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Job Title: Operational Service Manager 

	
1.        WE CARE FOR YOU
We care because:

•         We always put the patient first.

•         Everyone counts – we treat each other with courtesy, honesty, respect and dignity

•         Committed to quality and continuously improving patient experience.

•         Always caring and compassionate.

•         Responsible and accountable for our actions – taking pride in our work.

•         Encouraging and valuing our diverse staff and rewarding ability and innovation

	2.      JOB IDENTIFICATION
 
The information required in this section is straightforward and is required primarily for administration.
 
Job Title:                             Service Manager 
 
Grade:                                  Band 5
 
Department(s):                  
 
Responsible to:                  
 
Accountable to:                 
 
JD Ref No: (for A4C office use)

	3.
JOB PURPOSE

The post holder will lead manage and develop a responsive administration service working closely with Service Team Leaders and Service Managers to ensure an effective and efficient management of resource to achieve national and local quality and performance targets within budget. 
The post holder will have delegated responsibilities for a range of operational activities, ensuring data quality and pathway validation across the Care Group by ensuring that robust clerical systems and processes are established and maintained. 

The post holder will work closely with the Senior Service Manager/Business Manager/Team Leader and will have delegated responsibilities for a range of operational activities ensuring data quality and pathway validation across the Care Group. The post holder will provide expertise and guidance for Team Leaders and clinical administration teams in the proactive management of patient pathways from referral to discharge. The post holder will ensure processes are implemented and monitored in line with the Hospital Referral to Treatment Access Policy and underpinning Standard Operating Procedures (SOPs) to ensure consistency. 
The post holder will also take on key roles on specific projects as delegated by the Business Manager/Senior Service Manager. 



	4.
MAIN DUTIES/RESPONSIBILITIES

Management

· Support and oversee the Team Leaders within the Care Group with all aspects of staff management, specifically taking responsibility for formal stages of the disciplinary or grievance procedures for Admin and Clerical staff, including investigation and presenting at hearings as required.  Formal sickness meetings with staff where targets have been breached. 
· Support the Team Leader in ensuring all admin staff attend mandatory training sessions on a regular basis. Develop and implement systems for monitoring and reviewing attendance. Ensure all staff are aware of and adhere to existing, updated and new Trust policy and procedure
· Facilitate risk assessments and health and safety reviews of the department on a regular basis

· Oversee and support line management of apprentices ensuring apprentice needs are met in line with Trust obligations (learning agreement)

· Ensure effective systems of communication are implemented within the specialty / department and operate at all times. Establish and chair regular admin staff meetings, ensuring staff have a formal route to raise issues and receive information. 

Ensure that admin staff are aware of all appropriate Trust policy and procedures. 
· Principle source of managerial support and guidance for Team Leaders within your area ensuring Care Group Objectives and Corporate Objectives are achieved

· Provide supervision and support to Team Leaders with regard to the management of staff, taking responsibility for HR matters escalated to them across the full range of HR responsibilities
· Responsible for ensuring effective monitoring and managing systems for annual leave and sickness in line with Trust Policy, taking appropriate action where service implications are identified

· Provide effective leadership  and motivation for all admin staff, creating a positive working environment in which staff are valued and respected

· Provide effective leadership and motivation to all admin staff, creating a positive working environment in which staff are valued and respected. 

Service Performance & Delivery
· Monitor activity reports to ensure efficient and effective management and planning of waiting list activity, liaising as appropriate with supporting departments, taking appropriate and timely action to resolve or escalate issues

· Responsible for ensuring any administrative patient complaints are investigated and responded to in line with Trust policy, 

· Ensure systems are in place for approval of timesheets, additional hours, bank staff in line with delegated responsibilities

· Ensure good communication with Senior Service Manager/Business Manager and General Managers regarding day to day performance matters. 

· Investigate and problem solve reas of poor data quality, pathway issues, performance issues and run regular reports/liaise with the Data Quality and Information Team for reports. 

