JOB DESCRIPTION
	POST TITLE:
	Deputy Head of Volunteer Services 

	DEPARTMENT:
	Volunteer Services 

	DIRECTORATE:
	Patient and Nursing Services

	DIVISION
	Patient and Nursing Services 

	BAND:
	

	ACCOUNTABLE/REPORTS TO:
	Head of Volunteer Services 

	DATE:
	February 2020

	WRITTEN BY:
	Head of Volunteer Services


1. JOB SUMMARY
The post holder will be responsible for providing support to the Head of Volunteer Services, deputising for leadership and the delivery of a robust, accessible, effective and efficient Volunteer service for the Trust which meets all statutory requirements and is in line with NHS recruitment standards.

· Design, deliver and implement a high standard, efficient Volunteer service including development of policies and procedures. 

· Provide specialist advice and guidance to front line staff, senior managers and clinical staff in accordance with current legislation, NHS Initiatives, Department of Health guidance and best practice.  

· To oversee the administrative tasks with recruitment of new volunteers to be sure compliance and that all volunteers adhere to NHS guidelines

· Develop and lead improvement projects and deliver training as required
· To deputise for the Head of Volunteer Services to ensure an identifiable, accessible and robust Volunteer service and liaise with appropriate personnel both within and outside the Trust.

Provide effective input into the work of the Trust, to support the achievement of our vision and values:
	Best possible care for our patients

	We put patient safety above all else
	We aspire to 
excellence
	We reflect, we learn, we improve
	We respect and support each other


2. ROLE AND RESPONSIBILITIES
· To liaise with the Head of Volunteer Service with reference to strategic and operational requirements.

· To deputise for the Head of Volunteer Services at local, regional and national meetings/forums.
· To liaise with patients, public and staff as necessary to carry out the role – maintaining a professional, polite and respectful manner. 
· Apply a consistent approach in the development across the Trust of all volunteering activity and implement new initiatives following trend analysis. 
· Support the Head of Volunteer Services in working closely with Trust leaders to understand the provision of efficient and effective volunteer services designed to supplement the services provided by the NHS and medical staffing. 
· Provide expert advice, support and guidance to divisional senior teams.

· Dealing with concerns/complaints relating to Volunteer services and address accordingly. 
· Prepare outward facing communications for the department 
· Develop and Lead Improvement Projects based on recommendations from meetings/ groups across the Trust. 

· Deliver training of volunteers in bespoke roles and work with departments to ensure training is compliant with NHS standards.
· Answer the telephone and deal with enquiries in accordance with instruction, maintaining a high standard of customer service. Dealing with queries to the required standard, being polite, informative and communicating in a professional and respectful manner at all times.

Quality Assurance and Monitoring

· To provide Volunteer Services information to the divisional senior teams regarding thematic analysis (e.g. monthly, quarterly and annual reporting).

· Develop and implement reporting processes to ensure corporate requirements are achieved 

· Support the maintenance of the overall management of the Volunteer Services data base 
· To review and analyse retention rates in all non-clinical volunteers and produce a quarterly report of results and actions taken to improve figures and present at the volunteer steering group.
People/Management Excellence

· Manage own time and work within the resources available.
· Support the Head of Volunteer Services in recruitment and selection where appropriate.
· Manage the personal and professional development of staff where appropriate.
· Support the Head of Volunteer Services in the development and formulation of long term strategic plans and consider how this may impact upon the service/ organisation. 

· Support the Head of Volunteer Services in the development of any changes to the organisation, in relation to Volunteer Services, as a result of legislative changes as defined by the Department of Health, including consultations (e.g. statutory regulation changes, as defined in law).
· To work with the Volunteer’s office, communications and human resources departments in the hospital and where necessary external organisations to ensure volunteering opportunities are effectively advertised and benefits of volunteering activities are reported.
· To identify opportunities for recruiting volunteers, corporate and public bodies and associated charities to ensure the trust’s volunteering requirements receive maximum benefit
· Develop good relationships with existing volunteers to ensure the volunteering strategy is successfully implemented
· To ensure that all volunteers are fully conversant with the conditions and rules of the Trust and NHS.
· In the absence of the Head of Volunteer Services authorise time sheets at month end.
Supporting Financial Excellence

· Support the Head of Volunteer Services to deliver a financial performance in line with the Trust’s agreed financial plan and ensure that resources remain within the required budget.

