	SERVICE:


	Adult and Health Services

	SERVICE GROUPING:


	Adult Care



	1. 


	POST TITLE:
	Service Improvement Support Officer 

	2. 2.
	POST NUMBER:

	

	3. 3.
	GRADE:



	Grade 10 

Job Evaluation Ref No: N9600 
  

	4. 
	LOCATION:
	Your normal place of work will be County Hall.  However, you may be required to work at any council workplace within County Durham. 


5. RELEVANT TO THIS POST:

Flexible Working:
Subject to service needs the council’s flexible working policy is applicable to this post

Disclosure & Barring Service:    
Not applicable

  

6. ORGANISATIONAL RELATIONSHIPS:
Accountable to the Development and Learning Manager.  
7. DESCRIPTION OF ROLE:
The purpose of the post is to provide support for the effective co-ordination of the work of the Development and Learning Team; to support all functions across the breadth of the teams work. 
8. DUTIES AND RESPONSIBILITIES SPECIFIC TO THIS POST
Listed below are the responsibilities this role will be primarily responsible for.

· To deputise for the Development and Learning Manager as appropriate.
· To contribute to the strategic and team planning process for AHS from a quality and service improvement perspective.
· To keep abreast of and respond to policy initiatives affecting AHS and lead on the development of related policies and procedures.
· To co-ordinate any responses to consultation which may impact on the work of the service 

· To have lead responsibility for ensuring that all relevant policies and procedures are developed and in place, working with a range of officers within the Service and the wider Council.

· To work with Partner Agencies in the development of inter-agency policies and procedures and new ways of working. 

· To work as directed by the Strategic Manager to support the the Caldicott guardian to ensure the service is meeting caldicott principals.

· To support the service in ensuring compliance with information governance guidelines. 

· To support the delivery of the governance functions within the service including the review and management of the content of partnership agreements, research approval applications, scheme of delegation and corporate director’s assurance statement.

· Work with corporate colleagues to support the compliance of information governance processes within partnership arrangements.    

· To undertake detailed research and analytical work relating to the functions of the team to ensure service improvement.
· Analyse appropriate workforce data and monitor compliance to the learning and development programmes to measure and track service performance and produce management reports to update on progress. 
· To support the development and maintenance of ITC systems to meet the needs of the team such as Durham Learning and Development system and the Azeus complaints module.
· To maintain the content of the information to the public and customers through the intranet and internet page contents regarding the work of the team to ensure it is accurate and up-to date. 

· To support in the delivery of the work aligned to the annual quality schedule such as audits, business process reviews and self assessments, as required.   
· To support the preparations and planning for inspections across AHS as required.

· 
To support the team in the implementation of the annual learning and development plan for AHS where demand requires.
· 
To support any necessary data returns as required.
· To support work associated with staff recognition and achievement, as required. 
· To provide reports and management information on quality and service improvement to management teams as directed by the Strategic Manager and the Development and Learning Manager.
· To work in partnership with other areas of the service, council and with partners to add value to existing work and create new collaborative opportunities. 
· Support the development of equality and diversity issues and health and wellbeing programmes;

· To provide support in the effective management of the complaints function.

· Commitment to continuous professional development
The above is not exhaustive and the post holder will be expected to undertake any duties which may reasonably fall within the level of responsibility and the competence of the post as directed by the Head of Service.

9
Common Duties and Responsibilities:

9.1      Quality Assurance

To set, monitor and evaluate standards at individual, team performance and service quality so that the user and the Service’s requirements are met and that the highest standards are maintained.

9.2
Communication

To establish and manage the team communications systems ensuring that the Service’s procedures, policies, strategies and objectives are effectively communicated to all team members.

9.3
Professional Practice

To ensure that professional practice in the team is carried out to the highest standards and developed in line with the Service’s stated objectives of continual improvement in quality of its service to internal and external customers.
9.4
Health and Safety
To ensure that the Health and Safety policy, organisation arrangements and procedures as they related to areas, activities and personnel under your control are understood, implemented and monitored.

9.5
General Management (where applicable)
To provide vision and leadership to staff within a specialist team, ensuring that effective systems are in place for workload allocation and management, the application of the Council’s and the Service’s policies and procedures, including those relating to equality, supervision and appraisal and all aspects of their performance, personal development, health and welfare.

9.6
Financial Management (where applicable)
To manage a designated budget (as required) ensuring that the Service achieves value for money in all circumstances through the monitoring and control of expenditure and the early identification of any financial irregularity.

9.7
Appraisal


All members of staff will receive appraisals and it is the responsibility of each member of staff to follow guidance on the appraisal process.

9.8
Equality and Diversity

To ensure our commitment is put into practice we have an equality policy which includes responsibility for all staff to eliminate unfair and unlawful discrimination, advance equality of opportunity for all and foster good relations.
9.9
Confidentiality

All members of staff are required to undertake that they will not divulge to anyone personal and/or confidential information to which they may have access during the course of their work.
All members of staff must be aware that they have explicit responsibility for the confidentiality and security of information received and imported in the course of work and using Council information assets.  The Council has a Personal Information Security Policy in place.

9.10
Induction
The Council has in place an induction programme designed to help new employees to become effective in their roles and to find their way in the organisation.

Person Specification- Service Improvement Support Officer – Grade 10

	
	Essential
	Desirable
	Method of Assessment

	Qualification
	Qualified to degree level or equivalent.
	· Management qualification.


	Application form

Selection Process

Pre-employment checks



	Experience
	·    Experience using quality and improvement methodologies to raise standards 
· Development of processes and systems to improve outcomes

· Working within a culture of continuous improvement

· Engaging and working collaboratively with colleagues, stakeholders and service users

· Project management 
	· Working with partner organisations on projects in a multi-professional/multi-agency  organisation

· Inspection planning

· Auditing procedures or processes

· Managing and supervising staff.

· Setting and monitoring standards


	Application form

Selection Process

Pre-employment checks



	Skills / Knowledge
	· Clear and effective communication skills which are tailored to the needs of the audience 

· Excellent interpersonal skills

· Able to write specific action plans

· Analytical skills

· Networking skills

· IT literate
· Research methodologies

· Excellent time management and organisational and planning skills

· Ability to work to deadlines in a pressurised environment

· Able to manage change

· Seeks ways of using their experiences for the purposes of service improvement.

· Collaborative approach to team decision making processes

· Recognises customer needs

· Works on own initiative
	· Value for money and efficiency methodologies

· Strategic and operational planning

· Budget management


	Application form

Selection Process

Pre-employment checks



	Personal Qualities
	· Customer focused

· Active listening skills

· Works effectively with colleagues from other agencies

· Promotes effective team work

· Motivates others

· Plans ahead 

· Supports team morale and commitment under pressure

· Able to challenge constructively and appropriately

· Committed to service user engagement

· Self-awareness and impact on others

· Committed to honesty, inclusiveness and personal integrity

· Flexible approach 

· Commitment to continuous professional development

· Access to a car or means of mobility support (if driving then must have a current valid driving licence and appropriate insurance)


	· Chairs meetings effectively


	Application form

Selection Process

Pre-employment checks
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