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Complete this Position Description template after reading the SWSLHD Guide to Writing a Position Description. Use the Guide for assistance on each section and examples of writing styles.

	Role Details

	Organisation
	NSW Health

	Local Health District/Agency
	South Western Sydney Local Health District

	Position Classification
	[bookmark: _GoBack]Health Manager Level 1



	State Award
	Health Managers (State) Award

	Category
	HM1

	Role Title
	Patient Experience Officer

	Is this a Multi-Disciplinary Role?
	Yes




	Stafflink Position Number (Please ensure that the Position Number is Active)
(**Maximum Character Limit 3400 including spaces**)
	New position

	Cost Centre Number
	485027

	Does this role manage or supervise others?
	No



Primary Purpose of Role (**Maximum Character Limit 3400 including spaces**)

	The purpose of this role is to be the administrative support for complaints, open disclosure and coronial matters for SWSLHD. 
The Patient Experience Officer prepares routine and specific reports, briefings, submissions, corporate reports, coronial papers and other documents for internal stakeholders and external agencies including the development of responses to Ministerial and Health Care Complaints Commission enquiries on clinical matters. The Patient Experience Officer will support the Patient Experience Manager in the delivery of education to clinicians on improving the patient experience. 

All staff are expected to act as an appropriate and effective role model, promoting a culture that supports practices that reflect the NSW Health CORE values of Collaboration, Openness, Respect and Empowerment through demonstrated behaviors and interactions with patients, clients and employees.

Transforming Your Experience is SWSLHD's key strategy to positively transform how our patients, consumers, staff and communities experience our organisation and services. Our vision is that our care is always safe, high quality and personalised and all our staff are supported and empowered to achieve their full potential. This strategy provides us with a clear direction for working together to deliver safe and high quality health services and build the health of our communities – now and into the future.





	Essential Requirements (**Information (where relevant) about essential role requirements, such as: whether the role is identified, qualifications requirements, employment screening checks, licence requirements etc** **Maximum 3800 characters including spaces**)

	WHS Responsibilities: (For managerial positions ONLY)
As a leader you are expected to support the organisation achieve the aims of the safety management system, to establish and maintain a positive health and safety culture in the workplace and to consult with workers and others when making decisions that may impact upon the health, safety and welfare of those in the workplace.
WHS Responsibilities: 
You must take all reasonable care for yourself and others and comply with any reasonable instruction, policies and procedures relating to work health safety and wellbeing.
WWCC:
Current Working with Children Check Clearance (where applicable).
NPC:
National Police Check (This check will be conducted by the Health Service for Recommended Candidates only).
Staff Health:
Compliance with the SWSLHD and NSW Health, Staff Immunisation Policy (Only for Category A Positions).
Driver’s Licence:
Current unrestricted Australian drivers licence (P2 Licence Acceptable) subject to obtaining NSW drivers licence within 3 months of appointment.
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	Key Accountabilities ( **Maximum of 12 Accountabilities **Maximum  3800 characters including spaces**)

	
· Co-ordinate the complaints management and open disclosure processes across including receipt of the complaint, complaint investigation/resolution; preparation of related documents under the direction of the Patient Experience Manager 
· As directed by the Patient Experience Manager liaise with managers, frontline clinical staff and consumers to identify and develop achievable and appropriate solutions with a view to improved service delivery and outcomes; and assist with educating senior and other clinical staff on open disclosure and ensure these principles are followed for all relevant complaints.
· As supported by the Patient Experience Manager undertake complaints handling data collection and report generation for the District committees and the IMS+ data collection. 
· Maintain effective relationships and communication with the HCCC on behalf of the organisation in order that the priorities of the health system are met.
· Effective, objective, responsive and supportive communication with consumers.
· Maintain strong interpersonal relationships with managers and communicate effectively with all stakeholders and liaise, provide advice and competency lead processes with service managers, when required.
· Use high order presentation skills to convey detailed processes in relation to complaints management and open disclosure.
· Assist in the development of education sessions for SWSLHD Facility and Service Patient Experience Officers in regards to effective complaint management and open disclosure.











	Key Challenges (**Minimum of 1 maximum of 3** Maximum 1000 characters per challenge) 

	1. Involvement in politically sensitive issues and complex complaints, identifying and escalating matters of importance or urgency to ensure that these can be addressed appropriately. 
2. Managing tight deadlines to meet expectations from complainants and from various internal/external agencies.










	Key Relationships  (**Who-Max 200 characters Why-Max 500 Characters**)

	Who

	                                                  Why?

	Internal Relationships (**Minimum of 1 maximum of 3**) 

	1
	SWSLHD Patient Experience Manager
	Direct report. Coordinate response and briefings, report data for presentation 

	2
	SWSLHD Clinical Governance Unit
	Coordinating responses and briefings, ensuring tasks and action timeframes are adhered to

	3
	SWSLHD Facility and Services Clinical Governance Units, Clinical Leaders, NUMs
	Coordinate responses and briefings. 

	Does this role routinely interact with external Stakeholders? (**Minimum of 1 maximum of 2**)

	1
	Healthcare Complaints Commission (HCCC)
	Coordinating responses and briefings and ensuring that timeframes are adhered to.

	2
	NSW Minister for Health & Medical Research Office
	Coordinating responses and briefings and ensuring that timeframes are adhered to.





