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JOB DESCRIPTION
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
 
Job Title:

Service Manager
 
Grade:


Band 6
Department(s):


Responsible to:
Business Manager

Accountable to:
General Manager
 
JD Ref No: (for A4C office use)

3.
JOB PURPOSE
To support the Division Senior Management Team (Divisional Director, General Manager, Associate Directors of Nursing and Quality) and Business Managers in the efficient and effective operational management of your respective services in order to deliver continually improving high quality patient care.

The post holder has delegated responsibilities for a range of operational activities, working autonomously using initiative and their specialist knowledge and experience of services to make decisions.  

The post holder is responsible for ensuring accurate data quality & pathway validation across the Division by ensuring that robust clerical systems and processes are established and maintained.

The post holder will provide senior support and expert knowledge to the Medical Secretary and will represent the Division at appropriate patient pathway planning meetings, managing inpatient and outpatient pathways, and leading the development and implementation of action and improvement plans, and escalating areas of concern, particularly areas failing to meet 18 week and cancer waiting time targets, to the Business Manager.

The post holder will also be responsible for the day to day line management of the clinical administration teams within their areas, liaising as appropriate with other Division Managers and Divisions to ensure that tasks are completed in a timely and accurate manner.

The post holder will take the lead on additional specific projects. Particular areas of focus for such projects will include (but not be limited to) Quality, Efficiency & Productivity Programmes, CQUIN targets, service improvements and National Health programmes, internal and national audits. 
4.
MAIN DUTIES/RESPONSIBILITIES

General

· Highly visible individual; key in ensuring standards of care for all patients and the safe effective and efficient utilisation of resources. 

· Act as the principle source of managerial guidance and support for the admin teams within your area and ensure that Division and corporate objectives are achieved

· To support Patient System users and raise awareness of the importance of ensuring that data is recorded accurately to all staff groups including admin, secretaries and Consultants.

· Responsible for communicating directly with the Business Managers (BM) and General Manager (GM) in regards to all day to day performance matters.

· Responsible for the operational delivery aspects of delegated Care Group areas.

· Investigate and problem solve poor areas of data quality, pathway issues, performance issues and run regular error reports. Pass the findings to relevant managers and supervisors and if necessary advise of any changes to policies and procedures to correct the problems.

· Responsible for the operational delivery aspects of the 18 week and cancer pathways. 
Service Performance & delivery

· Coordinate delivery of 18 week and cancer pathways, including coordination of clinic & slot capacity issues

· Play an active part in maintaining & developing performance

· Draft & deliver weekly summary reports to monitor progress against targets in terms of the 18 week and cancer pathways to the Business Manager (BM) and represent the Division at relevant and agreed meetings

· Track potential issues at the earliest opportunity and escalate to the BM

· Monitor against set targets and tolerances and raise any issues to the BM

· Ensure data produced is accurate in particular the monitoring and validation of target data

· Participate in developing a strong, patient-focused team that challenges organisational and professional barriers and strives to be the best integrated team.

Service improvement

· Contribute to performance and service improvement policies and implementing them as directed by the BM

· Support the development of improved performance and service delivery in the area of responsibility through the implementation of robust reporting systems

· Support the development of pathways to improve patient flow.

· Establish working relationships and work collaboratively with colleagues across the Division and with other Service Managers to identify and share best practice and service delivery to achieve local and national targets.

· Support quality improvement generally, through the provision of accurate and useful information which meets agreed specifications.

· Support the Business Manager and General Manager in developing and monitoring operational budgets and business plans in support of the Divisional business plans

Quality:

· Ensure that data is entered onto the Trust Patient Systems by users in accordance with NHS Data Standards, Data Definitions, DoH RTT (Referral-to-Treatment) guidance and local policies.  

· Ensure actions are in line with CQC Essential Standards Registration requirements.

· Assist in developing strong systems for clinical governance.

· Ensure the quality of data provision within the service area is accurate and consistent.

· Actively embrace the use of new information technology

Financial management

· Manage the administrative workforce to ensure that budgetary allocation is in a break even position at year end.

· Implementation of any cost improvements for the administrative resources as required by the BM

· Authorised signature for the requisitions of routine items required by the administrative workforce (within designated limits)

Training and Organisational Development

· Keep up-to-date with relevant changes and developments that might occur and provide training to others if required.

· Deliver training /advice to relevant staff on subjects such as data quality and RTT.

· Contribute to effective team working by transferring skills and knowledge to appropriate staff and ensuring that working procedures are properly documented and maintained. 

· Mentor junior staff.
People & Leadership

· Support and oversee the Team Leaders within the Division 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. 

· Manage & motivate the administrative workforce in line with Trust policies and procedures

· Take prompt action and support the BM in rectifying underperformance of staff members.

