
NHS GREATER GLASGOW AND CLYDE
JOB DESCRIPTION
  
	1. JOB IDENTIFICATION

Equivalent to National Profile Health Improvement Practitioner 

	Job Title:
	Support & Information Service Officer/Family Support & Information Officer
(Sessional cover)

	Responsible to:
	Health Improvement Lead

	Department(s):
	Support & Information Service Officer/Family Support & Information Officer (offering sessional cover and in-reach to various acute hospital sites across Greater Glasgow & Clyde

	Partnerships/CH(C)P’s:
	Public Health - Acute Health Improvement Team

	2. JOB PURPOSE

· To provide day to day operational management of a Support & Information Service (SIS) or Family Support & Information Service, as a centre for information on health improvement and disease management issues for service users, including patients, visitors, carers, families, staff and students and the general public throughout the NHS Greater Glasgow & Clyde area.
· To establish liaison networks with departments within NHS Greater Glasgow & Clyde’s Acute Services Division, local CH(C)P’s and voluntary agencies in the NHS Greater Glasgow & Clyde in order to deliver a programme of health related services from the centres.
· To tailor a range of patient information and support to an individual service users needs, facilitating access to a range of patient support services 
· To co-ordinate and deliver Health Improvement training and development to NHS staff as required
· To maintain and continuously update all Support & information Service and resources




		
Support & Information Service (SIS)/Family Support & Information Service (FSIS) 
(Sessional Cover for all NHSGGC SIS Sites)
(This Post)


Health Improvement Lead
Public Health Programme Manager

3. ORGANISATIONAL POSITION 


	4. 
SCOPE AND RANGE

NHSGG&C provide Support & Information Services at Stobhill and  Victoria Ambulatory Care Hospitals, the Queen Elizabeth University Hospital, Glasgow Royal Infirmary and the Family Support and Information Service at the Royal Hospital for Children. 

Most people find a visit to hospital stressful and worrying and often feel particularly vulnerable when attending hospital.  Difficulties in understanding complex clinical information is widely reported, and these concerns are amplified when people have additional accessibility, language, educational or literacy needs. These centres offer a range of services with a view to maximising health improvement opportunities and enabling people to live, and support others, with long term conditions. Services include: the provision of patient information (condition, lifestyle and service related), management of the on-site enquiry drop-in service, directly supporting patients to access community services (financial inclusion, counselling, literacy) and the delivery of health improvement services along with other organisations, both NHS and voluntarye.g. smoking cessation, weight management, support groups, prostate cancer UK. The family support service offers additional support and advice to families of children who attend the Royal Hospital for Children

To achieve the quality of service delivery and information required to meet the diverse range of patient needs we require sessional staff to provide adhoc servcie provision within the centres. Post holder will receive support from the Health Improvement Lead who co-ordinates service delivery. Work is offered on a sessional basis to suit demand.  

To achieve the quality of service delivery and information required to meet the diverse range of patient needs including those who both attend the hospitals or request information electronically or by telephone then a range of new multi-media resources will be required, along with dedicated support and facilitation from welcoming and approachable staff. 

The post holder will manage the day-to-day running of the Support & Information Service on a sessional basis. 





	· MAIN DUTIES/RESPONSIBILITIES

· To maintain a comprehensive and accessible range of leaflets, booklets and associated items on health improvement, disease prevention and management; and where possible, sample copies of leaflets, resources books etc. for reference as required. The post-holder is responsible for all stocks of leaflets and the monitoring/ordering and storing thereof;

· To ensure that The Support & Information Service maintains comprehensive and up-to-date health improvement information to meet the needs of our population including; condition specific information, health education literature and resources, networks of national and local agencies/support services and wider NHS information. 

· To utilise Health Improvement Service Directory for all CHCP areas as well as external organisations to signpost/refer patients as required.

· Manage the enquiry drop-in service to respond directly (or ensure response provided by others) to requests using for health information from patients and public by phone, email, in person. Supporting patients to access online search facilities and identified websites. 

· To provide tailored support to navigate and assist service users to access patient information and support services relevant to their situation and individual needs. 

· To undertake an on-going user needs analysis of the Support & Information and continue to monitor and evaluate the Health Improvement services as required.

· To manage a number of Support & Information service volunteers.  This includes co-ordinating rotas, allocating work, supervising practice and supporting professional development opportunities. 

