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Job Description

Job Title:	Service Delivery Manager for North West London Out of Hour Norths West London (OOH/CAS)
Reports to                        	Head of ContractsRegional Manager 
Accountable to:	Regional DirectorRegional Manager
Hours: 	Full Time site based (1 in every 5 weekends on site) 
Location: 	Stockley Park Office


Job Summary:

To deliver jointly with the Medical Lead Team and Head of ContractsRegional Manager high performance services (out of hours OOH and clinical assessment service CAS) through your high performance team, to the ultimate satisfaction of commissioners and patients.
The aim is to ensure that all contractual requirements are achieved and compliant with the National Quality Requirements, alongside Local Quality Requirements ensuring they are consistently met. 

This post holder will be responsible for:

· Managing a multi-disciplinary team providing out of hours services and Clinical assessment services within the Contract AreaNorth West London ensuring that operational and strategic objectives are achieved 

· Managing close relationship with the South west London team

· Managing Partnership and Subcontractor relationships

· Exceeding contractual and regulatory standards


· Exceeding budgets
· Exceeding patients’ expectations of their experience
· Continually improving service efficiency and quality
· Required to be the Registered Manager of the service for Care Quality Commission.

The role works in close tandem with the Medical Team, Regional and Regional Manager Director and Head of Operations with whom objectives are largely shared, albeit that the Service Manager will lead at a functional level on the more commercial and operational elements

Objectives
 
1. To deliver services to the National Quality Requirements, internal key performance indicators, Care Quality Commission requirements  and excellent patient experience outcomes
2. To work closely with the South West London team within shared queues and responsibilities.  Ensuring that a strong relationship is built and maintained across the sites within all levels of the team 
3. Meeting or exceeding the budgeted profit 
4. Delivering services to our contractual obligations
5. To recruit, develop and lead a motivated and high performing team of operational and clinical staff including assuring that all locally employed operational and administrative staff are appraised annually and receive the training and development they require
6. To ensure that for all local services we have the right number of people with the right competencies, at the right place and time to provide effective services provided by staff that are as fully utilised as possible 
7. To deliver performance management across all staff in order that service quality and efficiency is excellent, and that service improvement is continually sought. 
8. To assist the Medical Lead and Head of ContractRegional Managers to ensure Care UKPractice Plus Group complaints and incident investigations are applied locally in a responsive and constructive manner; that helps organisational and individual learning and minimises risks to patients and the local service.  In particular to be responsible for operational complaints
9. Ensuring that local policies and practice are compliant with business and legal requirement.
10. To deliver reporting that satisfies the requirements of the business in particular operational performance and commercial measures
11. To review and analyse performance reporting to ascertain how to improve on performances
12. The effective line management of direct reports, namely the Operations Managers, and Administration Rota Manager   and Quality Manager
13. To ensure supervisory management is of the highest quality and that service delivery objectives are met through the diligent implementation of supervisors leading their respective teams
14. To assist the Medical TeamLead and Head of ContractsRegional Manager to deliver a safe high quality, safe service
15. To work with the Medical Lead team and Regional Manager Head of Contracts  to ensure Care UKPractice Plus Groups vision, aims and values are applied locally, 
· At Care UKPractice Plus Group our vision is to be the UK’s leading independent provider of community, residential and hospital-based health and social care services, supporting people to live independent and fulfilling lives.
· We will be the partner of choice in the public sector and the provider of choice for our customers, trusted to deliver the right care in the right place at the right time. 
·  We will differentiate ourselves by the quality of our services and the engagement of our people, ensuring we are innovative and customer focused.
· We will live our values every day: our customers are at the heart of everything we do, every one of us makes a difference and together we make things better.
16. To ensure that Care UKPractice Plus Group local assets (premises, vehicles, IT infrastructure etc) are maintained to a standard to ensure safe services, positive patient and staff experiences, and the cost effectiveness of those assets

































Personal Specification - Service Delivery Manager 


	


	
Essential
	
Desirable
	
Comments

	Education and
Qualifications 

	Good Basic Education
 
	Management degree/diploma
	

	Specialist skills /abilities 

	Ability to prioritise workload.
Motivation and self motivation
Performance management to very fine levels of tolerance
Project management
Change management
Excel skills.
Data manipulation and analysis
Numeracy/Literacy
IT skills – to be able to learn new applications to basic competency.  