· To respond appropriately to any concerns, issues or grievances raised by staff

· Maintain and develop the required admin workforce to deliver the service needs of the specialties within the allocated budget

· Responsible for all elements of recruitment of administrative staff within identified areas of responsibility & within funded budgets

· Contribute positively to a culture where staff feel valued and staff are encouraged to maximise their potential

· Develop and maintain effective relationships with the admin workforce reporting to you and ensure they are kept up to date with relevant Divisional and Trust issues

· Record and manage sickness and absence levels within the admin team ensuring cross cover arrangements are in place and escalating any area of concerns to the BM.
· Co-ordinate and deliver annual Appraisals
· Ensure that staff for whom you are responsible attend mandatory training and in service training identified at their Appraisals.
· Adhere to and promote Trust and Division policies and procedures – contribute to development and review of policies

· Assist the BM in controlling and reviewing the use of resources against performance

Professional Development

· Participate in personal objective setting and reviews that are in line with strategic objectives

· Attend all mandatory training sessions as required by the Trust.

Additional Requirements 

· To deputise as appropriate and when required 

· Risk Management (Health & Safety)

· As a manager with line management responsibilities for staff, you are responsible for the Risk Management issues in that area.  You will ensure that there is an annual Risk Management audit in your areas and make sure that where necessary, an action plan eradicating risks is drawn up and implemented.

Clinical Admin Generic duties/responsibilities
· Ensure the team adhere to local, national and clinically indicated maximum timeframes including Referral to Treatment (RTT), Cancer, and diagnostics, escalating where capacity does not allow or there are conflicting targets. 

· Lead on the application of relevant policies/SOPs to ensure consistent services are delivered
· Attend meetings for service development initiatives as required.

· Ensure all staff follow the internal escalation processes.
· Attend/complete all mandatory training in accordance with Trust Policy and participate in the Trust’s Appraisal.
· Manage the use of Trust developed patient target lists and/or other information reports for consistent facilitation of patient pathway

· Liaise with any relevant member of the Trust or external to the Trust, as appropriate to your role to ensure efficient and timely flow of patient pathway, in line with information governance policy.
· Lead the team to achieve local/national Key Performance Indicators relevant to the role.
· Liaise as appropriate to ensure correct system recording of patient pathway and demographic details in order to prevent data quality issues.
· Be aware of and adhere to the Trust’s Policies, Procedures and Disciplinary rules, and promote awareness amongst peers.
· To participate in training/induction of new staff.

· Be an active team member and undertake any other duties that may be reasonably requested to facilitate the smooth running of the Trust ensuring confidentiality at all times, maintaining good relationships with patients and other members of staff.
· Promote data quality by adhering to best practices and operating standards

· Provide cover as necessary at the request of the Line Manager across the core clinical administration functions, commensurate with level of the role.
5.
SCOPE AND RANGE
The post holder is appointed to a division and may be assigned a department; the post holder may have to cover additional departments within the division to ensure consistent management of workload and continued cover.
The above indicates the main duties of the post, which may be reviewed in the light of experience and developments within the service.  Any review will be undertaken in conjunction with the People and Organisational Development Department.
6.     PERSONAL ATTRIBUTES
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B. Values Based Behaviours for Leaders 

The following characteristics are expected for senior leaders in the organisation:   

Strategic Approach 

(be clear on objectives and clear on expectations)

· Will always plan and take initiative in the best interest of the patient

· Will make decisions based on the strategic direction of the organisation

· Can make success criteria clear to others and focuses them on what matters most   
· Avoid major problems by anticipation and contingency planning
Relationship Building 

(can communicate effectively, be open and willing to help, courteous)

· Able to consistently understand and meet the needs and interests of patients

· Can develop joint solutions by use of open questions and listening to others 

· Can involve key stakeholder and staff in planning organisational change

Personal credibility 
(Is visible, approachable, confident, good role model, resilient and honest) 

· Can articulate a compelling vision

· Will consistently deliver on promises and champions DBTHs values

· Displays sensitivity to the needs and feelings of others   
· Will have a zero tolerance to bad behaviour and actively manage poor performance

Passion To Succeed 

(Is patient centered, positive attitude, takes responsibility, aspires to excellence)

· Will motivate others with enthusiasm and a positive attitude

· Can maintain optimism and sense of humor in stressful situations

· Can infuse pride and joy in work

· Always leads by example by taking responsibility, being compassionate and aspiring to excellence

Harness Performance Through Teams 
(Able to develop staff, actively listen and value contribution, give feedback, empower staff and respect diversity, champion positive change, creating a culture without fear of retribution)

· Able to take proactive steps to develop team members using a variety of approaches  

· Will involve team members in planning and delivering change

· Matches the needs of activity to available resources   
· Seeks out and listens to team members and stakeholders, welcoming warnings or problems
7.
ORGANISATIONAL POSITION
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8.
JOB DESCRIPTION AGREEMENT
Job Holder’s Signature:




Date:

Head of Department Signature:



Date:
APPENDIX 1 - SPECIFIC TERMS
· 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. 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.
· 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.
· Maintaining confidentiality of information related to individual patients or members of staff is a very important aspect of your work within the Trust. Failure to maintain confidentiality of such information may constitute a serious disciplinary offence.  Staff should also bear in mind the importance of sharing essential information with carers and others, with the consent of each patient. There will also be circumstances where critical risk information will need to be shared with partner agencies, subject to guidance and advice available from your manager. You should remember that your duty, to respect the confidentiality of the information to which you have access in the course of your employment with the Trust, continues even when you are no longer an employee.
· 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.
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