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	Post Title: Ward Hostess/Host 

	Post Reference: 
	

	Summary of the Role: 

The Ward Hostess/Host role is responsible for the efficient and effective service of meal ordering, beverages and meals to patients at ward level to support ward clinical staff in the provision of a highly professional catering service at University Hospital North Durham.

This role would be expected to follow the duties laid out by the Food Services Manager in the day to day operational management of food service to patients and to ensure that a high quality, food safety  and cost effective service at all times.


	Reports to:

· Food Services Manager


	
	Working Relationships & Contacts 

Key relationships include:

· Facilities Managers 
· Head of Catering 
· Business Support Unit Staff
· CDDFT Staff
· Professional & Regulatory bodies and external advisors






	Key Responsibilities
	

	Service Delivery

· To work under the direction of the Food Services Manager in the reheating of nutritious and appetizing meals for all patients, to the highest possible standards – nutritional, temperature, quality, presentation, hygiene and safety 
· To be involved in the electronic patient meal ordering 
· Ensure high standards of food service, reheating of food and ensuring quality control process throughout.  
· To ensure temperature monitoring and recording of all reheating of food in accordance with standards as laid down in the Catering Departments Policies and Procedures and Hazard Analysis Critical Control Points(HACCP) 
· Assist with receipt, quality assurance and stock control of goods received from the Central Production Unit (CPU). Correct storage and security of goods, adhering to stock rotation practices in accordance with kitchen HACCP.
·  Assist in Hygiene Audits and Cleaning Schedules inspections for your area of work is completed weekly, liaising with the Food Service Supervisors to ensure that any remedial work is carried out.
· To assist in the general cleaning of crockery and kitchen utensils using the dishwashing machine and by hand when required.
· To comply with cleaning schedules as specified
· Responsible to ensure that a high level of personal hygiene is maintained at all times 


Communication
· Co-operating with other members of the Catering Team to maintain and improve the present high standard of food service, for all patients.
· To deal effectively and courteously with colleagues, patients and staff throughout the organisation and members of the public and to deal with customer complaints and concerns with a high level of customer service and passing these onto your supervisor to deal with or for information 

Human Resource Management
· Attend all relevant training for specified role
· Attend staff appraisals and performance reviews, ensuring that you have input in your personal development plans to maximise your potential to meet the department and Trust’s aims and objectives.  
· To ensure that policies and procedures are followed and adhered to.

 

          

	Job Dimensions


	
· To support and assist the Food Services Supervisor and Food Service Manager in the provision of a highly professional catering service at University Hospital Durham and to ensure that high quality standards are met at all times 
· To follow the policies and procedures laid down by the catering services in the day to day operational management of food service and to ensure a high quality and cost effective service
· To ensure that food safety regulations are adhered to at all times.
· Provide and maintain a highly customer focused restaurant facility.
· Ensure that communication channels are maintained between appropriate staff / visitor / patient groups with regard to patient feeding.
· Work in a safe manner so that no other persons are put at risk whilst completing the required duties.
· Initially deal with any complaints / comments regarding the service in a courteous manner from Trust staff or patients.
· Developing staff preferences, promoting flexible working arrangements, and encourage change of working practice following major life changing events.   


      VALUES AND BEHAVIOURS

The post holder is required to promote the Trust’s core values of care, quality, respect, leadership and achievement by adherence to the behavioural competencies as detailed on the Trust’s website/intranet site.

     COMMUNICATIONS AND WORKING RELATIONSHIPS		

The post holder is expected to liaise with other members of housekeeping staff to enable the fulfilment of their duties. Your duties will bring you into contact with other groups e.g. Other Trust staff, patients and their visitors / carers, where a professional working manner should be adopted. Consideration should be shown to patients who show or have barriers to communication. When this contact includes members of the general public, common courtesy should be shown

     IMPROVING WORKING LIVES

All posts are expected to follow the principles of Improving Working Lives and specifically be aware of, understand, and apply fair employment policies/practices, and equality of opportunity. Commit to developing staff preferences, promoting flexible working arrangements, and encourage change of working practice following major life changing events.   

    PERSONAL AND PEOPLE DEVELOPMENT		

Commit to developing self and others. All posts must ensure staff have equal access to career progression and are appraised annually and have a PDP.

    HEALTH AND SAFETY RESPONSIBILITY

It is the responsibility of the individual to work in compliance with all current health and safety legislation and the Trust’s Health and Safety Policy and to attend any training requirements both statutory and mandatory in line with the Trust’s legal responsibility to comply with the Health and Safety and Welfare at Work Act 1974.

    INFECTION CONTROL		

It is the responsibility of all individuals to comply with infection control policies and to attend any appropriate training requirements in line with the Trust's responsibility to comply with Government Directives.

   CLINICAL & CORPORATE GOVERNANCE		

All managerial and supervisory posts will ensure compliance with Trust policies and procedures and clinical guidelines.

   RISK MANAGEMENT
	
It is a standard element of the role and responsibility of all staff of the Trust that they fulfil a proactive role towards the management of risk in all of their actions. Members of staff are responsible for adherence to all Trust 	policies for the safety of staff and patients at work.


    CRIMINAL RECORD CHECK 

This post may be subject to the Rehabilitation of Offenders Act (Exceptions Order) 1975 and as such it will be necessary for a submission for Disclosure to be made to the Criminal Records Bureau (CRB) to check for any previous criminal convictions.