	Excel to advanced level
Analytical Ability to manipulate data from multiple sources to generate and (dis)prove complicated hypotheses
Adastra experience

	

	Relevant Experience 

	Demonstrable Managerial experience.
Managing a team
Managing a budget
Contract management
Relationship management across multiple commissioners
Service development
Healthcare experience
Managing in a fast moving ‘front line’ environment

	 
	

	Knowledge 

	Excellent knowledge of out of hours ,
111 and  Urgent  care 
Budget management
Understanding the requirements of CQC and compliancy standards. 
	
	

	Competencies 

	Management and delegation skills
Ability to effectively lead multidisciplinary teams
Communication skills to groups, via written letters and documents, and various electronic media
Decision making skills including under pressure and ability to still make decisions on balance of risk in a complex environment
Coaching junior managers to lead, motivate teams to high performance
Good influencing skills
Recruitment skills

	Workforce planning for multidisciplinary teams

	

	Other Requirements 
	Senior Silver On Call Responsibilities ( Rotation)
On site full time Mon- Fri including 1:5 weekends
 

	
	




Additional Information:

Appraisal
Care UKPractice Plus Group operates a system of individual performance review/appraisal for the purpose of agreeing performance objectives and discussing development needs in line with requirements of service need in the operational plan.
Clinical Governance
To have responsibility for a commitment to maintaining a high quality service to patients by continual development of practice in the light of research evidence and by audit, based against clinical relevant standards.
Code of Conduct for Professional Group
All members of staff are required to work in accordance with their professional group’s code of conduct (e.g. NMC, GMC, and HPC).
This job description is intended as a basic guide to the scope and responsibilities of the post and is not exhaustive.  It will be subject to regular review and amendment as necessary in consultation with the post holder.
Conflict of Interests
You may not without the consent of Care UKPractice Plus Group engage in any outside employment and in accordance with Care UKPractice Plus Group Conflict of Interest Policy you must declare to your manager all private interests, which could potentially result in personal gain as a consequence of your employment position in Care UKPractice Plus Group.  Interests that might appear to be in conflict should also be declared.
Criminal Records Bureau
It is a requirement of this position that a Criminal Records Bureau disclosure at the enhanced level is undertaken.
Confidentiality
The post holder is required not to disclose such information, particularly that relating to patients and staff.  All employees are subject to the Data Protection Act 1998 and must not only maintain strict confidentiality in respect of patient and staff records, but the accuracy and integrity of the information contained within.  The post holder must not at any time use personal data held by Care UKPractice Plus Group for any unauthorised purpose or disclosure such as data to a third party.  You must not make any disclosure to any unauthorised person or use any confidential information relating to the business affairs of Care UKPractice Plus Group, unless expressly authorised to do so by Care UKPractice Plus Group.  Further guidance on confidentiality is contained within Care UKPractice Plus Group Information Security Management System (ISMS).
Data Protection 
The post holder must at all times respect the confidentiality of information in line with the requirements of the Data Protection Act and the company’s ISO27001 accreditation.  This includes, if required to do so, obtain, process and/or use information held on a computer in a fair and lawful way, to hold data only for the specified registered purposes and to use or disclose data only to authorized persons or organizations as instructed
Education and Training
Personal continuing professional development is encouraged and an annual appraisal system is in place to discuss CPD and ongoing objectives.
 
Equal Opportunities
The post holder is required at all times to carry out responsibilities with due regard to Care UKPractice Plus Group Equal Opportunities Policy and to ensure that staff receive equal treatment throughout their employment with Care UKPractice Plus Group.

Health and Safety 
As an employee of Care UKPractice Plus Group, the post holder has a duty under the Health and Safety at Work Act 1974, to:-

Take reasonable care of the health and safety of themselves and all other persons who may be affected by their acts or omissions at work.
Co-operate with their employer to ensure compliance with Health and Safety legislation and the Health and Safety policies and procedures of the treatment centre, not intentionally or recklessly interfere with, or misuse, anything provided in the interests of health, safety, or welfare, in pursuance of any of the relevant statutory provisions.

Philosophy of Care
We aim to provide a safe and clinically sound environment, where the immediate and urgent need of individuals using the centre is recognised and suitably skilled staff are available to see and treat the users of this service. To ensure that we meet the needs and expectations of the patient we provide a culture of continuing learning and development.

Risk Management
All members of staff have a responsibility to report all clinical and non-clinical accidents or incidents promptly and when requested to, co-operate with any investigation undertaken.

This list of duties and responsibilities is by not exhaustive and the post holder may be required to undertake other relevant and appropriate duties as reasonably required.



This job description is subject to regular review and appropriate modification.

I confirm I have read and understand this Job Description 


Name of Post holder: 	……………………………………

Signature: 			…………………………………...

Date:				…………………………………...
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