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Experience & Feedback Governance Officer

[bookmark: _Toc10532019]
	Job title:
	Experience & Feedback Governance Officer

	Department:
	Governance

	Location:
	Remote with occasional travel

	Reporting to:
 (job title only)
	Senior Experience & Feedback Officer

	Direct reports:
 (job title only)
	N/A

	Accountable to: 
(where applicable)
	Senior Experience & Feedback Officer

	Responsible to:
(where applicable)
	Experience & Feedback Pillar Lead

	Job purpose:
	Vita Health Group are looking for an enthusiastic and independent individual to work as a Governance Officer within its progressive Experience and Feedback Team. 

The Team sits within Vita Health Group’s Governance team which comprises of:
Experience and Feedback Team
Safety and Risk Team
Quality and Compliance Team
Information Governance Team

The Experience and Feedback Team are responsible for providing support and assurances across the organisation for complaint management and patient satisfaction feedback, as well as conducting thematic review and analysis and more. The Experience and Feedback Team are compassionate and driven about supporting the business to provide safe quality care to all service users. 
 
The team’s Governance Officer will report to the Senior Experience and Feedback Officer and will be supported by all members of the team. The role will be focused on providing administrational and operational support to all workstreams within the team and be integral to ensuring day to day operation is maintained. This will have a focus on audit, data collection, analysis, and presentation to help provide assurances and drive quality improvement initiatives. This will require strong organisational and time management skills as well as an ability to work independently in a remote fast paced environment.  

There will be opportunities to work alongside colleagues in the wider governance team and organisation and as such the individual should have strong communication skills and be able to build rapport with various stakeholders across the organisation. 


	Role and Responsibilities:
	Administration
Manage Experience and Feedback shared inbox
Supporting other shared inboxes as required
Support in maintaining the risk management system 
Maintaining various logs in line with processes
Completing meeting minutes and updating action logs in a timely manner as required
Archiving and filing of documentation
Support the development and review local procedures and processes as required
Effectively communicate with various members of the Governance team and wider organisation

Data analysis and Reporting
Compiling regular reports in line with reporting schedule
Supporting with data analysis and appropriate visual representation of data
Providing information to other services in line with quality reporting requirements
Providing information to customers in line with contract reporting requirements
Maintaining reporting schedules

Non-clinical audit
Support the maintaining of relevant audit schedules
Assist in completing audits in line with audit schedule and providing feedback and reports 
Assist in highlighting areas for improvement within the various workstreams including working applying SMART goals 

Complaints, incidents, Patient Safety events and near misses
Process complaints and incidents as reported, including triage and appropriately risk scoring of events.
Monitoring complaint investigations for compliance with SLA’s.
Highlighting and escalating complaint events as reported, ensuring immediate actions where appropriate.

Subject Access Requests / Information Governance
Shared team responsibility for actioning  Subject Access Requests, governance of clinical information and archiving
Extract, synthesise and distribute PSQ and other data from the voice recording and other systems as applicable
Feed into any VHG groups who require compliance information/support as agreed by your line manager
Any other reasonable requests

Patient Experience Feedback
Supporting Experience and Feedback team in thematic review of service user satisfaction surveys for whole company as required
Assisting in managing social media review sites as required

Ad hoc Responsibilities
Supporting with quality improvement projects
Provide ad hoc cover for other Governance officers supporting in other Governance Pillars
Escalating concerns to appropriate senior management
Any other reasonable requests
Willingness to travel as required 

Equality Diversity & Inclusion (EDI)
We are proud to be an equal opportunities employer and are fully committed to EDI best practice in all we do.  Vita Health Group has several initiatives in place to achieve this including our Zero Tolerance Policy, Code of Conduct, Freedom to Speak Up Guardians, and more. We believe it is the responsibility of everyone to ensure their actions support this goal with all internal and external stakeholders. 
Be aware of the impact of your behaviour on others
Ensure that others are treated with fairness, dignity and respect
Maintain and develop your knowledge about what EDI is and why it is important
Be prepared to challenge bias, discrimination and prejudice if it is possible to do so and raise with your manager and EDI team
Encourage and support others to feel confident in speaking up if they have been subjected to or witnessed bias, discrimination or prejudice
Be prepared to speak up for others if you witness bias, discrimination, or prejudice

	Training and supervision:
	Training and support provided as required 

	Additional information:
	This is a part-time role (22 hours) with allocation of the hours to be mutually agreed.
Although the role is home based, travel will be occasionally required, including occasional overnight stays.





Person specification

	
	Essential
	Desirable

	Qualifications
	· No specific qualification required
	

	Experience
	· Experienced use of Microsoft and other E-Systems including excel spreadsheets. 
· Data analysis and reporting
	· Experience in a compliance role
· Experience in thematic analysis 

	Skills/knowledge
	· Understand the importance of SLA, KPI’s and meeting deadlines.
· Attention to detail 
· Able to manage own diary and workload
· Effective communicator 
	

	Specialist training
	· No specific specialist training required
	

	Personal competencies and qualities
	· Self-driven  
· Enjoys learning 
· Team player 
· Independent
· Able to work on own initiative
· Attention to detail 


	




Version Control

	Owner:
	Human Resources	Review:
	Annually
	Classification:
	1 (Proprietary)

	Author:
	Human Resources	Version:
	V1.1	Status:
	PUBLISHED
	Date Published:
	03/12/2019
	Code:
	TBC
	
	




	Version:
	Date:
	Summary of Changes

	V1.1
	03.12.19
	Document copied onto authorised VHG branded Policy Template (original had no coding)
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