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Western Isles Citizens Advice Service
December 2018
Dear Applicant
Post of Patient Advice and Support Service (PASS) 
Thank you for your enquiry about the above post.

You will find enclosed an application form together with a job description and an equal opportunities monitoring form. There is also some background information about the bureau.

In determining which applicants will be interviewed the Interview Panel will have regard to applicants who best fit the person specification so it is important that you use this as a guide when completing the application form.

We regret that we are unable to acknowledge receipt of completed application forms unless a stamped addressed envelope is enclosed with your application.

We look forward to receiving your application by the closing date of 6 January 2019 at 5pm and we would ask that you provide an email address and telephone number where we can contact you day and/or evening.

Yours faithfully,
Helen MacLean

Operational Manager
WESTERN ISLES CITIZENS ADVICE SERVICE
Organisational Profile

Western Isles Citizens Advice Service is the major provider of information, advice and assistance in the Western Isles.

We are staffed by trained volunteer advisers under the supervision of the management team, and provide responses to clients’ enquiries covering the whole range of social issues. Despite being a generalist service, most enquiries are concerned with matters related to problems of poverty and deprivation.

The local offices are wholly independent and receive their core funding from Comhairle nan Eilean Siar. We are an autonomous body under the control of a local Board of Directors. 
We are members of Citizens Advice Scotland (the Scottish Association of Citizens Advice Bureaux) and, as such, must meet specific conditions of membership related to standards of service and other matters.

Enquiries are across a wide range of fields, and clients expect high quality advice and assistance (including representation at tribunals and in Court when appropriate) on what are, at times, highly complex matters. The main enquiries at the present time relate to problems with welfare benefits and money; employment; goods and services; housing; and family and personal situations.
Charity Name: Western Isles Citizens Advice Service

Charity Number: SC015018

WESTERN ISLES CITIZENS ADVICE SERVICE

Name of Employer:
Western Isles Citizens Advice Service (WICAS)

Job Title:

Patient Advice and Support Service (PASS)
Responsible to:
Operations Manager

Background: 
The Patient Rights (Scotland) Act was passed in February 2011.  The Act created the Patient Advice and Support Service (PASS) to promote awareness of patient rights and responsibilities, to assist people to deal with issues affecting their health and wellbeing and to provide advice and support to those wishing to give feedback or comments, or raise concerns or complaints about NHS care received.
Purpose of the Post:
Patient Advisers will work with the Citizens Advice bureau/x in their local health board area and will also contribute to services provided throughout Scotland via a national PASS helpline and by e mail and webchat via a national PASS website.  The Patient Adviser will provide direct advice and information to clients; support bureaux volunteers to deliver information and advice relevant to the service; produce performance and monitoring reports; assist with the marketing and promotion of the service; and liaise with external organisations in order to maximise the efficiency and effectiveness of PASS.  

Main Responsibilities:

Advice and Information: Western Isles Health Board
The Patient Adviser will provide information, advice, support and representation services in Western Isles health board area as follows: 

· information about the services that the PASS provides

· representation services for clients wishing to make complaints, raise concerns or give feedback where the case is technically complex and/or requires a high level of support.

· Signposting or referral of clients to 

· other reliable sources of advice and support 

· organisations providing representation and advocacy services

· information  and advice about the rights and responsibilities of patients, notably the Charter of Patient Rights and Responsibilities

· Information and advice to prisoners, where appropriate, and as agreed with the local prison/s.

