[image: image1.jpg]Patient Care
Opinion Opinion

Every voice matters Every voice matters

www.patientopinion.org.uk | team@patientopinion.org.uk | Talk to us on ’ ﬂ
www.careopinion.org.uk | team@careopinion.org.uk | 01786 235984

Patient Opinion i an independent social enterprie run for the beneit of patients and staff. Register in England and Wales - Company No: 05328982, Registered in Scotland - Company No: SC412219.






Engagement & Support Officer 

Job Description

Job Details

Responsible to: Director, Patient Opinion Scotland


Hours: 35 hours per week, to be mutually agreed

Location: The post holder will be based in the Stirling office.    The post holder must be prepared for travel across Scotland and occasional travel to Head Offices in Sheffield.

Salary:  £18 - £19K per annum
Benefits:  24 days holiday plus statutory bank holidays, travel allowance and generous pension scheme.

Job Purpose

Patient Opinion is an independent, not for profit social enterprise run by a small, committed and passionate team.  Our mission is to make it safe and simple for everyone to share their experiences of health and care services in ways which connect people together for change.   Inclusion, transparency, integrity and innovation are some of the values which drive what we do and how we do it.  

We are recruiting an enthusiastic Engagement and Support Officer to support our operations in Scotland and projects across the wider business.  

You will be part of a team providing comprehensive support service to existing Patient Opinion customers, to support the engagement of new customers (across health and social care), raising awareness and activity across health and social care providers, citizen organisations and the public in Scotland.

The post holder must have an interest in why we do what we do: harnessing citizen voice in improving health and adult social care services as well as share our commitment to delivering top notch and friendly customer service.

Key role areas

The job includes:-
· Preparing and delivering excellent training to staff from subscribing organisations, face to face via Webex and Skype;

· Providing quick and constructive support to subscribing organisations on all issues relating to the effective use of their subscription;

· Handling queries from other organisations and the public via telephone or email in a friendly manner;
· Actively engaging and supporting members of the public who want to share their experiences at events or via phone; 

· Carefully moderating stories/responses and ensuring accurate and speedy publication;

· Contributing enthusiastically to sales and marketing planning and activity;

· Website administration: diligently updating service tree, maintaining subscriptions, developing and updating site pages;
 
· Proactively seeking customer feedback and using this to contribute to product and service development;
· Organising and participating in the delivery of informative subscriber, networking and awareness raising events;

· Maintaining high level social media presence e.g Twitter, Facebook, Vimeo;

· Carrying out all those necessary little administrative tasks required!
Dimensions

· Customer service and support: using a range of mechanisms and skills to provide excellent customer service to subscribers and in engaging with the public and other key stakeholders; 
· Training and presentation: using a range of face to face and online methods to deliver essential information effectively;

· Communication:  engaging presence on social media, supporting subscribers with social media use, using a range of methods confidently and with skill, ie telephone, email, written reports;


· Working in a team: understanding business priorities and challenges, participating enthusiastically, readily undertaking duties which ensure smooth running of day to day business;


· Technical: website maintenance; information management, use of database, spreadsheets; able to demonstrate IT confidence;


· Organisation: leading event management and delivery;


· Evaluation: regularly assessing colleague and customer satisfaction, participating in self evaluation through the review and appraisal system.
