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Patient Experience Volunteer Role Description
Volunteer Base: Telegraph House, Rochdale
The Service: Patient Experience
The Patient Experience Department was established in October 2006 to ensure the PCT develops successful and sustainable Patient and Public Engagement/Involvement with its local population. 

The PE Team work towards proactively seeking and building continuous, meaningful engagement with the public and patients, providing patient experience and public opinion intelligence to influence the PCT’s commissioning, performance monitoring and contracting decisions thereby improving health for all.

The Patient Experience Department consists of:

· Patient Advice and Liaison Service

· Formal Complaints Service
· Patient and Public Involvement

· Formal consultation and engagement work

· Patient information and signposting functions
· NHS HMR Volunteer Service
The PALS service and the Formal Complaints service have worked closely together to provide an accessible and effective process to enable service users to raise their concerns/issues or complaints and receive a speedy outcome. 
The PE team aim to treat all our patients fairly by respecting their dignity and putting their interests first. We believe it is essential that patients are encouraged to give their views and that we act positively in response operating in an open and transparent manner. The team endeavor to ensure that patients will not be discriminated against for making a complaint.

PPI has an important role to play in shaping current and future health services. Feedback from service users and the public helps to ensure that local health services are effective, high quality and safe. Involving and listening to patients and the public will ensure that health services planned and commissioned for the future will be fit for purpose and accessible to the whole community. 

Days and Times required (Mon-Fri): 
	
	AM
	PM

	Monday
	10am – 1pm
	1pm-5pm

	Tuesday
	10am – 1pm
	1pm – 5pm

	Wednesday
	10am - 1pm
	1pm – 5pm

	Thursday
	10am – 1pm
	1pm – 5pm

	Friday
	10am – 1pm
	1pm – 5pm


Volunteer’s Role Summary: 
· Answer incoming telephone calls, either dealing with the routine enquiries or passing on the caller to an appropriate officer when necessary

· Assist with filing and record keeping, using both paper and computer filing systems

· Correspond with patients, staff and members of the public via the telephone, written letter and in face-to-face. 

· Assist with mail shots, the collation and distribution of materials to members of the public and volunteers.
· Assist with the facilitation development of patient and service user groups and committees.
· To assist with bookings for Patient Experience events, workshops, conferences and courses, in various venues across the borough. 

· To participate in information/publicity events in conjunction with the patient experience team.

· To accompany members of the patient experience team when visiting patients in their homes.

· To assist in the implementation of Patient Satisfaction Surveys and the subsequent data inputting of questionnaires. 

· To comply with the PCT’s policies and management instruction with    regard to Health and Safety and Fire Prevention and, in particular, not do anything that endangers yourself and/or others.
· Assist with the day to day administrative duties surrounding the Patient Experience Team, including the volunteer service.

· Assist with the maintenance and development of patient experience databases.
· Other occasional duties as requested

1. The Volunteer Must Not:

1. Discuss the concerns of patients, their families and carers with other Volunteers, staff (unless it is the appropriate staff member within the patient area) or members of the public. Confidentiality must be maintained at all times.

2. The Volunteer must not try to resolve any concerns that patients, their families or carers may have.
3. Volunteers must not attempt to make diagnosis, or discuss clinical conditions or treatment with patients, their families or carers.
2. Disclosure of Criminal Background

All NHS employers are required to check with the Criminal Records Bureau the possible criminal background of staff and volunteers who apply for work with vulnerable patients.

If it is a requirement of the post that such a check be undertaken, successful applicants will be asked to complete and sign a Disclosure Form giving permission for the screening to take place.

Having a criminal record will not necessarily bar you from working with the Trust.

Please note applicants refusing to sign the form will not be progressed.
Person Specification for Patient Experience Volunteer
	Volunteer will have:
	Essential
	Desirable

	Physical
	
	

	Able to fulfil the physical demands of the role subject to reasonable adjustments under the terms of the Disability Discrimination Act 1995.

	X
	

	Knowledge
	
	

	An understanding of facilitation and advocacy
	
	X

	An understanding of public engagement
	
	X

	Skills
	
	

	Evidence of customer care skills
	X
	

	Possess good communication skills (written and verbal)
	X
	

	Possess good interpersonal skills including listening skills
	X
	

	
	
	

	Experience
	
	

	Experience in a health/public/voluntary sector
	
	X

	Computer literate
	
	X

	
	
	

	Personal attributes
	
	

	Display a commitment to wanting to support patients, their families and friends
	X
	

	Having a caring personality
	X
	

	Be reliable
	X
	

	Be diplomatic and sensitive
	X
	

	Possess positive attitude
	X
	

	Be capable or working on own initiate
	X
	

	Be open to training, learning and guidance
	X
	

	Possess an understanding of and respect for confidentiality and equal opportunities
	X
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