· Collaborate with Library Network staff on the production of associated policies and procedures

· Collect and collate statistics on service performance and resource use, and collaborate on service evaluation periodically.

· To manage and maintain relevant databases and systems to support the supply of patient information,  enable contact with a range of support services in communities and voluntary sector and the scheduling of programmable space. 

· To maintain and collate adequate daily records to facilitate the monitoring and evaluation of The Support & Information Service and provide progress reports on a weekly, quarterly and annual basis and as necessary;

· To ensure effective liaison with relevant statutory and voluntary organisations’ regarding the assurance of a quality  framework for services delivered  


· To co-ordinate i.e. design, plan, organise and implement and develop health improvement events and campaigns to raise awareness of health issues and to maintain public and staffs’ awareness of the work of The Support & Information Service on a daily/weekly basis.

· To significantly contribute to raising the profile of the Hospital as a health improvement institution and participating in Health Promoting Health Service initiatives

· To ensure that an effective health improvement service is provided for NHS GGC Acute Services Division staff as well as students, visitors and patients within the Hospital;

· The post-holder is responsible for all administrative duties associated with the efficient working of The Support & Information Service and maintaining a comprehensive and up-to date  facility;

· To ensure a high profile is maintained to emphasis to the general public the accessibility of health information material at The Support & Information Service by proactively seeking media coverage in press and local radio liaising with the NHS Communications Team.  The post-holder is required to be instrumental in the creation of press releases, leaflets and promotional material;

· To utilise experience gained at The Support & Information Service to assist with the establishment of other similar health initiatives within NHS GGC and on request to other Health Board areas; 

· Take responsibility for organisation and delivery of own work plan

· Keep abreast of public health policy and practice through continuous personal development maintaining practitioner health improvement/public health competencies.

· Produce accurate, concise and timorous reports using desktop publishing and other software. 

· Be able to plan and undertake group work, supporting participation and achievement of agreed outcomes. This includes presenting verbally to a range of community and partner forums in a clear and concise manor.

· To work within NHS Greater Glasgow & Clyde policies and procedures;

· Any other duties as may be required from time to time by line manager


	5. SYSTEMS AND EQUIPMENT 

Use of computer equipment and software as necessary which would include Excel; Word; Powerpoint.  
TV/video Combi unit
Use of Touch-Screen equipment as required
Display Boards
Access to Photocopier, Fax machine, Laminator etc.

Systems
On a regular basis post holder is required to use general information technology systems/packages including Intranet and Internet, Microsoft Word, Microsoft Access, Microsoft Outlook (email system), Power Point and Microsoft Excel.

Post holder is required to utilise paper files and simple filing systems (manual and computerised) for notes/reports.

Post holder responsible for professional obligations in terms of the Data Protection and Freedom of information Acts.

This post regularly utilises general equipment such as:

Telephone	Photocopier	Computer
Display boards	Fax Machine	Keyboard
Overhead projectors	Printer	Laptop & projector


Responsible for adherence to protocols includes research governance, ethics, patient involvement and commissioning.




	6. DECISIONS AND JUDGEMENTS

The majority of major procedural and strategic decisions will be made by senior project staff e.g. Head of Health Improvement, Health Improvement Lead.

The post holder will be responsible for contributing to the development of policies and procedures in relation to the Support & Information Service, in collaboration with the above project team.  

The post holder operates on his/her own initiative, working with little direct supervision, under pressure and often to tight deadlines. Work is generated from project objectives, on the post-holder’s own initiative and requests from patients / public. The post holder has monthly supervision by line manager. 

The post holder will undertake day-to-day running of the Service and will be responsible for planning their own workload and that of volunteers, service providers in order to best run the service. The post holder will largely work independently however has direct access to line management /project team support on a daily basis should this be required.

 The post holder will be involved in the recruitment, training and allocation of volunteers and will manage the volunteers. 

Objectives are set via Personal Development Review and are reviewed quarterly.   

The post holder is required to independently use specialist knowledge /expertise to help service user identify information or service needs and to assist /provide the service user with appropriate information or service options.  

The post holder may be responsible for a small general Support & Information Services budget as well as any volunteer’s expense claims.



