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Job description 

Job title:					Head of Patient Information and Advice
Team:					Information and Advice
Department:				Services
Job location:				Andover or hybrid
Reports to: 				Director of Services
Manages:				5 (4 helpline advisors and patient information manager)
Salary:					£52-54,000

Overall purpose
Macular disease is the biggest cause of sight loss in the UK, with around 300 people diagnosed every day. The Macular Society is the only charity determined to beat the fear and isolation of macular disease with world class research, and the best advice and support.

To support people affected by macular disease now, the Macular Society provides a range of support, information and services. Our research programme is focused on finding new treatments and a cure to Beat Macular Disease forever.







Organisational chart

The organisation chart shows Heads of Information and Advice, Sight Loss Support, Mental Health and Wellbeing and Community Networks, alongside the Services Innovation Manager, all reporting to the Director of Services. Reporting to the Head of Information and Advice are 4 Helpline advisors and the Patient Information Manager.

Our values
We will beat macular disease by…
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· Making It Happen - we are Ambitious
· Showing We Care - we are Supportive and Caring
· Knowing Our Stuff - we have Integrity and we act Honestly


About the role

This role provides strategic leadership of Macular Society services that offer patient information and advice to people living with macular disease. You will be a key member of the Services and organisational Leadership Teams, collaborating with and supporting your colleagues across Services and ensuring that service users are clearly able to find and access services that support them. 
You will drive significant and continuous improvement in our information and advice offer and its reach, and ensure our services are continually evaluated and meet user needs. You will be an expert in the changing environment of user needs in information and advice, and develop our service offer to ensure these needs are consistently met and our impact is demonstrable. You will manage and run the existing Helpline and Patient Information services, ensuring that users are satisfied and receive the right information at the right time. You will provide expert leadership to the team, ensuring that they are able to deliver outstanding impact for people with macular disease. 

· Oversee the provision of high quality, accessible and impactful information services to patients and the public, including the helpline, patient information and forum.
· Provide strategic direction and use innovative approaches to meet user needs, differentiate content, and respond to trends across multiple channels.
· Understand the information needs of people living with macular disease, including a wide range of channels and formats and how this is changing over time.
· Act as a key subject matter expert on patient experience, user needs, and the care and management of macular conditions, using data to advise senior leaders and teams across the organisation.
· Design and deliver new ways to meet users’ information needs at all stages of their macular disease journey.
· Work with colleagues across the organisation to establish a strategy to significantly increase the reach of our information and advice, including leveraging digital channels to increase engagement and conversion.
· Develop an annual business plan and budget for our information and advice services, including producing business cases for investment.
· Manage Information and Advice budget and expenditure, ensuring any variances are highlighted early and managed appropriately.
· Work with colleagues in fundraising to secure income to support new and existing services, including developing propositions for trusts, foundations, corporate partners and major donors.
· Gather and report a wide range of evaluative metrics to ensure that services meet user needs and are performing at their best.
· Use reporting and insight from services to improve performance and content across all related services, and inform wider decision-making across the organisation.
· Shape and deliver information journeys and increased personalisation, leading to deeper engagement, brand and fundraising benefits.
· Work with colleagues to develop a strategic approach on engagement with eye care professionals and other professionals who support people with macular disease.
· Operationally manage the helpline service and patient information, including ensuring the team has access to appropriate resources to offer an excellent service to users, and that information is of excellent quality, compliant with all relevant clinical and technical standards and engages users.
· Oversee print and fulfilment of physical patient information products, and the production of accessible versions such as audio recordings.
· Provide excellent leadership to the team, creating a positive and fulfilling working culture, engagement, and contribution.
· As a member of the Macular Society leadership team, contribute positively to our organisational culture and support the development and implementation of our wider organisational strategy and plans.

All our team members are expected to comply with Macular Society terms and conditions, rules, policies, procedures, codes of conduct, quality standards, authorisation processes, risk management policies and relevant external regulations.

About you
1.	You will be committed to equality, diversity and inclusion in all aspects of our work.
2.	Have an open and collaborative approach to work, helping us to achieve our Knowing our stuff value by working with integrity, making informed decisions to be the best we can be to Beat Macular Disease.
3.	Be able to act with empathy, we provide a caring, approachable and supportive environment for all – we Show We Care by listening to each other and working together.
4.	Be ambitious in your approach to help Make Things Happen, we are progressive yet supportive, and brave in our actions to make the progress that is needed to Beat Macular Disease.
5.	Be happy to work in an organisation that puts those we support first, advocate for the Macular Society at all times, and be comfortable that all members of the team are fundraisers.


