
[image: image1.jpg]'3 Practice
§ Plus







JOB DESCRIPTION

JOB TITLE:
Service Delivery Manager 
RESPONSIBLE TO:

Senior Service Manager
ACCOUNTABLE TO:

Head of Service 
HOURS OF WORK: 

37.5 hours per week

LOCATION: 

Brighton with travel across Care UK sites (1 FTE)
Clapham Junction (The Junction) 1FTE with travel across Care UK sites
Organisation: 
Care UK is building on its extensive experience in Primary Care. We are currently delivering and making plans to grow our new model of care for general practice; Practice Plus. Working with a leading Pharmacy Partner, the model aims to provide an enhanced general practice service to NHS patients through the use of technology, remote care and local clinical services delivered from our Pharmacy Partner sites. This new way of delivering general practice services in the UK will utilise Care UK’s extensive clinical contact centre capability as well as optimising patient experience and service quality through the use of a comprehensive online capability.

JOB SUMMARY
To support the Service Manager in all aspects of service functionality, motivating and managing staff, optimising efficiency and overall performance, ensuring the service achieves its long term strategic objectives in a safe and effective working environment. The Service Delivery Manager will focus on the day to day operability of the service, championing E&D, H&S, IG, confidentiality, continuous improvement, collaborative working and promoting a positive working environment.  

The Service Delivery Manager is responsible for ensuring ongoing smooth running of the day to service as well as continually working to enhance the offering by working closely with the Project team to implement new initiatives. You will be responsible for designing, delivering and implementing elements of the project, with guidance from the wider Practice Plus project team. The post holder will work in an environment of continuous change whilst minimising disruption to patients. 
Principal Duties and Responsibilities

Operational & Contract Management
· Line management responsibility for the administrative and reception team which includes, staff appraisals, training & development and payroll. 
· Oversee the delivery of service to acceptable levels on a day to day basis and escalate any concerns in a timely manner
· Ensure arrangements are in place to manage and monitor patient throughput. This will take into account the competence of the staff and the complexity of the work; statutory requirements; quality standards, policies and procedures; and the management of risk

· Manage and/ or support the delivery of relevant service levels including Enhanced Services (ES), Key Performance Indicators (KPI) and Quality & Outcomes Framework (QOF)

· Assist with the implementation of policy & procedures, internal and external, which affect and influence the work of the service, particularly those with statutory implications
· To support the generation of all reports required to ensure that the Key Performance Indicators and QOF and activity levels can be monitored and play an active role in the monitoring process of these targets
· To take responsibility for all aspects of data quality and data integrity ensuring compliance with statutory requirements in relation to security and confidentiality
· To develop and co-ordinate team processes, referrals, communication and management systems, and to deliver personal and team objectives
· Ensure compliance with and team awareness of statutory responsibilities (e.g. CQC, HSE, NHS England)
· Oversee the planned maintenance schedule of the building and ensure routine checks/works are carried out by contractors
· Responsible for IT troubleshooting and quality assurance 

· Site lead for Health and Safety and Information Governance
· Involvement in the Practice Plus on-call management rota

· Communicate effectively with the team on a timely basis ensuring robust systems exist so that staff are kept informed.

· Organise team meetings and one to ones as required to ensure good communication and achieve appropriate staff involvement. 
· Work closely with the wider Practice Plus Project Team to help shape, implement and review service improvements and development of the model
· Act as a local project lead as well as a Subject Matter Expert for Practice Plus Project initiatives towards the continuous development of the site.
· Provide oversight and support for change projects.
· Make recommendations and support with the implementation of new ways of working, services or products as required. 
· Coordinate and oversee mini projects within the wider project context as well as support as necessary with work stream management.
· Escalate concerns or risks to your manager in a timely fashion.
· Aid ongoing and effective communication between the operations and project team.
· To be able to work independently, but to also work as a member of the PP operational and projects teams.  
· Deputise in the absence of the Senior Service Manager.

· Creating and reviewing clinical templates

· Developing, implementing and embedding effective training programmes 

· Ensure the service meets digital targets – EPS, online services, ERS etc. 

· Supporting  the overall service clinical governance framework 
· Submitting reports/data to CQRS, Open Exeter and other NHS databases

· PPG lead 
· Identifying trends and developing solution to reduce risk and repeated occurrence of incidents/adverse events 
· Optimise management of all service finances and to take appropriate actions for saving money or improving value for money. 

About this Job Description

           This job description is not exhaustive therefore you will be expected to undertake any other duties from time to time at the request of Management which are commensurate with the role, for example project work and absence cover.
	Person Specification – Service Delivery Manager (Practice Plus)


We are seeking a forward thinking and positive individual to be a key member of our Practice plus management team. You will be a passionate and motivated individual particularly in regard to providing excellent primary care services to our patients. In return the right candidate will receive a competitive salary a competitive package of support and development with excellent career opportunities.
	CRITERIA
	ESSENTIAL
	DESIRABLE

	Education and Qualifications


	· Operational/ project management training or qualification
	· Degree qualification or equivalent



	Experience
	· Experience in a large/ multi-site NHS GP Practice environment, using EMIS
· Knowledge and understanding of QOF and similar clinical requirements
· Fully conversant with all Microsoft office products.
· Delivering systems training as a Super User

	

	Skills and Knowledge
	· Excellent communication skills

· Project/ Change Management

· The ability to build relations with key internal and external stakeholders
· Proactive and a forward thinker 

· Quality focused with an innovative approach
· The ability to solve problems and implement action plans.

· Ability to analyse complex data, diagnose problems, identify solutions and undertake benefits analysis 


	 

	Other Factors


	· Commitment to self-development 

· A commitment to promoting equality and diversity in the workplace and in service delivery and development.

· Fit to undertake the duties of the post.

· Ability to be flexible with regard to working hours
· Travel across Care UK sites

	


Additional Information
Appraisal

Care UK 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.

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 UK 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 UK, unless expressly authorised to do so by Care UK.  Further guidance on confidentiality is contained within Care UK 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.
Conflict of Interests

You may not without the consent of Care UK engage in any outside employment and in accordance with Care UK 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 UK.  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.
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 UK Equal Opportunities Policy and to ensure that staff receive equal treatment throughout their employment with Care UK.

Health and Safety 

As an employee of Care UK, the postholder 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.  In addition, to 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.
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