JOB DESCRIPTION 


	1. JOB IDENTIFICATION

	 Job Title:				Person-Centred Care Officer
	      
[bookmark: _GoBack]Responsible to (insert job title):    Person-Centred Care Manager

Department(s):			Person-Centred Care Team 

Directorate:				Executive Nurse Director 

Operating Division:			NHS Ayrshire & Arran 

Job Reference:			

No of Job Holders:			3

Last Update (insert date):		October 2018

	2.  JOB PURPOSE

	The person centred agenda is one of the three national Quality Ambitions and a key strategic priority for NHS Scotland. Patient Centred Care Programme is a nationally sponsored change programme to deploy improvement methods aimed at making NHS Boards/Health and Social Care Partnerships better informed by what matters to the people who use the health and care services and by their feedback, insight and experience.  

NHS Ayrshire & Arran are committed to creating effective partnerships with patients, their families and staff, as this involvement is viewed as an integral and essential part of improving the quality of our services.    The post holder will have a key role in creating the will to change, developing the ideas for actions that will lead to improvement and enable local systems to develop the capacity and capability to implement improvements.

With a particular focus on person-centred health and care the post holder will be required to evidence a strong motivation for putting patient/family and staff experience at the heart of improvement work, and support the delivery of a portfolio of work across all NHS Ayrshire and Arran sites which will demonstrate improvement in the care experience for patients, their families, staff and the public.  This work will include leading on the following local work streams.

· Ward Experience programme
· Caring Connections Staff Workshops
· Public Involvement network
· Volunteering 
 




	3.  DIMENSIONS

	· A post delivering the NHS Ayrshire & Arran’s Person Centred Health and Care and Patient Focus and Public Involvement functions in partnership with stakeholders.
· The post holder will work within the Executive Nurse Directorate and will be employed by NHS Ayrshire & Arran Board.
· To promote good links with colleagues, patients and the public both locally and nationally, and encouraging shared learning and good practice
· The post holder will be involved in a range of strategic and operational issues that impact across the whole health board area.
· The post-holder will work directly to the Person Centred Care Manager, for whom they will deputise as required.

	4.  ORGANISATIONAL POSITION

	




















	5.   ROLE OF DEPARTMENT

	The post is situated within the Person Centred Care Team within the Executive Nursing Directorate.

The department provides a focus for the continuous improvement of person-centred practice across all geographical areas and services in Ayrshire and Arran, and works to ensure a positive relationship with users of services, families/relatives, carers, community and voluntary groups, and the population as a whole.

Excellence in person/relationship centred care is the focus for all departmental activity, and underpins all ongoing development plans and proposals.


	6.  KEY RESULT AREAS

	
· To work with NHS staff and services to develop robust engagement and involvement plans that meet current standards of best practice and national involvement guidance.
· To lead on specific projects and tests of change relating to improving the care and experience of patients, their families or carers and staff
· To participate in projects relating to the Person Centred Health and Care Programme in order to contribute to the development and delivery of a wide ranging, person-centred agenda across the organisation.
· To ensure alignment of Person Centred Health and care programme with system wide goals and processes
· To ensure that person-centredness underpins all areas of service delivery by providing dedicated project management and support to the corporate feedback programme and through the provision of advice, support and training to service staff and volunteers on aspects of person-centred care, values and behaviours across all acute and community settings
· To ensure the person-centred care agenda is integrated across all organisational functions by:

· Engaging with a wide range of internal and external stakeholders to provide expert advice that ensures joined up approaches to person-centred care and activity is being developed across NHS Ayrshire & Arran.
· Linking closely with the community planning process to ensure appropriate links are made with partner agencies, local communities, and proposed joint initiatives
· To support and encourage patients and members of the public to participate in volunteering, engagement and consultation opportunities available across NHS Ayrshire & Arran
· Provide advice and guidance on quality Improvement methodologies to support the front line teams in developing, testing and implementing change using the model for improvement
· To develop, implement and manage robust systems for capturing, assessing and disseminating information relating to the impact of public involvement or person-centred care activity across NHS Ayrshire and Arran 
· To engage with NHS staff, patients, family members, carers, independent contractors, community groups, voluntary and other partner organisations using the most appropriate methodologies to capture and act on experience and ‘feedback, comments and concerns’ about NHS health care services
· To work closely with strategic and operational staff to advise on the handling of feedback, actions required, reporting and monitoring arrangements so as to be able to offer assurance to the organisation that service-level improvements are being made as a result of feedback
· To support the Person Centred Care Manager with all aspects of person centred care, Participation Standard and other national priorities as and when required  
· To develop, adapt or revise evidence based approaches to delivering person centred care/public engagement
· To develop and deliver relationship focussed workshops/interventions to support Senior Charge Nurses and ward teams by working closely with staff care and other relevant agencies to improve team building skills, communication, resilience and well-being
 