· Co-ordinate delivery of the 18week, cancer pathways and other service related standards, including co-ordination of clinic and slot capacity and slot issues, liaising with Team Leaders and supporting services to resolve and make best use of capacity

· Liaise as required with clinical and nurse colleagues and leads to support service delivery
· Responsible for workload planning and delegation on a continuous basis, ensuring equity of distribution between admin team members. Formulate, present and implement actions plans to resolve workload inequalities generated through service developments / changes to work practice. Ensure standardisation of administrative function across hospital sites, to maintain consistency in work practice by the production and implementation of Standard Operating Procedures. Continuously review work procedure and practice, skill mix and roles to ensure service efficiency and quality
· Ensure management of the requisition of supplies for the admin service, ensuring adequate levels are maintained at all times

· Manage and maintain specialty / departmental resources on a daily basis e.g. IT equipment. Facilitate the introduction of new technology within the department
· Support care group management in the investigation and resolution of verbal / written complaints within agreed timescales 
· Responsible for admin staff recruitment and selection in accordance with Trust Policy. Devise and implement a comprehensive induction programme for all new staff, facilitating their introduction and integration in to the existing admin team. 

· Attend meetings and participate in specialty / Trust groups as directed by the Service / Deputy General Manager. Represent the specialty and feedback to admin / management colleagues as required

· Support the Care Group Senior Management Team in management of change processes as required, which will include leading service reviews and changes to working patterns for departments, 
· Undertake any training for the role as deemed appropriate by the Service / General Manager
· Produce reports as requested by the Care Group Management Team to demonstrate compliance with appropriate targets or performance achievements 

· Develop a mechanism for reporting on service performance standards and targets to ensure Business Managers and General Managers are aware of issues and corrective action being taken/are involved in corrective action to be taken. 

· Negotiate, influence and support clinical/nurse and admin teams to ensure facilitate implementation of redesigned pathways to achieve sustainability of national and local standards i.e. 18week pathway

· Deputise for the Senior Service Manager/Business Manager as appropriate, as and when required
· Support the Service / Deputy General Manager in implementing admin process change in response to changes in national / local waiting time guidance. 
Other / General
· The post holder is subject to the requirements of the Data Protection Act (1984) and must maintain strict confidentiality in respect of patient and staff records. A breach of this confidentiality will leave the post holder liable to dismissal. 

· The post holder must carry out the duties placed on employees by the Health & Safety at Work Act (1974) and undertake to comply with the following: 

· To take responsible care for the health and safety of themselves and of other persons who may be affected by their acts or omissions at work, ensuring that their work methods do not endanger other people or themselves. 

· To co-operate with their employer as far as is necessary to meet the requirements of the legislation. 

· The post holder will be responsible for all appropriate health, safety and welfare matters affecting the staff in or attached to their area of work responsibility. This will include risk assessment, safe systems of work, training and safety inspections. 

· All employees must comply with the Trust’s Equal Opportunities Policy and must not discriminate on the grounds of race, colour, nationality, ethnic or national origins, sex, marital status, age, disability or sexual orientation which cannot be shown to be justifiable. 

· This job description is not to be taken as an exhaustive list of duties, the tasks and responsibilities inherent in this role are likely to evolve. It may be reviewed in the light of changes, service needs and developments. The post holder may be required to carry out other duties appropriate to the grade and scope of the post. 

The prevention and control of infection is an integral part of the role of all health care personnel. Staff members, in conjunction with all relevant professionals will contribute to the prevention and control of infection through standard infection control practices and compliance with the Trust's infection control policies in order to ensure the highest quality of care to patients.

If your normal duties are directly or indirectly concerned with patient care you must ensure you receive sufficient training, information and supervision on the measures required to prevent and control risks of infection.

All staff and volunteers working within the trust have a duty to be aware of their own and the organisation’s roles and responsibilities for safeguarding and protecting children and young people, and vulnerable adults.  You must be competent to recognise abuse, respond appropriately and contribute to the processes for safeguarding, accessing training and supervision as appropriate to your role.
You must be aware of and adhere to Health and Safety legislation, policies and procedures, to ensure your own safety and that of colleagues, patients, visitors and any other person who may be affected by your actions at work.  You are reminded of your duty under the Health & Safety at Work Act 1974 to take reasonable care to avoid injury to yourself and others; to officially report all incidents, accidents and hazards using the Critical Incident Reporting Procedure; to use safety equipment provided for your protection at all times and to co-operate with management in meeting statutory requirements.

This job description is not intended to be a complete list of duties and responsibilities, but indicates the main ones attached to the post.  It may be amended at a future time after discussion to take account of changing patterns of service and management.
5.
JOB DESCRIPTION AGREEMENT

Job Holder’s Signature:

Head of Department Signature:
Date:

Date:


	


Date issued (June 2017)
1 of 8