The Patient Adviser will maintain their knowledge of local service delivery arrangements and expertise in relevant legislation and guidance in order to do so.
Advice and Information: National 

The Patient Adviser will support the provision of national PASS helpline, webchat and e mail advice as follows:

· Provide information and advice and signpost clients to appropriate additional sources of information, advice and support (including bureau) in response to calls made to a national PASS helpline.  This will be delivered in accordance with a rota system devised and implemented by Citizens Advice Scotland

· Provide information, sample letters and other materials and documents in response to webchat and e mail enquiries made via a national PASS website.  This will be delivered in accordance with a rota system devised and implemented by Citizens Advice Scotland.
Supporting Bureaux Advisers
Provide training and support to volunteers delivering services in the Western Isles health board area either directly or in conjunction with bureau tutors and mentors to:

· gain an awareness and understanding of the rights and responsibilities of NHS patients and promote these to clients
· deliver information and advice to assist clients to give feedback or comments, or raise concerns or complaints to the NHS
· deliver information, advice and support services that maximise clients’ health and wellbeing

Reporting
In relation to work carried out in the Western Isles health board area, 

· Maintain detailed statistics of individual cases to produce quarterly statistical reports for Health Concerns and Client Profiles for

· the local NHS Board
· Citizens Advice Scotland (CAS) 

· Provide case studies for 1 to 2 cases quarterly to indicate trends, issues, departments, staff groups, etc for the local Health Board.

In relation to national work, utilise relevant software and processes and procedures in order to ensure that statistical and other performance reports can be produced to evidence work undertaken.
Promotion

All promotional activity will take place solely in the Western Isles health board area.  The Patient Adviser will publicise the patient advice and support service to ensure clients, health professionals and health care providers are made aware of and know how to access the service by:

· Developing and delivering a marketing strategy in collaboration with CAS and the local health board, including
· distribution of relevant marketing material to local CAB offices, the NHS and appropriate local organisations
· attendance at relevant local events, conferences and seminars 

· liaison with local newspapers and radio to advertise and raise awareness of the service

· attendance at meetings and training sessions with NHS colleagues to promote the PASS

· promotion of PASS on CAB websites, where appropriate

· Working with NHS colleagues to develop and implement local marketing strategies to complement those organised nationally.

· Provide input and case studies as requested by CAS for press articles, consultation responses, etc
Liaison
In the local health board area, Patient Advisers will:

· Establish (or maintain) and develop good working relationships with local

· statutory organisations

· voluntary organisations and community groups.

· Attend local meetings to represent the bureau in relation to the PASS
Other duties and responsibilities <to be amended locally>
· Ensure that all work conforms to the Bureau’s policies and procedures

· Attend team/staff meetings as required

· Abide by health and safety guidelines and share responsibility for own safety and that of colleagues

· Carry out other duties, as specified by the Manager and required by the demands of the service. This may entail regular, out of hours working in support of PASS national services.
Person Specification - Patient Adviser

	
	ESSENTIAL
	DESIRABLE

	Experience

	· Preparation and presentation of casework 

· Experience of conducting negotiations in a non-confrontational manner 

· Writing formal letters and preparing reports, plans and proposals

· Experience in giving advice on a range of subjects to members of the public
	· Experience in working with volunteers

· Experience of delivering training sessions

· Experience of delivering presentations

	Skills and attributes
	· Ability to communicate and establish good relationships with a range of people.

· Ability to work without close supervision, prioritise own work and meet deadlines

· Ability to deal with difficult situations in a calm, effective non-confrontational manner

· Ability to communicate effectively, both orally and in writing and, in particular by telephone
· Ability to network with other groups within the community

· Ability to navigate, work within and adhere to a defined procedure eg the NHS & Social Service Complaints procedures
· Ability to gather and accurately record statistics
	· Ability to represent the PASS at meetings

· Ability to work as part of a team and on own initiative

· Understanding of the needs of people who may be vulnerable, distressed or under stress

· Ability to promote the service to different groups of people, eg NHS staff, voluntary groups and the public


	Knowledge
	· A working knowledge of email, the internet, Microsoft software and in particular of inputting and retrieving data from Excel. 


	· Knowledge of NHS organisations, medical terminology & procedures

· Knowledge of local voluntary organisations

· An understanding of how life circumstances can impact on a person’s health & well-being

· A knowledge of welfare benefits

	Values and attitudes
	· An understanding and commitment to the aims and principles of the CAB service and to the policies and procedures of the Bureau.
	

