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Job Description / Specification 
	Job Title: 


	Patient Advice and Liaison Service (PALS) Officer

	Reports to (job title): 


	Operational Matron

	Line Manager to: 


	NA

	Hours & Location:


	HMP Norwich – 30 hours, 4 days per week

	Brief Job Description: 
As well as having excellent interpersonal skills, the successful candidate will be expected to:
Implement and adhere to the HCRG Complaints Policy and ensure that all PALS concerns and enquiries are managed effectively and in line with our care Values.

The successful candidate will build relationships, liaise with, and support managers and staff across the prison and outside organisations to facilitate the management of PALS cases and contribute to a systematic process for learning and service improvement, as a result of the enquiries received.
They will resolve patient and family concerns and enquiries quickly and efficiently and act as a catalyst for change.
They will work with the Quality Lead to contribute to the patient experience objectives and support quality improvements.



	Key Responsibilities: 
Communication / Relationship Skills 

· Promotes the awareness of the PALS service to staff, patients, service users and visitors and ensure that the service is both accessible and responsive

· Utilises interpersonal skills to support staff in identifying and reporting incidents / near misses in connection with patient experiences.
· Actively participates in specialist groups, meetings and forums to ensure effective working relationships and communications
· Provides timely feedback and advice (verbal and written) to staff, including senior managers, on relevant findings, observations and audit
Personal and people development

· Acts as a resource for staff ensuring that new policies, guidelines, standards and information related to patient experience are understood and disseminated

· Maintains own specialist knowledge and accesses up to date training in related to the role

Analytical / Judgmental Skills

· Participates in Patient Safety Investigations (PSII) 
· Collects relevant patient experience data and contributes to effective data capture systems 

Service Improvement

· Contributes to the development and dissemination of policy, guidelines and standards 
· Contributes to the delivery of action plans arising from complaints to support continuous improvement to patient care

Quality

· Support and advise staff to improve our patient experiences.
· Compile and present monthly trends and analysis report as part of quality meeting.
Health, safety and security

· Works within policies, risk management strategies and complies with the Health and Safety at Work Act 1974
Equality, diversity and rights

· Recognises the importance of people’s rights and interprets them in a way that is consistent with division procedures, policies and legislation

· Challenges behaviour as appropriate where the behaviour infringes the rights of others
Responsibilities for information resources

· Maintains patient experience records and databases in line with current data protection regulations, organisation policy and local clinical standards



	Knowledge, Skills, Experience and Qualifications Required: 

	Essential: 

Working in a PALS role or customer service environment.

Working in an environment with conflicting pressures and changing workloads

Ability to collate data and extrapolate information

Proficiency with Microsoft Word, Outlook, Excel

Experience of databases and producing/designing reports from databases

Ability to use own initiative to solve problems and work with minimal supervision as part of a team

Excellent communication skills

Effective written / keyboard skills

Ability to deal with grieving, upset, stressed, vulnerable and angry complainants in a sensitive, compassionate, and calm manner

	Desirable:
Experience of working in the NHS (preferable)
Experience of working in a prison establishment
Knowledge of SystmOne



	Key Internal & External Clients:


	Criminal Records Check

	A Criminal Records Check will apply to this role 


	Other Considerations (i.e. required to travel): 

Confidentiality and Information Security:

As a HCRG employee you will be required to uphold the confidentiality of all records held by the organisation, whether patient records or general information.  This duty lasts indefinitely and will continue after you leave the Organisation’s employment.

All information which identifies individuals in whatever form (paper/pictures, electronic data/images or voice) is covered by the 1998 Data Protection Act and should be managed in accordance with this legislation.
Responsibilities under Information Security Committee (ISC):
· Responsible for personal assets

· Responsibility to adhere to ISMS

· Responsibility to ensure unattended equipment has appropriate protection

· Adhere to clear desk/screen policy

· Requirement to accept in writing specific responsibilities with regards to back-up, malware protection and use of mobile devices in insecure areas

· Responsible for ensuring the required cryptographic control is applied to all their assets

· Responsibility to report all information security risks to the appropriate person, either via Information Security Officer/Head of Governance

· Requirement to report all suspected/actual security weaknesses within/to the organisation immediately
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