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JOB DESCRIPTION
Job Title: Patient Engagement and Experience Manager 
Reports to: Director of Nursing/ Director of Governance
 

Direct reports: None
Department: Governance
Hours: 37.5hr 
Key working relationships: Governance Team, Nursing teams, Consultants, Executives, Heads of Department
__________________________________________________________________

Job summary: 

The outstanding governance team provides support and expertise to enable the safe and quality care provided at the hospital. This role is the lead for patient experience, involvement and complaints management.   The post holder is responsible for ensuring that there is a focus on the delivery of person centre approach to the resolution of complaints, concerns and enquiries from patients and carers, promoting patient involvement and using all patient and carer/ family feedback to improve practice, processes and experience. 

The post holder will lead on formal complaints management, including the administration of the complaints module on Datix, following and guiding staff on the complaints process, undertaking complaint investigations, drafting high quality complaint responses and following up on learning and improvements. 
The post holder will lead on patient experience and involvement, encouraging the patient voice and co-ordinating diverse patient feedback and engagement through a variety of methods.  Through analysing data and identifying themes the post holder will empower staff to interact with the data to facilitate continual quality improvement. Data collected from both complaints and patient feedback will contribute to and triangulate with, overall governance data. 
The post holder will lead on the health care information provided to the patient and be committed to ensuring that the hospital provides high-quality, clearly communicated, evidence-based healthcare information, which is accessible and developed with its users, so that everyone can understand their care, and make informed decisions about their health and wellbeing choices. 
Healthcare information includes leaflets, printed information, hospital website, patient education programmes and hospital social media.
These elements are essential to the safety and quality of the organisation so this role is pivotal in ensuring high standards, responsiveness, learning and improvement. This role will be essential to meeting CQC regulatory compliance and reaching the ‘outstanding’ outcome in the next regulatory inspection.
Key duties:

1. To play a key part in the development of Patient Experience and Involvement Strategy managing the implementation as agreed with the Director of Nursing.
2. To be responsible for regular reporting to the Patient Experience Group on qualitative and quantitative data to ensure that the experience of care, patient voice and person centred approach is at the fore front of decisions and demonstrates responsiveness.
3. To use real time patient feedback, such as rounding, to track how patient comments are changing in response to changes in service delivery.

4. To lead on engaging and involving patients from diverse backgrounds to promote innovations and quality improvements that matter to patients.

5. To use methods such as dashboards and roadshows to enable point of care staff to interact with the data and focus on bringing about meaningful change.

6. To support and manage our volunteer program – engaging the public to join us to improve the patient experience.
7. To manage the healthcare information that is provided to patients ensuring access to high quality, accurate, evidence based information which improves their experience and enables them and their families or carers to make choices about their lifestyle, treatment and the services they use at the hospital.
8. To manage and coordinate the hospitals complaints management process and procedures, maintaining a central database and logging on Datix 

9. To investigate and provide response letters to complainants where required, sometimes with colleagues but at times independently in line with national standards and hospital policy. To draw together complaint responses from multiple sources to enable a single complete response to be provided

10. To ensure the learning and improvements identified from complaints and concerns are achieved, measured and logged

11. To liaise with complainants , consultants, the ISCAS, other outside agencies and staff regarding complaints to attempt to achieve resolution

12. To work with the governance team to triangulate multiple sources of data to identify themes and trends and proactively manage and address them including working with the Quality Lead and other staff on improvement work
13. To identify new national guidance or policy that will impact on the hospital and management the process for review

14. To update complaints and patient feedback information on the hospital website and staff intranet so relevant and current documents and information are in place for use

15. To provide data and narrative reports, trend analysis and case studies for committee papers, newsletters and other required material

16. To chair meetings where required, including administration of such meetings to a high standard 
17. To teach and facilitate the organisation as required regarding complaints and patient experience 
18. To attend external meetings and represent the hospital as required 

19. To keep complaint and patient experience policies and procedures up to date and in line with national requirements 

20. To audit complaints and patient experience / feedback management and identity areas for improvement

21. To work with the governance team to maintain good outcomes for CQC inspection and work towards outstanding inspection outcomes
Person Specification 
Experience
· Previous experience of working in the healthcare sector (desirable)
· Previous experience of complaints management including investigations and quality complaint response letters (essential)

· Experience of dealing with difficult situations and communication to achieve a positive outcome and resolution (essential)

· Previous experience of patient experience management (desirable)

· Previous experience of database administration and management (essential)
· Familiarity and able to work with other systems such as Compucare, CRM and Datix and databases (desirable)
Skills
· Training and confident in complaints management, including ability to evaluate information and data from multiple sources, make judgements and provide high quality written and verbal responses in line with national standards and hospital policy. 
· Empathetic and supportive when dealing with public / staff / colleagues. 
· Excellent attention to detail and highly organised

· Ability to effectively manage own time, prioritise work appropriately and work towards given deadlines
· Proactive, responsive and agent for change and improvement 
· Excellent written and verbal communications skills 
· Good competence in Microsoft Office packages and ability to learn new IT based systems with training and support 

· Professional in attitude and appearance, with the ability to remain calm under pressure


· Team player with positive approach to work  
� Complaints reports to Director of Governance, Patient Experience reports to Director of Nursing





This Job Description is intended as a guide to the general scope of duties and is not restrictive or definitive in any way. It may be subject to review.


