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Job Description & Person Specification 

	Position: 
	Clinical System SystmOne
Product Engineer
	Division: 
	Corporate 

	Location: 
	Roundhouse 
	Reporting to: 
	Clinical System Specialist SystmOne  


 
Purpose of the Role 

DHU is committed to providing the highest quality of medical care in the right place and at the right time in a caring and safe environment. Digital Systems are a key enabler allowing local people access to the best quality care that DHU’s dedicated and highly motivated workforce can provide. 
As a member of the Digital Systems Team, the Clinical System SystmOne Product Engineer will provide specialist application expertise across the design, configuration, implementation, optimisation and ongoing support of TPP SystmOne.
The post holder will translate clinical and operational requirements into reliable, usable and appropriately assured system solutions across DHU services throughout the Midlands. The role combines hands-on product configuration and development with live application support, system health checks, user training and service mobilisation, working closely with clinical leads, operational teams, IT Operations, Data Services and TPP.
The post holder will improve patient and colleague experience through consistent configuration, effective workflows and responsive support, demonstrating DHU’s CARE values: Compassionate, Accomplished, Respectful and Encouraging. Product engineering in this role centres on SystmOne application configuration, workflow development and lifecycle support, rather than development of the supplier’s core software.

Key Areas of Responsibility & Accountability 

The Clinical System SystmOne Product Engineer will act as a specialist resource for DHU’s SystmOne services, taking responsibility for assigned configuration, development, implementation and support activities within agreed priorities and delegated authority. The role supports the product lifecycle from requirements gathering and unit setup through testing, deployment, continuous improvement and controlled retirement.
Key experience and capabilities will include:
 
· Specialist knowledge of SystmOne functionality, unit types and configuration dependencies across clinical services.
· Review of supplier developments and release information to identify service impacts and opportunities for improvement.
· Requirements gathering, application specifications and presentation of practical solution options with clinical and operational leads.
· Documentation of current workflows, configuration baselines, dependencies and support procedures.
· Design and implementation of agreed future workflows, supported by testing, change records and service acceptance.
· Configuration of templates, protocols, questionnaires, care plans, tasks, caseloads, appointment rotas, letters and user-facing views.
· Unit mobilisation, approved user access configuration, mobile working and application-side integration setup and testing.
· Delivery of SystmOne training, user guidance, floor-walking, go-live support and knowledge transfer.
· Live system support, routine health checks, incident and problem investigation, supplier escalation and continuous optimisation.
The post holder will be required to work as part of a team or act alone in a fast paced environment without direct supervision or guidance but must be willing to seek advice and guidance as necessary.  The ability to communicate across all levels of the organisation and work calmly within a demanding environment is required. 
Due to the wide geographic area across which DHU provides services, travel between sites that DHU operate from throughout the Midlands is required, this may result in the post holder working for a prolonged period of time from any of the DHU sites. 

Duties and Responsibilities  

The main responsibility is to provide hands-on specialist product engineering for TPP SystmOne and its associated application functionality. The post holder will balance agreed business-as-usual responsibilities with planned service change, escalate conflicting priorities and capacity constraints, and work within clinical, information governance and change approval arrangements. Clinical content and clinical risk acceptance remain with the designated clinical leads and authorised governance roles.