	7a. EQUIPMENT AND MACHINERY

	· Computers – for the production of communication administrative and educative materials, reports 
       and letters
· Video-conferencing facilities – to aid face-to-face communication
· Over-head projectors and PowerPoint projectors - for the presentation of information
· Email and intranet – for communication, information and personal development purposes
· Facsimile – for the transmitting and receiving of information
· Photocopier – to enable the production of relevant materials
· Telephone and answering machines – for communication purposes
· Car – to provide mobility between sites and to provide home and other assorted 
       community-related visits


	7b.  SYSTEMS

	· Electronic data management (MS Word, Access, Outlook, Excel, etc)
· Electronic presentation tools (MS PowerPoint, overhead projector, etc)
· Health and Safety requirements (compliance, reporting, training, etc)
· Performance Development / review systems and protocols
· Interrogation of secure computer systems – for the retrieval of confidential and/or 
             patient-sensitive information.
· Manual databases and/or information storage – for the updating and maintaining of departmental records


	8. ASSIGNMENT AND REVIEW OF WORK

	· The post holder will be expected to manage their own responsibilities and work schedule independently, ensuring the delivery of an effective service. When deputising for the Person Centred Care Manager they will delegate appropriately to ensure the effective management of the team and service.
· On occasion the post holder may be asked to deputise for the Person Centred Health and Care Programme Manager.
· Objectives and personal development plans (PDR/KSF) will be agreed with the Person Centred Care Manager, with progress monitored.


	9.  DECISIONS AND JUDGEMENTS

	· The post holder will lead on specific projects relating to person centred care, public involvement and customer service excellence.
· The post holder will operate with a notable degree of autonomy, working to broad plans and objectives agreed in advance with the Person Centred Care Manager.
· All decisions in relation to the operational management and development of assigned aspects of the service will be undertaken by the post-holder, working to broad objectives and outlines agreed in advance with the Person Centred Care Manager.
· The post holder will be required to interpret high-level health policies/strategies and act upon such documents with minimal guidance, whilst ensuring actions, goals are set and achieved.
· The post holder will be expected to anticipate problem areas and to bring forward and act upon suitable solutions within their own capabilities or to appropriately seek support or advice from the Person Centred Care Manager.


	10.  MOST CHALLENGING/DIFFICULT PARTS OF THE JOB

	· Ensuring systems in place are consistently delivered in line with the ethos and direction of the wider team and NHS Ayrshire & Arran.
· Developing systems and processes which promote person-centredness, care experience and on-going service improvement, whilst maximising the involvement of other NHS staff, patients and the public in service development and planning.
· Interpreting policy and guidance in relation to patient focus, public involvement or person centred quality to effectively provide an expert consultancy to NHS service leads in support of new developments or changes in service and care.
· Undertaking and maintaining links and relationships with teams / colleagues from across NHS Ayrshire and Arran, and with external partner agencies and organisations.
· Working in areas of potential interpersonal conflict and manage using motivational persuasive, negotiation skills with staff who are working to competing priorities.
· Dealing with distressed patients, families and staff.
· Travel across multiple sites.
· Changing demands.