	7. COMMUNICATIONS AND RELATIONSHIPS

The post-holder is required to liaise with other members of hospital staff, on a daily basis, within NHS GGC.  Including Health Improvement, Senior Managers, clinicians and a range of reception and admin staff as well as service providers from local authority and statutory and voluntary organisations as necessary.

Communicate with the general public who access the service on a daily basis. This can include detailed conversations about medical conditions or personal circumstances. The post holder requires to support the service user to identify key information needs in order to support them appropriately.

Liaise with NHS GGC’s Communication Team to maintain a high media profile for the Support & Information Service and to raise awareness of services provided for the population in GGC in general. 

Liaise with medical illustrations & Health Improvement team to maintain, and produce as required, appropriate publicity and support material for the Support & Information Service.

Liaise with NHSGGC Libraries team to ensure quality patient information search facilities are provided.




	8. PHYSICAL, MENTAL, EMOTIONAL AND ENVIRONMENTAL DEMANDS OF THE JOB

Physical Skills
· Computer skills on a daily basis.

Physical Demands
· Regular use of computing equipment.
· Manual handling skills.  Movement and arrangement of leaflets/papers and display items/equipment within the Hospital weekly/monthly basis. 

Mental Demands
· The post-holder works in open-access purpose built premises within the main Concourse of the Hospital
· The post requires the post-holder to be constantly on view to the general public with minimal provision for privacy.
· Dealing with enquiries from members of the public daily on a face-to-face basis.
· Concentration is required when service users explain what information they require and subsequently accessing information as necessary.  Each caller’s request is different and unpredictable.  

Emotional Demands
· Post holder requires listening and communication skills when a client has received bad news, struggles to understand complex information or may wish to make a grievance. The post-holder is required to remain impartial. This is also an extremely stressful aspect of the post.



	9. MOST CHALLENGING/DIFFICULT PARTS OF THE JOB

· Assess the nature and complexity of individual enquiries and to decide on the best source or search strategy to satisfy the needs of a Support & Information Service user.  
· To maintain an up-to-date patient information and an efficient programme of health improvement services to meet the range of user needs identified
· Listening and Communication skills with often very emotional/stressed and sometimes volatile service users.
· To continually raise awareness of The Support & Information Service with the general public throughout the NHS GGC area and particularly with staff, patients and the student population of the Hospital.


	1. KNOWLEDGE, TRAINING AND EXPERIENCE REQUIRED TO DO THE JOB

Qualifications
1. Degree or equivalent in a relevant discipline.
1. At least two year’s experience of working in health improvement, public health or a relevant health/health improvement arena.

Experience
1. Experience of working in a relevant topic or skills based area, e.g. with young people, mental health, physical activity, nursing, community development, training, research.
1. Project management.
1. Partnership working, negotiation and problem-solving skills.
1. Experience of working with groups and facilitating group development.


Knowledge
1. Sound understanding of theory underpinning health improvement and health inequalities.
1. Sound understanding of the health improvement policy agenda. 
1. Community engagement principles.

Skills
1. Training, facilitation and group work knowledge and skills.
1. Good written and verbal communication skills.
1. Research and evaluation skills.
1. Organisational and time-management skills.
1. Project management. 
1. IT skills.

The above duties and responsibilities are intended to represent current priorities and are not meant to be a conclusive list. The post holder may from time to time be asked to undertake other reasonable duties. Any changes will be made in discussion with the post holder in the light of service needs.





	SKILLS
	

	Data interpretation and analysis skills
	1. Ability to analyse and interpret information about health and well-being.
1. Ability to undertake needs assessment activity with communities.

	Partnership working and negotiation skills
	1. Ability to communicate with a wide range of people re health and wellbeing.
1. Ability to work in partnerships to influence health.

	Effective practice skills
	1. Ability to apply evidence base to practice.

	Communication/ 
Interpersonal skills
	1. Ability to develop and maintain effective collaborative working.
1. Ability to work in partnership with individuals and communities to improve health.

	Project management and evaluation skills
	1. Ability to plan, implement and review projects and work streams.

	Policy development skills
	1. Ability to undertake local policy development in a range of settings. 

	Planning and education 
skills
	1. Ability to facilitate community action on health.

	Leadership skills
	1. Ability to provide leadership for health improvement within projects, work streams and working groups.

	Research skills
	1. Ability to undertake research and development in relation to practice.

	Independent working/time management  skills
	1. Ability to manage and evaluate own activities.
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