· In the absence of Head of Volunteer Services authorise all volunteer expenses in line with volunteer travel expenses policy. 
· Authorise purchase orders raised by the team and ensure adequate resources are available for all areas of the service. 

Research and Development Responsibilities

· Support the Head of Volunteer Services to devise surveys and develop techniques to evaluate evidence of patient involvement/feedback on the Volunteer Service and propose changes.

3. OTHER INFORMATION

· The postholder may be required to carry out other relevant duties as required.

· The postholder will adhere to the duties specified under the Staff Responsibilities of the NHS Constitution in their day to day work and behaviours. 

· The postholder will be expected to aspire to the Values of the Trust in their day to day work and behaviours in order to support the Trust in achieving its Vision.
· The postholder will adhere to, at all times, any Professional, NHS Code of Conducts and legislation relevant for their area of work. 

· The postholder will make themselves familiar with, and adhere to, at all times, the policies and procedures of the Trust, and their area of work.
· The postholder will be expected to work to any Corporate/Division/Directorate/Department objectives and standards in order to provide an acceptable level of service.

· The postholder will be expected to undertake training, including mandatory and role specific training, relevant to their role and ensure it is renewed as required.
This job description reflects the present requirements of the post and it does not form part of the contract of employment.  As the duties of the post change and develop the job description will be reviewed and will be subject to amendment, in consultation with the postholder.  It is the Trust’s aim to reach agreement on reasonable changes, but if agreement is not possible the Trust reserves the right to effect changes to the postholders job description after consultation with them.  Appropriate notice of such changes will be give
PERSON SPECIFICATION 
Volunteer Services Coordinator 
	ATTRIBUTES & REQUIREMENT
	ESSENTIAL
	DESIRABLE

	Education, Training & Qualifications


	· Educated to Degree level in a relevant subject, or equivalent experience or qualification

· Knowledge of Microsoft office package including advanced excel


	· Project Management qualification

· Additional specialist knowledge acquired through post graduate diploma level or equivalent in a relevant field

	Knowledge & Experience
	· Experience of working within a voluntary/ charity organisation

· Experience of analysing complex data and presenting in a user friendly format
· Ability to manage difficult or complex situations effectively and to work under pressure
· Experience of managing a large,  diverse team and communicating with key stakeholders
· Excellent interpersonal and organisational skills with the ability to communicate effectively 
· Ability to influence both verbally and in writing at all levels including senior management 
· Able to demonstrate excellent knowledge of voluntary standards used to assess an acute Trust

· Ability to deliver presentations at all levels including external stakeholders
· A proven record of previous admin experience 

· Experience of developing and leading improvement projects

· Delivering training 


	· Knowledge and experience of working within the NHS


	Skills & Abilities
	· Excellent working knowledge of Microsoft Office packages i.e. Outlook, Word, Excel. 
· Able to demonstrate highly developed communication skills including negotiation and persuasion skills. 

· Able to display attention to detail. 

· Maintaining electronic and manual databases and where not effective suggest and implement changes for improvement. 

· Able to recommend and implement more effective working practices.
· Able to problem solve. 

· Able to manage multiple tasks and work to deadlines. 

· Understands the importance of record keeping and providing audit trails.
· Physical effort – requirement to move files and presentation equipment. 

· Needs to frequently concentrate when inputting and analysing data and producing reports.

· High level of VDU use
· Emotional resilience as exposure to distressing incidents is frequent as the post holder will deal with highly sensitive incidents dealing with staff / patients / relatives, staff external to the organisation and regulators.


	· Project management experience

	Personal Qualities & Attributes
	· Willingness to seek and find new solutions to problems and propose change 

· Willingness to assist and support colleagues and volunteers

· Meticulous attention to detail 

· Self-motivated 

· Good telephone manner, customer focused approach 

· Positive attitude 

· Team player with aptitude for working with and supporting others 
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