1. Solution Design 
1.1. Lead or contribute to requirements workshops with clinical, operational and Digital Systems colleagues; document patient journeys, current and future workflows, service requirements and agreed acceptance criteria. Apply user-centred design principles and evaluate proposed workflows with representative users to improve usability, reduce unnecessary steps and support consistent recording.
1.2. Provide specialist advice on unit types, configuration options, application limitations and dependencies, including referrals, appointments, recording, discharge communications, mobile working, access and reporting.
1.3. Identify configuration, workflow and implementation risks with service leads; document options, dependencies and proposed mitigations, and escalate matters requiring clinical safety, information governance or change approval before implementation.
2. Solution Development 
2.1. Build and configure agreed solutions in suitable development, demonstration or test environments where available; plan and record functional, regression and user acceptance testing, resolve defects and obtain the required approvals before controlled deployment to live services.
2.2. Work with clinical and operational leads to review current practice, produce agreed “as-is” and “to-be” process flows and maintain service-specific configuration specifications. Support new unit requests and mobilisation activities with TPP and relevant partners. Support optimisation and reconfiguration of existing services, including transition to dedicated SystmOne units where agreed, assessing workflow, configuration, access, data-sharing and training dependencies with the relevant service leads, TPP and partner organisations.
2.3. Configure and maintain service workflows, referral options, tasks and task rules, caseloads, waiting lists, appointment rotas, configured lists, home screens, toolbars and clinical or administrative trees, promoting consistency while reflecting approved local requirements.
2.4. Configure and test application-side functionality for approved integrations, record access, referral and booking routes, patient messaging and mobile working with IT Operations, service leads and suppliers. Confirm end-to-end workflow dependencies and refer infrastructure issues to the responsible team. Within delegated permissions, configure and test approved record-sharing settings and associated workflows in accordance with current supplier guidance and DHU information governance decisions, escalating unexpected record visibility or data-flow behaviour.
2.5. Design, build, amend and maintain templates, questionnaires, protocols, care plans, letters and agreed formulary configuration. Demonstrate prototypes to users and obtain designated clinical approval for clinical content before release. Review locally developed and externally sourced configuration resources for suitability, dependencies, ownership and maintenance requirements before adoption, obtaining the required clinical and change approvals.
2.6. Investigate application defects and workflow problems; reproduce issues, assess service impact and document resolutions or approved workarounds. Support release impact assessment and post-implementation reviews, retaining change, test and configuration evidence.
3. Solution Documentation 
3.1. Maintain accurate, version-controlled configuration records, application specifications and process maps for each assigned service, including access profiles, dependencies and approved variations.
3.2. Document requirements and workflows through workshops, observation and review with service users. Retain testing outcomes, outstanding issues, approval records and implementation or handover information for business-as-usual support and projects.
3.3. Develop and maintain accessible user guides, standard operating procedures, knowledge articles and support runbooks, sharing knowledge to enable consistent support and effective cross-cover.
4. Rollout & Training  
4.1. Plan and deliver role-appropriate SystmOne training, demonstrations, refresher sessions and supporting materials through online and face-to-face delivery; provide floor-walking and remote or on-site support during implementation and early live use.
4.2. Coach and mentor colleagues, support new starters and share specialist knowledge through structured handovers and shadowing. Work with service leads to confirm user access, training and application readiness before go-live and capture lessons for future deployments.
5. Application Support and Problem Resolution 
5.1. Provide specialist support for live SystmOne applications and units, undertaking routine health checks, configuration maintenance and investigation of workflow, task, referral and discharge communication issues.
5.2. To provide high quality customer service using wherever possible non-technical language to reduce misunderstanding 
5.3. Receive, prioritise, investigate and take ownership of incidents and service requests in the SystmOne queues, considering patient safety, operational impact and agreed service levels; liaise with TPP and other support teams through to resolution.
5.4. Manage calls, maintain an accurate and timely record of all reported incidents, workarounds and resolutions within the DHU Service Desk toolset 
5.5. Follow DHU incident, problem, change and release procedures. Maintain approved SystmOne user profiles and local access rights, working with the Registration Authority on smartcard positions and role-based access within delegated permissions; retain appropriate authorisation and audit records.
5.6. Escalate unresolved issues, safety concerns and service-level risks promptly. Support agreed downtime, recovery and continuity arrangements with operational and IT colleagues, and identify recurring issues and opportunities to prevent repeat incidents.
6. Communication 
6.1. Communicate clearly with users and stakeholders in line with Digital Systems procedures, explaining technical issues in practical language and providing timely updates on changes, incidents, dependencies and progress.
6.2. Work with Data Services and service leads on consistent data capture, coding, application reports and extracts. Provide SystmOne configuration expertise and investigate data-quality issues, while leaving ownership of corporate reporting and statutory submissions with the designated teams.
6.3. To communicate with others in a sensitive and effective way and be able to respect and work well with people at all levels 
7. Other Duties 
7.1. Travel to sites from which DHU operate in order to provide services 
7.2. Work closely with TPP, the Registration Authority, partner providers and internal teams on unit setup, configuration, service changes and supplier escalations; contribute technical evidence and service feedback to supplier reviews and product roadmap discussions.
7.3. To perform any other reasonable duties that may be requested from time to time.  
Organisational Responsibilities  