	Other
	· A willingness to identify and undertake relevant training

· Ability to work flexibly and to travel to a variety of locations within the area and carry out home visits, as required
	


Western Isles Citizens Advice Service
Notes for applicants on completing the application form

· The form should be completed in black ink or black ballpoint pen or typed.  This will make it easier for photocopying purposes.

· Please do not send in your CV.  Where you provide a CV, it will not be considered by us and in the absence of a completed application your application will not be continued.

· One of your referees should be your present or most recent employer.  If you have not been employed or have been out of employment for a long time, please give the name of someone who knows you sufficiently well to confirm the information you have given and to comment on your ability to do the job.  This should not be a relative or purely personal friend.

· The enclosed person specification lists the minimum requirements for this post.  When shortlisting for interview the selection panel will only consider the information contained in your application form and will assess this against the person specification.

· The selection panel cannot make assumptions about the nature of the work you have done or your experience from a list of job titles.  It is therefore important that you use the space provided to demonstrate how you meet the requirements.  Paid and voluntary work are not the only experiences worth quoting.  Other life experiences and skills may be just as valid.
· If you are shortlisted for interview, the selection panel will ask you questions based on the person specification, which will cover the areas in more detail.
Western Isles Citizens Advice Service strives to be an Equal Opportunities employer. 
Western Isles Citizens Advice Service is a Company Limited by Guarantee No.270038.  
Registered Charity No SC015018


APPLICATION FOR EMPLOYMENT

Western Isles Citizens Advice Service
Please complete this form in black ink or type to enable clear photocopying. 

Western Isles Citizens Advice Service wishes to ensure that comparison between applicants for posts is thorough and in line with it Equal Opportunities Policy. It is, therefore, essential that you complete this application form fully as it will be used to assess whether you will be shortlisted for interview.  Please do not enclose curriculum vitae.

1.
Position Applied for      Patient Advice and Support Service Adviser
2.
Surname




     First Names
3.
Address






4.
Telephone Number

5.
How much notice, if applicable, are you required to give?

6.
Shortlisted applicants will be invited to attend interview 
Please supply contact number and e-mail address


7.
Do you hold a clean current driving licence?

Yes

No 



8.
Please state where you saw the advert for this post

9.
Are you entitled to work in the United Kingdom?
Yes

No


10.
Protection of Vulnerable Groups Scheme
You may be required to complete a Protection of Vulnerable Group Scheme membership form on which you will be asked to disclose any criminal offences of which you have been convicted. The level of check will be enhanced.

Do you have any unspent criminal convictions, police caution, reprimands or warnings or do

You have any cases pending against you?


Yes


No

If yes, please specify

___________________________________________________________________
___________________________________________________________________
11.
Work Experience 

We want to know about your work experience, paid or unpaid.  Please include your current /previous employment, voluntary work, or community activities, and time spent caring for dependants, etc, if appropriate.  Say why you left.

	Dates
	Names of Employer(s)/Organisations
	Main Tasks Undertaken 
	Why did you leave?

	
	
	
	


12.
Education and Training 

Please list any education and/or training (including short courses) that you have undertaken

	Dates
	Education/Courses/Training
	Qualifications

	
	
	


13.
Additional Information

In this section we would like you to give your reasons for applying for this post.  Bearing in mind the job description and person specification, please indicate what experience, skills and interests you would bring to this job.  (Please continue on an additional sheet if you wish)

14.
References
Western Isles Citizens Advice Service requires two receive positive references prior to confirming appointment of the successful candidate.  

Please give below the names and addresses of two referees who can comment on your suitability for the post.  If you have been employed, one should be from your present or most recent employer.
Name











Relationship










Position held










Address










Telephone No/E- mail








Name











Relationship










Position held










Address










Telephone No/E - mail








· References will only be taken up where the Board of Directors intends to make an offer of employment.
I declare the information given on this form is correct to the best of my knowledge. I understand that my application may be rejected and/or I may be dismissed following appointment if I have given any false or misleading information or have withheld any relevant details.

