JOB DESCRIPTION

COMPLAINTS SYSTEM PROJECT MANAGER
Accountable to: Information & Improvement Business Manager
Other Accountabilities: Head of Executive Support

JOB PURPOSE

The purpose of this role is to support service and technology-enabled change across the organisation specifically to that of the implementation of a new corporate complaints system.

The post will lead and support the delivery of complaints system across the council, CCG and project support the GM Pension Fund arm of this project.
Excellent communication and client engagement skills are essential to this role as there will be challenges towards changes in working practice. The post holder will work with a large degree of autonomy. The post holder will be responsible for ensuring delivery of programmes within agreed timescales and budgets.
The post holder will support the deployment of the complaints portfolio, programme and project management methodologies, including Lean and continual improvement, across the organisation. They will facilitate organisational change that will be integral to the delivery of the organisation’s strategy and transformation priorities.

Duties & Responsibilities General
· Lead the design, development and then management and delivery of the complaints system working with the Information & Improvement Manager along with other key stakeholders within defined timescales, budget and resource constraints. This includes the ability to scope, define and plan  project objectives and benefits using the key project management tools.

· Prioritise a challenging workload of multiple elements to the project, exercising sound judgment in an extremely complex environment.

· Analyse key problems and issues within service areas in order to identify areas for improvement and deliver appropriate solutions which are efficient and effective liking to service improvement for complaints. This includes the ability to undertake audits, process mapping, root cause analysis to gather, assimilate and interpret data (quantitative and qualitative)

· Proactively identify and manage risks and issues, escalating as required through standard processes

· Be responsible for and support business appraisals and Business Case production, when required, in partnership with customers, undertake solution searches and appraisals of  supplier proposals.

· Analyse complex situations to gather, assimilate and interpret data (quantitative and qualitative) in order to diagnose the root problems encountered by services

Relationships

· Work collaboratively and engage with staff at all levels and in all divisions across the single commission to successfully deliver defined pieces of work.

· Must be able to work collaboratively as part of a team whilst managing own workload.

· Develop, maintain and promote positive and productive relationships with others engaged in projects and programmes.

· Work closely with colleagues in Operations, IT, Finance, and HR to help shape and deliver effective solutions.

· Provide independent, effective advice to support change and continuous improvement

Reporting:

· Produce, provide and maintain regular progress updates to your line manager and for various boards.

· Write formal portfolio, programme and projects reports to be shared at executive level. This includes reporting progress and the monitoring and escalation of risks and issues that impact on delivery.

· Attend, and present at key meetings as required. This includes senior and executive  meetings

Support and Training:

· Influence change at all levels without having direct management responsibility for service delivery

· Provide training on a range of change management tools and techniques – Lean, continual improvement, project and programme management, data analysis, demand and capacity.

· Support managers and staff planning and managing the delivery of service improvement projects or programmes of work, to agreed timescales, budgets and objectives ensuring that all improvements are sustainable

Human Resources:

· Responsible for day-to-day management of own work in line with appropriate policies, procedures, working practices and guidelines, ensuring all resources are deployed to maximise an efficient and effective delivery of supportservices.
· Provide regular performance reports on progress, status and achievements for own area to be used by both Management and Users.

· Provide specialist training for staff from own or other disciplines on own subject area, when required.

Financial / Physical Resources:

· Responsible for the purchase of some physical assets within own area

· Responsible for the safe use of IT / network hardware and software, including purchase, installation, repair and maintenance

· Responsible for monitoring the maintenance and support contracts allocated to own area, ensuring continuity of service and budget management. Liaise with Third Party Suppliers to agree value for money contracts.

· Liaise and negotiate with external agencies, suppliers and contractors ensuring delivery of service is in line with agreed contracts.

· Ensure procurement processes and procedures are followed in a timely and efficient manner and participate in the procurement process where relevant providing assistance for the development of procurement documentation as required.

· Liaise with procurement and other users advising on IT related aspects of purchasing to ensure   that all technical requirements are met whilst ensuring that financial standing orders) and procurement guidelines are followed and adhered to.

Policy/Service Development/Governance:

· Be responsible for implementing policies for own work area and for proposing changes to policies, in line with legislation, where appropriate.

· Participate in Information Governance and security
as required and ensure appropriate governance and security in own area.

· Participate in quality management system, undertaking audits designed to improve systems and services.

· Ensure that there is a proactive and comprehensive approach to risk management and be responsible for service continuity for own area and participate in the Informatics service continuity planning.

· Provide Root Cause Analysis (RCA) for allocated incidents and problems; instigating emergency action, when required, liaising with other Trust Managers, as appropriate.
Research, Development and Audit
· Regular development and collation of information to enable audit and monitoring of CIP progress and problem identification / reporting of a number of streams within the CIP programme

· Identify and proactively support the management of individual risk and issue events  and overall project risks across the portfolio of projects.

· Active management of the internal and external linkages and inter-dependencies(e.g. political or legislative changes, structural or organisational plans) across programmes and/or projects, and incorporating any changes into delivery plans.

· Production of monthly reports on the portfolio of projects monitoring programme spend against approved budget.

· Work with the Project and Programme Managers to develop information resources and tools for the collation and dissemination of project/programme related information.

Freedom to Act
· Work autonomously prioritising own workload.

· Encourage self and others to take responsibility for making decisive decisions to move things forward.

