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Part 1: JOB DESCRIPTION
JOB TITLE:  
Quality & Service Improvement Officer
DEPARTMENT: 
Service Improvement & Safeguarding (Operations)
TEAM:
Quality & Service Improvement

LOCATION: 
Hybrid – Linked to our Ewell office with home and office working

1. POSITION IN ORGANISATION
· Reports into: Head of Quality & Service Improvement
· Line Manages: N/A
· Liaises with: Branch/Hub Directors, Hub Service Directors, Regional Directors (RD), Quality & Service Improvement Hub Leadership team (QSI), Quality Review Group (QRG), Quality Mentors (QM), Regional Quality Development Officers (RQDO)

2. MAIN PURPOSE OF JOB
· To provide expert advice, guidance and support to specialist and senior volunteers and staff, in the management and application of Samaritans quality control policies and procedures.

· Support the activities of the Quality & Service Improvement hub and the delivery of service excellence through our quality reviews, listening in, written word checking and caller feedback activities.
· Provide guidance on quality & service improvement to support Samaritans projects and initiatives as required 
· To work with colleagues and volunteers to investigate poor quality service delivery by volunteers, adhering to appropriate thresholds

· Support the delivery of the caller feedback service, including liaising with branches and callers regarding complaints about the service.

· Support Samaritans strategic aim to improve the quality & consistency of our services.

3. KEY RESPONSIBILITIES

· Provides expert support and guidance regarding policies, procedures and best practice to senior volunteers and staff in relation to quality assurance processes.

· Manages the relationship, training and induction of relevant volunteers in the QSI hub

· Supports the service director in the day-to-day development and operation of the QSI hub

· Provides guidance and support to the hub leadership team and volunteers in relation to quality assurance processes

· Supports internal investigations involving poor service quality, including investigating and follow up of for concerns flagged over written word quality monitoring and via listening in
· Ensures development of quality assurance processes in line with the changing demands of our service

· Ensure resources relating to the quality assurance processes are up to date and easily accessible

· Provide data and reports as required for the Service & Quality Committee and other stakeholders
· Support the operational maintenance, coordination and delivery of the caller feedback process as required, ensuring GDPR compliance
· Communicates with callers involved in feedback about the service

· Communicates with and supports branches and hubs involved in complaints about the service.

· Support the quality review process as required

· Represent Quality & Service Improvement in Samaritans projects and initiatives as required

· Help develop quality and improvement services as needed for future proofing activity

· Works with the team of quality officers, volunteers and safeguarding officers to respond to investigations involving callers and volunteers as required

Part 2: PERSON SPECIFICATION

4. SKILLS, KNOWLEDGE AND EXPERIENCE
Essential 

· Experience of working in quality assurance or quality management 
· Excellent understanding and experience in the use of a broad range of quality assurance or quality management techniques and methods

· Excellent organisational ability including the ability to manage a number of tasks and duties concurrently

· The ability to accurately assess and to report on large amounts of information

· Good understanding of the use of performance data and reporting methods

· Understand the needs of a wide range of vulnerable callers

· Experience of talking to service users about their needs in line with service offer

· Managing difficult conversations and complex and confrontational situations from a range of stakeholders
· Good understanding and experience of applying quality and safeguarding legislation and process

· Experience of working with and managing support for individuals in distress or with complex emotional/mental health needs

· Excellent interpersonal skills 

· Good level of IT competency, especially MS Office 

· Knowledge of data protection essential

· Data analysis skills 
Desirable 
· Knowledge or experience of Samaritans 

· Experience of volunteering and/or working in the voluntary sector is an advantage

· Quality management qualification

Everyone who works for the Samaritans is expected to: 
· Demonstrate genuine commitment to our vision that fewer people die by suicide. 

· Promote, believe in and work within our equity, diversity and inclusion policies and procedures. 

· Value and embed the voice, insights and expertise of people with lived experience in line with our lived experience principles and polices.

· Promote and work within our safeguarding and health and safety policies and procedures. 

The nature of Samaritans service delivery model means that might be significant evening and weekend working for which time off in lieu will be given. 

Main contacts 
· QSI hub volunteers

· Staff teams

· Regional Directors and Branch/Hub/Service Directors 

· Members of the public who have used Samaritans services

This job description is a statement of requirements at the time of writing and is not contractual. It should not be seen as precluding future changes after appointment to this role.

Signed by employee:   _________________________  Date: _________________ 

Last updated: [DATE]
