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Job Description 
 

Job Title  Business Support Officer 

Band  6.1 

Responsible to:  Hospital Director  

Line Management Responsibilities   Customer Service, Catering 

The Healthcare Management Trust (HMT)- Ethos and Values 
 
The Healthcare Management Trust is a charity built on a defining set of principles which are at the heart of 
everything we do; they make us who we are and ensure that we stand apart from others within our sector. 
 
We acknowledge and value the ethos and mission of the founders of HMT, our Homes and our Hospitals; we will 
ensure that these principles continue to be at the heart of our work. 
 
HMT believes everyone has the right to dignity, privacy and respect and we pride ourselves on providing quality 
and considered care to each and every individual in a safe, comfortable environment. We are look to engage with 
people who can carry this vision through with commitment, enthusiasm, care and attention. 
 

 
Main purpose of the role: 
The quality of the patient’s pathway within the hospital is fundamental to its excellence. The role will support the 
management and continual review of patient information and experience to ensure the patient pathway is to the 
desired standard. The hospital approaches all matters from a risk management perspective which is enabled via our 
software and reliance on reporting trends in order for learning outcomes to be achieved.  This role will produce the 
reports necessary and be a key player in understanding and acting on the trends identified. A major part of the 
patient journey is the incorporation of the hospitals patient software and this role is responsible for ensuring periodic 
reviews take place as well as being part of various forums to assist general use and introduction of new elements.  
The information within our patient software can be retrieved via report generator which forms another useful tool 
in understanding trends and demographics to assist with the patient journey.  
To provide reporting via report generator for all statistical requirements 
To manage the introduction and renew of all SMH policies to ensure they are aligned with HMT protocol  
 
Main duties and responsibilities: 
 
Patient Information and Experience Support 

1. Responsible for the review and management of patient literature across the hospital, ensuring that 
information is up-to-date and available where needed (both electronically and on paper). 

2. Undertake regular audits to ensure patient information is up to date, used correctly and of the require 
standard. 

3. Management of the Patient Surveys (inpatient and outpatient) including strengthening the existing surveys, 
putting in place a process of presenting the surveys, responsible for increasing the response rate of both 
types of surveys, and applying the data from the surveys so that it can be applicable to other areas within 
the hospital and group 

4. Responsible for PHIN submissions including full patient submissions, adverse event reporting, patient 
feedback reporting and patient related outcome measures (PROM). 

5. Site liaison for PHIN 
6. Responsible for the management of complaints  
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Datix Reporting and Analysis of Trends  
1. Responsibility for the ongoing use and maintenance of the Datix reporting system to include adverse 

incidents, risk and complaints. 
2. Identifying trends and working with staff to ensure all incidents are investigated and lessons learned 

communicated. 
3. Management of the risk register on Datix and ensuring that reviews are kept up to date. 
4. Produce risk reports to identify new and high risks. 
5. To be responsible for administration of complaints (within the guidelines of company policy), to include 

investigating and working with departments to identify opportunities for lessons learned. 
6. Drive reports for general applicable use. 

 
Compucare Superuser and Report Generator  

1. To understand all aspects of the Compucare system and to be a super user for the hospital. 
2. To proactively work with the Business Manager and IT Manager with all aspects of Compucare, including 

upgrades and process improvements.    
3. To provide staff training for current and new staff and oversee the production of user manuals for each 

department to ensure best practice continues with the use of Compucare. 
4. Responsible for continual review of the software to ensure it is being used as intended 
5. Represent SMH within the CC8 working group for HMT 
6. To produce reports using report generator as requested in order to analyse patient experience, consultant 

activity and trends. 
 
Management of Policies  

1. To be responsible for maintaining all policies and procedures, ensuring they are kept up to date with both 
legislation and central HMT policies. 

2. To distribute any new or amended policies to ensure all staff are aware and develop a mechanism for 
recording staff compliance with reading new policies 

 
General Responsibilities 

 

• To be responsible for the health, safety and welfare of yourself and others whilst at work, including colleagues, 
residents and visitors to the Home and for alerting the officers responsible to any hazards or potential risks to 
health and safety. 

• To be fully conversant with the HMT policies relating to Safeguarding of Vulnerable Adults and Whistleblowing. 

• To ensure compliance with the HMT Information Governance Policy and GDPR, maintaining an appropriate level 
of confidentiality around issues that may be personal or commercially sensitive. 

• To ensure compliance with National and local Infection Prevention and Control guidance and policies 

• Establishing and maintaining positive working relationships both with colleagues, residents, visitors and other 
health professionals and agencies. 

• To act as an ambassador for the HMT company Vision. Ethos and Values. 

• To promote equality and diversity at all times and across all work activities, with an emphasis on protected 
characteristics and promoting Fairness, Respect, Equality, Dignity and Autonomy (FREDA)  

• To adhere to HMT policies and procedures.  

• Attend mandatory training days / courses, on or off site, as per contractual agreement and role requirement  

• To undertake any other duties and accountabilities which would be lawful, reasonable and appropriate to the 
role 
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ATTRIBUTES 

 

 
ESSENTIAL 

 
DESIRABLE 

 
QUALIFICATIONS 

 

Degree qualification  Masters level degree or post graduate 
qualification  

KNOWLEDGE & 
EXPERIENCE 

 
 
 
 

Specialist knowledge of quality and safety including 
incident investigations, managing risk and 
improving the patient experience  
 
Detailed experience and knowledge of patient 
management systems 
 
Working knowledge of Datix system 
 
Relevant experience in any of the following areas: 
service improvement, quality or safety.  
 
Experience of working with patients/relatives  
 
Experience of management of complaints  
 
 

Experience of quality/service 
improvement projects  
 
Experience of project management  

 
APTITUDE & 

ABILITIES 
 
 
 
 
 
 
 
 
 
 
 
 

Ability to accurately analyse, interpret and report 
trends from data collection  
 
Effective communication skills – Good verbal and 
written communication skills, including report 
writing and presentation.  Ability to communicate 
openly and honestly and explain things clearly.  
 
Excellent grammatical skills  
 
High level of expertise in numerical, analytical and 
data management skills, including the analysis of 
competing information.  
 
Able to construct and manage 
databases/spreadsheets for projects.  Good 
analytical skills and able to justify choice of 
methodology and summarise and interpret results.  
 
Ability to lead, support and influence others  
 
High levels of organisational skills to schedule 
multiple projects simultaneously and prioritise own 
workload to meet deadlines  
 
IT skills and experience in the use of software 
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DISPOSITION / 

ATTITUDE / 
MOTIVATION 

 

Demonstrates in everyday work, organisational 
values and role models person centred 
approaches to care.  
 
Ability to develop effective working relationships 
on an individual and multi-disciplinary basis with 
all levels of staff; taking time to listen, understand 
and involve people, receptive to appropriate 
change.  
 
Highly resilient with the ability to work effectively 
under pressure and cope with set backs  
 
Works flexibly  

 

 
OTHER FACTORS 

 
 

  

 
 

 
Staff have a contractual duty to ensure that mandatory training is current and will be expected to participate and 
undertaken further developmental training specific to their role.  
 
I have received a copy of this Job Description, read it, understood it and agreed to it. 
 
 
Signed............................................................................. Date.................................... 
       Job Holder 
 
 
Signed............................................................................. Date.................................... 
         Line Manager 
 
 