· To have an understanding of the operation of the business and how application services contribute to the delivery of the services, including using this understanding to prioritise activity. 
· Participate in and assist with the continual improvement of DHU systems. 
· Promote and assist in the development of DHU policies, processes and procedures. 
· Be willing to suggest areas for improvement and participate in quality improvement within the organisation. 
Governance Responsibilities  
· Ensure that DHU policies, protocols and guidelines are met. 
· Be aware of the regulatory requirements relating to staff working for the company. 
· Maintain strict confidentiality and comply with applicable data protection legislation and NHS information governance requirements, following DHU policies for authorised access, handling and sharing of information.
· Ensure that the information technology and telephony systems are used in a safe, reliable and consistent manner. 
· Contribute application configuration knowledge, test evidence and issue details to clinical safety and change assurance reviews. Escalate hazards promptly and obtain the required clinical, operational and governance approvals; the role does not independently approve clinical content or accept clinical risk.
· Engage with the Clinical Design Authority Group (CDAG) to support multidisciplinary scrutiny of proposed clinical system and workflow changes, helping ensure that solutions meet clinical and operational needs, promote consistent design and address patient safety risks before implementation. Attend as required to present SystmOne design proposals, workflow changes, configuration risks and testing evidence for review. Contribute specialist advice, complete assigned actions and ensure relevant CDAG decisions and required approvals are reflected in configuration and implementation plans before deployment. CDAG engagement complements, and does not replace, designated clinical safety, information governance and change approval responsibilities.
· Ensure the requirements of Health & Safety legislation appropriate EU Directives and Data Protection requirements are maintained. 
· To uphold DHU’s equal opportunities policies and practices, positively promoting equality of opportunity. 
· To protect DHU information assets through maintaining high levels of confidentiality, integrity and availability and to escalate in a timely manner any concerns relating to potential or actual information security breaches. 
· To take all reasonable care for own safety and safety of other staff who may be affected by the performance of duties. 
Professional Responsibilities  

· Work within the regulatory requirements, codes and guidance within all aspects of the work of the company. 
· Maintain professional competence through mechanisms of continuing professional development. 
· Attend mandatory training as required by the organisation. 
Health & Safety 

The post holder is required to take responsibility for their own personal safety and that of other persons who may be affected by his/her acts or omissions at work.  The post holder is required to comply with DHU Health Care CIC’s Health & Safety Policy and Procedures. 

Confidentiality 

The post holder must act at all times in a professional manner, having regard to the confidentiality of clinical and other information they have access during their work in the department.  The post holder has a responsibility to comply with the Data Protection Act and other legal requirements. 

Communications and Working Relationships 

The post holder is expected to be in regular contact by telephone, email and face to face in one to one or group situations with other members of DHU.

The role requires working closely with a number of key 3rd party organisations who provide services to DHU. 

Clinical staff in local primary and secondary care services 

As you will expect the organisation may change from time to time and you will be expected to meet the operational requirements.   

Any other reasonable duties as required from time to time.  


Person Specification 
 
	CRITERIA 
	ESSENTIAL 
	
	DESIRABLE 

	Education / 
Qualifications 
	· Educated to degree level or equivalent relevant experience in clinical systems configuration, implementation and support.
· TPP SystmOne Core Familiarisation training or demonstrable equivalent practical knowledge.
	• 
• 
	Prince 2 Foundation 
Prince 2 Practitioner 
Relevant SystmOne configuration or train-the-trainer development; ITIL Foundation or equivalent service management training.


