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You re among friends






JOB DESCRIPTION – Resident Experience Coordinator 
Responsible to:
Director of Quality & Compliance
Purpose of post:
To be responsible for the development, implementation and evaluation of a comprehensive resident experience feedback process across the trust.  
Principal Responsibilities
· To oversee and support the measurement and review of resident, relative and stakeholder experience.
· To monitor, provide analysis on, and coordinate all feedback about resident experience, including complaints and thank you letters.
· To oversee and support the homes in the management of complaints to ensure that the Greensleeves Care policy and procedure is being implemented fully and correctly. 
· To design and implement mandatory and additional surveys to measure service delivery and satisfaction across the Trust. 

· To implement and support homes in completing surveys and review of service delivery and satisfaction levels. 

· To manage and implement the annual Your Care Rating (Ipsos Mori) survey. 
· To work with homes to review the results and comments from completed surveys.

· To work with homes to develop action plans following the completion of the required surveys both internal and external.
· To produce reports and analysis on the survey feedback as it is received.
· To ensure the Trusts KPI’s around survey feedback are achieved and maintained. 

· To work with the Quality Director to implement annual quality survey plans based on previous years feedback results.
· To produce and contribute to HO reports on resident experience. 
· To work with Marketing and Business Development in the publication and marketing of survey results where appropriate. 

· To assist in the compilation of the Survey Feedback Report for Trustees.
· To fully participate in the agenda for the quality and training team assisting as and where necessary. 

· To be able to carry out frequent travel nationwide
In addition to the duties and responsibilities listed; the job holder is required to perform other duties assigned by the manager from time to time.
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