	11.  COMMUNICATIONS AND RELATIONSHIPS

	· Effective and caring communication and relational skills are an essential component of this role. 
· Communication includes face to face (individual and group), written (reports, letters, emails), telephone and video conferencing at a local, regional and national level;
· Includes representing NHS Ayrshire & Arran on local, national and regional working groups and committees.
· The post holder must demonstrate leadership to motivate, negotiate and influence internal and external partners to address a range of person-centred health and care issues. The role requires full understanding of issues and ability to communicate effectively the complexity of the person centred health and care agenda to internal departments and partners.
· The post holder is expected to communicate to potentially large numbers of people (20 or more) complex information e.g. statistics, trends, policies, strategies and funding that is sensitive in nature and possibly contentious.
· The post holder will regularly communicate with members of the public, voluntary and community organisations and will require to impart information in a sensitive way with the ability to deal with hostility on occasion.
· Contribute to a supportive environment in the interests of staff morale.
· Dealing with other barriers to effective communication such as cognitive, sensory impairments and language barriers.
· Undertake regular team/peer review.  Explore significant events cases emplaying reflective practice

The post-holder will link / work with staff at all levels within NHS Ayrshire & Arran, and externally with a range of partner organisations, including:

Internal communications

· Directors of NHS Board
· Non Executive Directors
· NHS Ayrshire & Arran Senior Managers
· NHS Ayrshire & Arran Department Managers
· Trade Union Representatives
· Staff of NHS Ayrshire & Arran
· Chaplains and staff care
· Occupational Health colleagues
· Complaints and compliments team
· Customer Care team leader
· Volunteers

External communications  
· Scottish Executive Health Department 
· Health Board management and staff from other areas
· Local Authorities management and staff
· Community and Voluntary Organisations
· Patients
· Relatives and carers
· General Public


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

	Physical Skills
· Standard keyboard skills for PC use.
· Driving on a regular basis to attend meetings within and out with Ayrshire and Arran.

Mental Demands
· There will be a frequent requirement to concentrate on report preparation, reading and interpreting complex information relating to service development issues and preparing presentations.
· The skill of managing and balancing the routine and scheduled work with that which is unpredictable.
· There will be competing demands on the post holder which will require to be managed appropriately. 
· Concentration required when working in groups when:
1. Delivering workshops 
2. Audit activity 
3. Group supervision
· Communication complex information to busy staff
· Communicating with cognitively impaired people

Emotional Demands
· Dealing with staff issues in a sensitive manner
· Dealing with complaints regarding service provision from patients/relatives
· Reporting negative experience outcomes to staff
· Challenging staff on suboptimal practice
· The ability to demonstrate a consistent level of maturity, empathy, awareness and self-awareness in encounters with other people. 
· Frequently dealing with or managing emotionally upset staff groups and individuals

Working Conditions
· Communicating with and supporting distressed/anxious/worried patients/relatives and staff
· Office conditions
· Frequent requirement to travel within and out with Ayrshire and Arran, both by car and public transport to attend meetings etc.
· Dealing with limited time and resources

	13.  KNOWLEDGE, TRAINING AND EXPERIENCE REQUIRED 

	Essential Experience and Knowledge

· Educated to degree level, or equivalent qualification or knowledge base
· Demonstrable experience or knowledge of managing projects
· A good understanding and experience of planning and employing community engagement or public involvement methodologies or techniques
· A good understanding of community engagement and public involvement guidance, legislation and best practice in the NHS
· Ability to use own initiative and work effectively both autonomously and as part of a team
· A good understanding of the infrastructure of the NHS in Scotland and of community and non-governmental organisations

Desired but not essential Experience and Knowledge

· Experience of working in the NHS or local authority
· Demonstrable knowledge of care experience, complaints handling, performance and service improvement methodologies
· Knowledge of continual improvement processes involved in service development, ideally in a health setting
· Experience of report writing, analysing and interpreting information to identify implications and actions required
· Evidence of facilitation, educating, coaching and mentoring skills.  Knowledge of practical application of research and audit methods

Competencies

· Highly developed communication and relationship building skills
· Effective leadership, facilitation, negotiation and influencing skills
· Ability to deliver presentations and training sessions
· Proficient in the use of Information Technology




 
	


Executive Nurse Director


Quality Improvement lead 
for  Staff, Customer and Person Centred Care


Person-Centred Care Manager


Team Secretary


Person-Centred Care Officer 
(Care Experience)


Person-Centred Care Officer (Involvement)


Person- Centred Care Office    (Staff Support)


Person-Centred care (Volunteering)                
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