· Proactively engage with wider organisational context and identify opportunities to take action and make improvements liked to the complaints functions

· Work to local and national policies and procedures
Risk Management
· It is a standard element of the role and responsibility of all staff that they fulfil a proactive role towards the management of risk in all of their actions. This entails the risk assessment of all situations, the taking of appropriate actions and reporting of all incidents, near misses and hazards.

· The above is an outline of the tasks, responsibilities, and outcomes required of the role. The job holder will carry out any other duties as may reasonably be required by their line manager

· The job description and person specification may be reviewed on an on-going basis in accordance with the changing needs of the Department and the Organisation.

Health and Safety Requirements
All employees have a statutory duty of care for their own personal safety and that of others who may be affected by their acts or omissions. Employees are required to co-operate with management to enable to meet its own legal duties and to report any circumstances that may compromise the health, safety and welfare of those affected by the organization undertakings.

Confidentiality and Information Security
· As an employee you are required to uphold the confidentiality of all records held by the organization,. This duty lasts indefinitely and will continue after you leave the trust employment.

· All Information which identifies individuals in whatever form (paper/pictures, electronic data/images or voice) should be managed in accordance with the relevant legislative requirements.

PERSON SPECIFICATION

	
	
	ESSENTIAL
	
	DESIRABLE
	METHOD OF ASSESSMENT

	
	
	
	
	
	

	QUALIFICATIONS
	•

•
	Degree or equivalent experience Willingness to undertake additional training and qualifications for the role as required
	
	Post graduate qualification, or equivalent experience

Lean /Continual Improvement methodology qualifications APM/other

Project Management Qualifications
	Certificates Interview References

	EXPERIENCE
	•

•

•

•

•

•
	Experience of managing and delivering projects across a full life cycle

Experience of partnership working with a range of stakeholders Planning, organising workload to meet deadlines in a pressured environment Experience of using influencing

and negotiating skills

Experience of conflict management Demonstrable ability to communicate effectively using excellent communication skills, including strong report writing and presentation skills, tailored to

the audience
	
	Previous experience of working in the local authority/NHS setting

Experience in implementing and/or managing the following services would be of added value in any application for the post:

Innovative working practices

New or reconfigured outpatients facilities

Paperless working/EDM
	Application Form Interview References


	SKILLS
	•
	Ability to manage diverse
	•
	

	
	
	workload and meet set
	
	Application

	
	
	deadlines
	
	Form

	
	•
	Excellent oral and written
	
	Interview

	
	
	communication skills, including experience of chairing senior meetings, writing briefing papers and other documents for a senior audience and delivering presentations/chairing meetings at all levels
	
	References

	
	•
	Ability to use own initiative to make key decisions in line with portfolio, programme and project objectives
	
	

	
	•
	Ability to work on own or in a group with minimal direct supervision
	
	

	
	•
	Ability to source appropriate data and information to provide and present the evidence for change
	
	

	
	•
	Skilled in being able to understand complex issues and service areas quickly, alongside swiftly developing good working relationships in a range of areas.
	
	

	
	
	This includes building strong professional working relationships with both clinical, managerial and non-clinical staff
	
	

	
	•
	Excellent data analysis and evaluation skills
	
	

	
	•
	Ability to negotiate, persuade and manage conflict.
	
	


	KNOWLEDGE
	•
	Good understanding of a range
	
	
	

	
	
	Continual improvement
	•
	Knowledge of Agile
	Application

	
	
	techniques
	•
	Knowledge and experience
	Form

	
	•
	Comprehensive knowledge of
	
	in working with complex
	Interview

	
	
	project management principles
	
	
	References

	
	
	and methodologies
	•
	Knowledge developing
	

	
	•
	Excellent knowledge across Microsoft products especially
	
	processes administration procedures
	

	
	
	Excel (e.g. use of pivot tables, presentation of data in range of graphical formats and a good
	
	
	

	
	
	understanding of basic formulae,

e.g. vlookups), Visio and Powerpoint.
	•
	Knowledge and experience of developing and
	

	
	•
	Knowledge of risk and issue management processes and utilising these to ensure that all dependencies and the risks that these may pose to the project/programme are minimised
	
	implementing policies and procedures
	

	VALUES
	•
	Ability to demonstrate the organisational values and behaviours
	
	Application Form Interview References


	OTHER
	•
	Understands the need to deliver
	
	

	
	
	short-term priorities and achieve
	
	Application

	
	
	long-term goals with a sense of
	
	Form

	
	
	balance
	
	Interview

	
	•
	Tenacious, demonstrates drive and
	
	Document

	
	
	enthusiasm to achieve goals and see things through
	
	Check

	
	•
	Demonstrate self-awareness
	
	

	
	•
	Ability to think creatively with excellent problem solving skills
	
	

	
	•
	Able present complex information in a clear and logical manner
	
	

	
	•
	A self-starter with the strength of character to influence others
	
	

	
	•
	Organised and logical approach to work and high level attention to detail
	
	

	
	•
	Commitment to improving services for staff and patients
	
	

	
	•
	Conceptual flexibility – ability to identify feasible alternatives or multiple options in planning and decision making; ability to hold different options in focus simultaneously and evaluates pros and cons
	
	

	
	•
	Excellent communicator with strong negotiation and facilitation skills and the ability to influence and effect change at both a clinical and managerial level
	
	