Specifically for this role you will have:
Knowing Our Stuff
· Knowledge of information seeking with an understanding of how to target, build engagement with, and evaluate content and services.
· An understanding of the role of patient information in the wider health ecosystem, and how people living with health conditions can be supported to build their knowledge, skills and confidence.
· An in-depth understanding of macular disease and its impact on people living with the condition (desirable) or the proven capability to develop such knowledge (essential).
· Experience of leading the production of high-quality patient information, driving excellent engagement and ensuring compliance with all relevant quality standards, specifically PIF Tick.
· Understanding of the role of personalisation in information provision, and how it can practically be achieved.
· Proficiency with digital tools, platforms and technologies relevant to content creation, management and distribution.
· Excellent oral and written communication skills, in particular the value of communicating in plain English.
· A commitment to maintaining confidentiality for the users of the information service and understanding of data governance frameworks and data protection regulations.
· Understanding of clinical governance and how this applies in a public information service setting, both for written information and in a personalised service.
· A credible senior professional with strong influencing skills and a can-do and hands on approach.


Making It Happen
· Strategic thinking - ability to develop and deliver clear content and channel strategy aligned with organisational goals and audience needs.
· Experience in leading innovation in service delivery, and translating understanding of patient need into high-quality, responsive services.
· Ability to use reporting to drive improvement, inform service innovation and wider decision-making.
· Proven ability to translate user insights into service improvement or innovation.
· Experience of working in partnership with fundraising colleagues to secure restricted funding for services.
· Ability to establish marketing strategies to significantly grow the reach of information services.
· Ability to create and curate information journeys to support users at key stages of their journey.
· Flexibility to quickly adapt to new trends and technologies.
· Experience of setting and managing budgets, and an understanding of practicing in a cost-effective way.
· Excellent programme delivery skills and ability to manage diverse and demanding workloads.
· Ability to work independently under own initiative and cooperatively as part of a team
· Ability to multitask and prioritise multiple projects and work streams.
· Strong IT skills including Word, Excel, PowerPoint, Outlook. 

Showing We Care
· Excellent leadership skills, including evidence of fostering a challenging and supportive team culture and flexing style to meet the needs of individuals.
· Excellent team working and collaborative working skills and the ability to develop effective partnerships.
· Commitment to high standards in all areas of work.
· Evidence of creating a high performing team environment with positive attitudes, culture and behaviours.
· Team leadership experience in a complex and/or change environment.
· Excellent interpersonal skills, with the ability to engage and collaborate with internal and external stakeholders at all levels.


Eligibility to work in the UK:
Proof of identity and eligibility to work in the UK.

Volunteering:
From time to time you may be asked to support / volunteer your time (TOIL available) at Macular Society events that take place outside of normal working hours.

Safeguarding:
The Macular Society is committed to safeguarding and promoting the welfare of all children, young people and vulnerable adults with whom we work. We expect all of our employees and volunteers to demonstrate this commitment.
You are required to carry out other such duties as may reasonably be required, relevant to the role. 
This job description is accurate as at the date shown below. In consultation with you it is liable to variation by the Macular Society to reflect or anticipate changes in or to the role.

Annual leave: 	27 days plus bank holidays (pro rata for part time)
Based:			Andover/Hybrid/Remote
Contract Type: 	Perm/Full Time

Date of evaluation: June 26

Director of Services


Head of Sight Loss Support


Head of Mental Health and Wellbeing


Head of Patient Information and Advice


Head of Community Networks


Services Innovation Manager


Helpline advisor x4


Patient Information Manager



Macular Society is the trading name of the Macular Disease Society. A charity registered in England and Wales 1001198, Scotland SC042015. A company limited by guarantee, registered in England No. 2177039. Registered Office: Macular Society, Crown Chambers, South Street, Andover SP10 2BN. 


image1.jpeg
Knowing [} Showing /| Making

our stuff ‘ we care it happen





image2.png
Macular Soél’éty

Beating Macular Disease