	Skills / Abilities 
	Communication Skills: 
· Excellent verbal communication skills, specifically able to communicate technical information in simple language to end users 
· Ability to communicate with people of all technical abilities 
· Ability to produce high quality documentation to enhance the quality and reliability of IT services 
Analytical & Judgement Skills 
· Attention to detail 
· Ability to problem solve 
· Ability to translate clinical and operational requirements into SystmOne configuration specifications, assess dependencies and explain solution options and limitations.
· Awareness of digital clinical safety principles and DCB0160, with the ability to identify and escalate configuration-related hazards and contribute evidence to clinical safety assurance under the direction of the designated Clinical Safety Officer.
· Good analytical skills to assess critical issues relating to IT projects, and the technical ability in understanding complex IT systems deployments
Planning & Organising Skills 
· Ability to plan and deliver assigned system builds, testing and deployment activities, balancing live support with project commitments and escalating resource conflicts.
· Accurately follow documented procedures 
· Proven experience of workload planning and delivery of key targets within a service environment 
· To have a flexible attitude towards hours of work 
· Ability to develop good working relationships with staff at all levels 
	 •
	Ability to monitor and evaluate plans and implement change where necessary
Evidence of achieving service improvements
Evidence of implementing ICT systems, understanding the technical aspects, and promoting the utilisation of such systems.
Experience of using process-mapping tools, such as Microsoft Visio or equivalent, to document current and proposed clinical or operational workflows.


	Experience 
	· Hands-on experience configuring and supporting TPP SystmOne, including templates, protocols, workflows and user profiles.
· Experience of SystmOne implementation or significant service change, including requirements gathering, configuration, testing and go-live support.
· Experience investigating application issues, working with suppliers and delivering user guidance or training.
· Experience of working in an NHS organisation or supporting NHS clinical services.
· Practical understanding of incident, problem, change and release processes; formal ITIL certification is not essential.
· Experience of producing high quality systems documentation
	
	Experience of UTC/MIU, out-of-hours, community or palliative care units; SystmOne Mobile Working; RA/RBAC administration; shared care record or referral integrations; application health checks and audit reporting.

	Character 
	• 
• 
• 
	Ability to work proactively under own initiative, take responsibility and demonstrate leadership 
Able to gather and analyse system requirements 
Able to work effectively with a wide range of specialists, at all levels, across internal and external organisational barriers 
	 
	

	
	• 
	Ability to work effectively as part of a team 
	
	

	
	• 
	Ability to work collaboratively with 3rd party partners 
	
	

	Other 
	• 
• 
• 
	Willing and able to pass knowledge on and mentor other team members. 
Able to travel between DHU sites in order to provide IT services, specifically ability to drive. 
A willingness to identify opportunities for service improvements and cost reductions 
	 
	

	
	• 
	Able to overcome obstacles and constraints 
	
	

	
	• 
	Customer oriented, confident, reliable and approachable 
	
	


 
Behavioural Skills – DHU CARE Values 
· Compassionate – Put patients and colleagues at the centre of system design and support. Listen carefully, recognise the impact of system problems on care delivery and respond with patience, empathy and timely help.
· Accomplished – Apply specialist knowledge and attention to detail to deliver reliable configuration, thorough testing and clear documentation. Take ownership, maintain professional competence and use feedback and evidence to improve services.
· Respectful – Treat everyone with dignity, protect confidentiality and value different perspectives. Work collaboratively across clinical, operational, technical and supplier teams, explaining options clearly and challenging constructively.
· Encouraging – Help colleagues develop confidence in SystmOne through approachable support, coaching and practical training. Share knowledge, welcome questions and ideas, support cross-cover and encourage people to raise concerns and learn from change.

Diversity
 
DHU believe our workforce should be as diverse as the range of services we offer, and the communities we serve. We are committed to valuing and encouraging diversity throughout our workforce, regardless of age, disability, gender reassignment, marriage or civil partnership, pregnancy and maternity, race, religion or belief, sex or sexual orientation.  As part of our mission we are dedicated to eliminating discrimination 

Acknowledgment  

I acknowledge receipt and confirm my understanding and acceptance of the responsibilities specified in my Job Description. 
Please Note: If you are unclear of any requirement in this document obtain clarification from your line manager.  
	Signature of Post Holder: 
 
	 
	Date: 
	 

	Name: 
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