    GENERAL

This job description is intended as a guide to the principal duties and responsibilities for the post and should not be considered an exhaustive list.  It is subject to change in line with future development of the service.

	Person Specification:
(Please state Essential (E ) or Desirable (D) 


	Knowledge and Skills

Natural & enthusiastic staff member with ability to motivate and develop staff (E)

Ability to follow clear instructions and feedback to senior staff  (E)

Committed to quality customer care/delivering excellent customer service.(E)

Effective interpersonal skills (E)

Able to work with minimal supervision following set procedures. (E)

Flexible approach to work and adaptable to change(E)

Good manual dexterity, physical fitness(E)

Ability to work shifts and weekends and have flexibility to needs of the service(E)

Good timekeeping(E)

Basic numeracy(E)


	Experience


Experience of working within a hospital or care environment(D)

Previous experience of cook chill (D)








	Qualifications
Basic English and maths (E)

Level 2 Certificate in Food Hygiene or working towards it (D)

Customer care experience(D)

Health and safety(D)

COSSH(D)








	Core Behaviours


	· High level of integrity, openness, honesty and reliability e.g. in handling and discussing confidential information

· To commit to delivering the actions in SCL and the Trust’s Behaviours Framework

· Working together for patients

· Respect and Dignity

· Commitment to quality of care

· Compassion

· Improving lives

· Everyone counts. 

· 


· Cs of Care – is able to show knowledge and understanding of promoting care, compassion, competence, communication, courage and commitment within their role.

	Leadership Behaviours


	Provide leadership in promoting good governance through core behaviors  
Actively encourage culture of ideas and change



This Job Description is intended as a guide to the principal duties and responsibilities for the post and should not be considered an exhaustive list.  It is subject to change in line with future development of the service.
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Our NHS Values

		Our Behaviours



		

		You will see that we

		You will see that we do not



		

Working together for patients

		Patients come first in everything we do.  We fully involve patients, staff families, carers, communities and professionals inside and outside the NHS.  We speak up when things go wrong.

		· Will think of our patients first

· Are proud of where we work & our role in delivering the services we provide

· Provide clear, open, honest & timely information

· Keep people informed – give regular updates where possible

· Work as an effective team, pull together & include everyone

· Admit when we get things wrong, tell patients & their families & learn from this

		· Work within our own teams only, forgetting we are part of a wider organisation for the benefit of patients 

· Set unrealistic expectations or make false promises

· Withhold useful information or forget to pass something on

· Put up barriers to communication & team work



		



Respect & Dignity

		We value every person – whether patient, their families or carers, or staff – as an individual, respect their aspirations and commitments in life and seek to understand their priorities, needs and limits.

		· Introduce ourselves, explain our role & listen to you

· Be polite, courteous & friendly 

· Respecting others differences

· Value people’s privacy & dignity

· Make eye contact & talk to people directly, using their preferred name

· Respect the environment we work in

		· Put our own priorities before those of patients or colleagues

· Be rude, abrupt, shout or insult people

· Undermine people’s dignity through actions or words 

· Talk about people as though they are not there or don’t understand

· Avoid people who need help

· Tolerate aggressive behaviour or bullying of any description – from each other, patients or visitors



		



Commitment to Quality of Care

		We earn the trust placed in us by insisting on quality and striving to get the basic of quality of care – safety, effectiveness and patient experience – right every time.

		· Are competent & professional at all times

· Are open & honest, learning from experience

· Are clear about our roles & responsibilities

· Accept responsibility & hold each other to account for our actions

· Act on concerns & challenge poor services or behaviours

· Seek out best practice and share it

· Avoid duplication & waste

		· Let professional registration lapse or fail to keep up with CPD

· Absolve responsibility, pass the buck

· Wait to be chased

· Dismiss new ideas, refuse to try

· Ignore or condone bad behaviour or poor practice

· Ignore research or evidence based practice



		



Compassion

		We ensure that compassion is central to the care we provide and respond with humanity and kindness to each person’s pain, distress, anxiety or need.

		· Show care & compassion

· Support & empathise with others

· Stop to help others, take the time to help

· Listen to each other & our patients

· Be open & honest with patients about their condition & support them to make difficult decisions

		· Make excuses for lack of compassion

· Hold inappropriate or personal conversations in public areas

· Use closed body language, show irritation, be unapproachable



		

Improving Lives

		We strive to improve health and wellbeing and people’s experiences of the NHS.

		· See people as individuals, see the whole person & their individual needs, respecting their beliefs & ideas

· Be innovative & creative, look for solutions

· Support people to reach their potential

· Support each other to have a good work/life balance & healthy lifestyle













		· Make it difficult for people to access the right services at the right time

· Be judgemental, patronising, making inappropriate generalisations or assumptions



		

Our NHS Values

		Our Behaviours



		

Everyone Counts

		We maximise our resources for the benefit of the whole community, and make sure nobody is discriminated against or left behind.

		· Understand each others’ skills, roles & responsibilities & respect everyone’s contribution

· Encourage people to raise their concerns

· Promote & reward innovation

· Say thank you when others help us

· Value the experience & knowledge of other team members

· Include all team members in service developments – everybody has a valid opinion



		· Undermine colleagues, be spiteful or talk about people behind their back

· Say one thing and do another

· Be disinterested in other people’s aims, skills or ideas
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