Signature …………………………………………
Date ……………………………………

Closing Date for application:  5pm 6 January 2019 
Please return this form marked “Confidential” by email or post to:-
roddy.nicolson@lewiscab.casonline.org.uk
Strategic Manager
Western Isles Citizens Advice Service

Lewis CAB

41- 43 Westview Terrace
Stornoway
Isle of Lewis

HS1 2HP

YOU ARE REQUESTED TO BRING TO INTERVIEW ALL RELEVANT EDUCATION/VOCATIONAL CERTIFICATES YOU HAVE REFERRED TO IN THIS APPLICATION

GDPR
The personal record of the person appointed to this post will be held in Western Isles Citizens Advice Service in accordance with the GDPR.  The personal records of unsuccessful candidates will be destroyed as confidential waste six months after the fixed interview date or deferred date.
EQUAL OPPORTUNITIES – RECRUITMENT MONITORING FORM
The CAB is striving to ensure equality of opportunity in its volunteering and employment policies and therefore we have decided to monitor our recruitment practices.  This will help us identify areas of under representation in our workforce and to assess those areas where positive action is needed.  In order that we can monitor each stage of the recruitment process, you will be asked to complete this form on application. 

Your co-operation in completing this form would be greatly appreciated.  We must stress that any information you give will be strictly confidential.  You are not obliged to answer the questions but you will appreciate that, for our monitoring policy to be wholly effective, we would hope to have 100% response. 

If you do not wish to answer any question(s), this will not affect your application in any way.  There follows an explanation of some of the sections where appropriate.  Thank you for your time and co-operation in completing our form.  

We wish to give you the following assurances

· The information provided will not form the basis of any part of selection

· All information will be regarded as confidential

· This information will only be used for statistical purposes to monitor the composition of the service.

1.
ETHNIC ORIGIN

We appreciate that some people, including those of mixed race, may not be happy with classification used on monitoring forms.  The classifications we have used are those used by the General Register for Scotland – census forms.  If you wish to classify yourself in some other way, please use the additional space provided to do so.

I would describe my ethnic origin as (in your own words or if you prefer tick one of the following): 

	White Scottish
	
	Indian
	
	Chinese
	

	Other White British
	
	Pakistani
	
	Caribbean
	

	Irish 
	
	Bangladeshi
	
	African 
	

	Any other white background
	
	Any other Asian background  
	
	Any other Black background 
	


Other ethnic background (please specify)……………………………….

2.
GENDER

	I am (please tick):
	Male
	
	Female
	
	Transgender 
	


3.
AGE

	25 and under
	
	55 and over
	

	26 - 34
	
	Declined to answer
	

	35 - 54
	
	
	


4.
DISABILITY

We understand that many employees do not declare disability or caring responsibilities because of possible discrimination against them by employers in the selection process and many people do not register as disabled for the same reason.   We would like to know how many people we attract to the service so that we can monitor the effectiveness of our policies towards disabled people and their carers.

	Disability*
	Yes 
	
	No
	


	Registered disabled*
	Yes 
	
	No
	


	Would you require special adaptations/equipment 
	 Yes 
	
	No
	


	Carer of someone with a disability 
	 Yes
	
	No
	


Please specify__________________________________________________

*If you answer in the affirmative to any of the above questions and are short-listed for interview, please contact the CAB to ensure that interview arrangements are to your satisfaction.

5.
SEXUAL ORIENTATION

We appreciate that some people may find the question on sexual orientation to be an extremely personal one and we must therefore re-iterate that you are under no obligation to answer it.

I would describe myself as (please tick): 

	Heterosexual
	
	Lesbian
	
	Gay
	
	Bisexual
	
	Transgender


6.
MEDIA RESPONSE

Where did you see this post advertised or how did you find out about it?

	


7.
COMMENTS

Do you have any comments about our monitoring form?

Strictly Private and Confidential 





























Please note, if you are called to an interview you will be asked to produce supporting evidence.
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