CITIZENS ADVICE SCOTLAND

JOB DESCRIPTION



JOB DETAILS 

	Job Title
	Patient Advice and Support Service (PASS) Helpline and Website   Co-ordinator

	Section
	PASS

	Location
	Edinburgh

	Reports To
	PASS National Co-ordinator

	Status
	Fixed term 6 months 

	Date
	February 2017


BACKGROUND


	General


	The Patient Advice and Support Service (PASS) provides support to clients to give feedback or comments, raise concerns or make complaints about NHS treatment in Scotland.  
The PASS service launches a national helpline and webchat support in April 2017 and this role will ensure the successful operations of the new elements of service.  

	Staff
	No line management responsibilities

	Budget
	none


JOB PURPOSE

	To co-ordinate the interactive website & national helpline for the PASS service, delivered by a team of up to 28 specialist Patient Advisers, ensuring high quality advice is provided to clients accessing the service in this way.  

The main function of this role will be to ensure that the distributed helpline, website and associated webchat functions are adequately staffed via the co-ordination of a rota of Patient Advisers located within bureaux throughout Scotland.

On a contingency basis the role will also provide direct information to the public and ensure that callers are able to be referred appropriately to locally based patient advisers. 




KEY ACCOUNTABILITIES

	1. Operational delivery:
· Responsibility for the successful day to day operation of the PASS helpline service and website.

· Working with relevant CAB managers and Patient Advisers to ensure coverage of the service, arranging staffing for the helpline and webchat on a rotational basis, including sickness and holiday cover

· Answering phone calls from clients in order to book appointments or triaging/referring to Patient Advisers 

· Identifying issues arising from telephone and webchat delivery including reviewing practice to meet client needs 

· Monitoring demand on the PASS helpline in order to determine whether out of hours demand for service exists.

· Monitoring the demand on the national elements of PASS service to ensure adequate cover for delivery to meet client expectations

· Maintaining and amending the operational procedures in order to ensure the successful operations of the helpline and webchat

· Supporting patient advisers to be familiar with and operate to the procedures of the helpline and webchat. 

2. Communication and stakeholder relationships:

· Developing existing relationships with NHS complaints teams throughout Scotland to ensure they are aware of the helpline and signposting clients to it 

· Reacting to any feedback provided from stakeholders on the ease of use of the service. 

· Ensuring information about PASS on external websites is up-to-date and includes the helpline number

· Manage and develop the PASS social media sites ie Facebook and Twitter to ensure effective, appropriate external communication.
· Supporting the development of the PASS website

· Attending relevant local events, conferences, meetings as appropriate, or supporting advisers to do this to deliver training to promote PASS and the helpline to NHS staff and other stakeholders.
3. Information provision
· Ensure that the information on the PASS website is up to date, relevant and accurate

· Keep the PASS training materials for the helpline, email advice and webchat up to date, relevant and accurate with any operational changes

· Ensure the maintenance of accurate PASS information including the PASS contacts spreadsheet which details relevant local and national contacts and services

4. Management information

· Collation, analysis and reporting of helpline and website KPIs and management information on a quarterly basis
· Development of recommendations on future service based on service trends
· Implementation of changes to helpline and website service based on evidence provided.



PERSON SPECIFICATION

	Knowledge and Experience

	Essential:
1. Experience of telephone helpline or call centre operations
2. Experience of successful service co-ordination
3. Commitment to quality evidenced via the use of training and competence frameworks or other formal quality systems

4. Experience of working with stakeholders

5. Excellent written and oral communication skills evidenced via report writing and presentations

6. Excellent interpersonal, influencing and negotiating skills

7. Proficient user of IT, in particular Word, Excel and PowerPoint; the internet and email; and technology in project planning and implementation

8. Effective team worker

9. Ability to work well under pressure with minimum supervision

10. Excellent planning and organising skills

Desirable:
1. Knowledge of the voluntary sector
2. Advice provision   

3. Experience or understanding of the role working as an information and/or advice worker.


	Additional Requirements

	Evening and weekend may be required to provide cover for the helpline in the event of sufficient demand for helpline advice from the public. 



