be exposed to distressing situations whilst investigating complaints.
General Requirements

· Contribute to, and maintain, a harmonious and pleasant working atmosphere at all times. 
· Comply with the Data Protection Act and Caldicott recommendations in relation to the handling of confidential information. 
· Participate in Trust PDR/PDP programme.
· Attend regularly mandatory training updates, e.g. Moving and Handling and Fire Safety. 
· Contribute to and work within a safe working environment.
· Any other duties as required by the manager commensurate with grade.
Other Responsibilities:

To take part in regular performance appraisal

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

To contribute to and work within a safe working environment 
The post holder is 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.

The post holder is expected to comply with Trust Infection Control Policies and conduct him/her at all times in such a manner as to minimise the risk of healthcare associated infection.

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
THE TRUST – Vision and Values

Our vision is to provide safe, high quality seamless services delivered with courtesy and respect. To achieve our vision we expect all our staff to uphold our Trust values. Our Trust values are:

Honesty, Openness & Integrity

Fairness,

Inclusion & Collaboration

Respect & Dignity

We recruit competent staff that we support in maintaining and extending their skills in accordance with the needs of the people we serve.  We will pay staff fairly and recognise the whole staff’s commitment to meeting the needs of our patients.

We are committed to equal opportunity for all and encourage flexible working arrangements including job sharing. 

We are committed to recruiting and supporting a diverse workforce and welcome applications from all sections of the community, regardless of age, disability, gender, race, religion, sexual orientation, maternity/pregnancy, marriage/civil partnership or transgender status.  We expect all staff to behave in a way which recognises and respects this diversity, in line with the appropriate standards.

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 reserves the right to insist on changes to your job description after consultation with you.

The RD&E is a totally smoke-free Trust.  Smoking is not permitted anywhere on Trust property, including all buildings, grounds and car parks.  For help to quit call: 01392 207462.
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BAND: 5
	REQUIREMENTS
	At 

Recruitment
	At PDR


	QUALIFICATIONS / TRAINING

Degree level qualification or equivalent experience 

GCSE (or equivalent) English and Maths grades A-C

ECDL qualification or equivalent
	E
E

D
	E
E



	KNOWLEDGE / SKILLS

Excellent planning and organisational skills.
Excellent verbal and written skills.
Effective interpersonal and influencing skills.
Ability to act as a positive role model with regard to valuing complaints and the rights of people to raise concerns without the fear of retribution.
Ability to manage more than one area of work and deliver to tight timescales with competing priorities.  Skilled at prioritising workloads and time management.
Ability to manage sensitive issues and logical approach to problem solving.
Ability to write letters dealing with complex and sensitive issues in a style which is clear, balanced, thorough and sympathetic.
Good understanding of hospital systems and record keeping

Thorough understanding of NHS Audit process
Familiarity with medical terminology
Ability to inspire and engage workforce at all levels
	E

E

E

E

E

E

E

D
D
D
E
	E

E

E

E

E

E

E

E

E
E
E

	EXPERIENCE

Ability to work with staff at every level of the organisation and to develop inter agency working

Ability to communicate sensitive and complex information verbally and in written format.
Ability to relate to people from diverse backgrounds and to be able to respond to them in a sensitive and non-judgemental manner

To have worked within the NHS and this organisation for the last 3 years

Experience of database systems preferably Datix
Experience of using the internet for researching

Experience of organising and implementing workforce engagement strategy
Experience of working in a complaints environment
	E

E

E

D

D
D

D

E
	E

E

E

D
E

E

E

E

	PERSONAL ATTRIBUTES

Excellent interpersonal and communication skills

Ability to prioritise and plan own workload, work independently, and to strict deadlines

Ability to have frequent conversations with patients/relatives/ carers/members of the public requiring careful listening, accurate note taking and often prolonged concentration whilst remaining focused

Ability to critically analyse and construct draft written responses, or provide verbal feedback, ensuring letters/conversations reflect accurately the results of investigations and in line with Trust policies and procedures

Calm and tactful with the ability to challenge others effectively

Ability to negotiate, influence and persuade

Flexible in relation to the working hours required to deliver the service (occasional attendance at evening meetings) and to changing/competing demands
	E

E

E

E

E

E

D

E


	E

E

E

E

E

E

E

E

	OTHER REQUIREMENTS

Able to meet patients/relatives/carers and members of the public quickly in any part of the hospital

Use of computer for extended periods of time

Occasional requirement to travel to meetings/conferences etc
Full Driver’s Licence and use of a vehicle 
	E

E

E
E
	E

E

E
E


* Essential/Desirable

	HAZARDS:- Updated 31st May 2013

	Laboratory Specimens 
	
	Clinical contact with Patients
	
	Dealing with violence & aggression of patients/relatives
	

	Blood / Body Fluids
	
	Dusty Environment
	
	VDU Use (occasional)
	(

	Radiation / Lasers
	
	Challenging Behaviour
	(
	Manual Handling
	

	Solvents
	
	Driving
	
	Noise / Vibration
	

	Respiratory Sensitisers
	
	Food Handling
	
	Working in isolation
	

	Cytotoxic Drugs
	
	Electrical work
	
	Night Working
	


Supervisory accountability





Assistant Director of Nursing for Safety & Patient Experience





Governance Manager for Community Services





Patient Experience Lead, Surgical Services Division





Line management accountability





Assistant Director of Nursing Community Services 