	Selection Criteria  
**Maximum of 8 Selection Criteria** **Maximum of 3800 characters including spaces for all criteria**

	1. Relevant tertiary health qualification and/or relevant equivalent experience within a hospital environment and/or NSW Public Health System.
2. Demonstrated ability to communicate, liaise, negotiate and consult effectively with a variety of key stakeholders.
3. Demonstrated understanding in acting as an advocate for positive patient experiences and participation in health care decision making with empathy and compassion.
4. Demonstrated understanding in the application of relevant legislation and policy including patient rights and responsibilities, understanding of NSW Health Frontline Complaint Handling Guidelines 
5. High level of ability and experience to work proactively with limited supervision, exercising a high level of confidentiality, discretion and judgment.
6. Sound organisational and time management skills with the ability to meet deadlines and facilitate timely outcomes to meet expectations of key stakeholders (i.e. SWSLHD staff, NSW Health agencies, consumers). 
7. High level written skills with proven competency in preparation of high quality, comprehensive, accurate clinical and administrative correspondence, reports and documents.
8. Proficient in the use of electronic document management systems, for example, systems such as Content Manager and IMS+.







	Job Demands Checklist  
Job Demands Frequency Key:
I = Infrequent (intermittent activity exists for a short time on a very infrequent basis) 
O = Occasional (activity exists up to 1/3 of the time when performing the job)    
F = Frequent   (activity exists between 1/3 and 2/3 of the time when performing the job)  
C = Constant   (activity exists for more than 2/3 or the time when performing the job)    
R = Repetitive (activity involved repetitive movements)             
N = Not Applicable (activity is not required to perform the job)    





	Physical Demands

	Sitting - remaining in a seated position to perform tasks
	F

	Standing - remaining standing without moving about to perform tasks
	F

	Walking - Floor type: even / uneven / slippery, indoors / outdoors, slopes
	F

	Running - Floor type: even / uneven / slippery, indoors / outdoors, slopes
	I

	Bend/Lean Forward from Waist - Forward bending from the waist to perform tasks
	I

	Trunk Twisting - Turning from the waist while sitting or standing to perform tasks
	I

	Kneeling - remaining in a kneeling posture to perform tasks
	I

	Squatting / Crouching - Adopting a squatting or crouching posture to perform tasks
	I

	Leg / Foot Movement - Use of leg and / or foot to operate machinery
	I

	Climbing (stairs/ladders) - Ascend / descend stairs, ladders, steps
	I

	Lifting / Carrying - Light lifting & carrying: 0 - 9 kg
	I

	Lifting / Carrying - Moderate lifting & carrying: 10 - 15 kg
	I

	Lifting / Carrying - Heavy lifting & carrying: 16kg & above
	I

	Reaching - Arms fully extended forward or raised above shoulder
	I

	Pushing / Pulling / Restraining - Using force to hold / restrain or move objects toward or away from the body
	I

	Head / Neck Postures - Holding head in a position other than neutral (facing forward)
	I

	Hand & Arm Movements - Repetitive movements of hands and arms
	O

	Grasping / Fine Manipulation - Gripping, holding, clasping with fingers or hands
	O





	Job Demands Checklist (Continued)

	Work At Heights - Using ladders, footstools, scaffolding, or other objects to perform work
	I

	Driving - Operating any motor powered vehicle
	O

	Sensory Demands

	Sight - Use of sight is an integral part of work performance e.g. Viewing of X-Rays, computer screens
	C

	Hearing - Use of hearing is an integral part of work performance e.g. Telephone enquiries
	C

	Smell - Use of smell is an integral part of work performance e.g. Working with chemicals
	N/A

	Taste - Use of taste is an integral part of work performance e.g. Food preparation
	N/A

	Touch - Use of touch is an integral part of work performance
	C

	Psychosocial Demands

	Distressed People - e.g. Emergency or grief situations
	O

	Aggressive & Uncooperative People - e.g. drug / alcohol, dementia, mental illness
	O

	Unpredictable People - e.g. Dementia, mental illness, head injuries
	O

	Restraining - involvement in physical containment of patients / clients
	N/A

	Exposure to Distressing Situations - e.g. Child abuse, viewing dead / mutilated bodies
	N/A

	Environmental Demands

	Dust - Exposure to atmospheric dust
	N/A

	Gases - Working with explosive or flammable gases requiring precautionary measures
	N/A

	Fumes - Exposure to noxious or toxic fumes
	N/A

	Liquids - Working with corrosive, toxic or poisonous liquids or chemicals requiring PPE
	N/A

	Hazardous substances - e.g. Dry chemicals, glues
	N/A

	Noise - Environmental / background noise necessitates people raise their voice to be heard
	N/A

	Inadequate Lighting - Risk of trips, falls or eyestrain
	N/A

	Sunlight - Risk of sunburn exists from spending more than 10 minutes per day in sunlight
	N/A






	Job Demands Checklist (Continued)

	Environmental Demands (Continued)

	Extreme Temperatures - Environmental temperatures are less than 15C or more than 35C
	N/A

	Confined Spaces - areas where only one egress (escape route) exists
	N/A

	Slippery or Uneven Surfaces - Greasy or wet floor surfaces, ramps, uneven ground
	N/A

	Inadequate Housekeeping - Obstructions to walkways and work areas cause trips and falls
	N/A

	Working At Heights - Ladders / stepladders / scaffolding are required to perform tasks
	N/A

	Biological Hazards - e.g. exposure to body fluids, bacteria, infectious diseases
	N/A







Created By:  ________________________________________________________________ 

Title:  ______________________________________________________________________


Service Director Approval:   __________________________________________________

__________________________________________________________________________

Title: ______________________________________________________________________


Human Resources Approval:   __________________________________________________

__________________________________________________________________________

Title: ______________________________________________________________________


District Department Approval (if required):   _____________________________________

__________________________________________________________________________

Title: ______________________________________________________________________
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