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JOB DESCRIPTION
JOB TITLE: 
 

Operational Shift Manager
SALARY:                            £26,780 - £30,900 (pro rata) based on experience
LOCATION: 
 

Base - Station Medical Centre, Hereford but may

                                           involve travel to rural hubs
ACCOUNTABLE TO: 
Operational Manager/s (during their working hours) and on-call director when Operational Manager/s are not working. 

ACCOUNTABLE FOR: 
Operational supervision and leadership of Clinical System Dispatchers, Drivers/Patient Support and OOH Receptionists, Extended Access/Improved Access Receptionists
RESPONSIBLE FOR: Ensuring an effective operational environment to enable GPs, nurses, and other clinical staff to provide care.

JOB PURPOSE

The post holder will be highly organised, able to think on their feet and demonstrate initiative to address issues as they arise.  They will lead by example, have a focus on efficiency and accuracy, be an effective communicator with strong interpersonal skills with a patient focused approach.  The role will require flexibility with working arrangements to meet the needs of the Out of Hours and Extended/Improved Access Services.
The Out of Hours (OOH) Service ensures that urgent care is available evenings, overnight and bank holidays, during both the week and weekends.

18:30pm – 08:00am Monday – Friday 

24 hours Weekend and bank holidays 

Extended and Improved Access is available evenings and weekends across Herefordshire in General Practice sites and co-located with the OOH Service within Station Medical Centre, Hereford.  It is essential that the post-holder has access to a vehicle and holds a clean driving licence.
It is expected the Operational Shift Manager will work within a rota and flexibly across weekends and evenings, there will be no expectation to work overnight except in exceptional circumstances. 

The Operational Shift Manager is responsible for ensuring an effective operational environment to enable GPs, nurses, and other clinical staff to provide care.  Duties include oversight of patient flow for face to face appointments and home visits in OOH care within set timelines and supervision of patient flow within Extended and Improved Access.  
The Operational Shift Manager acts as the operational point of contact, during the shift, for all aspects of the Out of Hours and Extended/Improved Access clinical services. To act as an operational liaison point between Taurus services to support transfer of patient care. To also escalate concerns or problems that arise on shift to the Director on Call/Operational Manager when required and if unable to resolve. 
Main Responsibilities
· Provide a first point of escalation for operational delivery and keep oversight across services, dealing with any issues as they arise during the worked shift and escalate to Director on Call if unable to resolve.
· To operationally manage the operational staff across The OOH Service and Extended/Improved Access Services. 

· To support the Operations Managers with staff appraisals and 1:1’s.
· To operationally support patients to move smoothly across Taurus and local services by facilitating appointments and appropriate access to clinical care.  

· To ensure any resource levels or staffing issues due to unplanned absence or sickness are dealt with in a timely manner and escalated to Operational Manager or Director on Call if unable to resolve. Operational Shift Managers will need to contact staff directly to fill unplanned vacant shifts as they arise and will liaise with Operational Managers if unable to resolve within their working hours. 
· Responsible for the safe and effective use of equipment and other resources, ensuring equipment is maintained and in good working order, dealing with escalations and reporting any concerns or detected faults.

· Trouble shooting IT problems within capability and escalating concerns.  
· Assisting clinical staff where appropriate with queries.

· Ensure that consumables and stocks are in robust supply, in date and with minimal waste.

· To utilise available staff correctly during staff shortages or peaks in demand

· To manage and allocate breaks for Operational staff

· To oversee and ensure the drivers and overnight nurses are available for their rostered shifts, supporting the Clinical Systems Dispatcher in ensuring those staff groups can carry out their role effectively, answering any queries they may have and giving appropriate support.  

· To provide job role training and support to Drivers and Receptionists as and when required on shift. 
· To oversee patient flow and work with the Clinical Systems Dispatcher to ensure patient breeches are recorded and liaise with system partners to ensure patients are seen in a timely manner by the appropriate clinician and meet our Key Performance Indicators (KPIs) from an operational perspective.
· Escalate allocation and coordination issues rising from clinicians. If urgent to Operations Manager or Director on Call and non-urgent through routine shift reporting.  
· To provide a shift handover that includes any breaches of KPIs and any issues that have arisen.

· To accurately report shift activity indicating key issues and priority actions.
· To report incidents on DATIX. 
· To be responsible for ensuring patients in the waiting area are observed.  If timed delays are incurred to communicate the delay to patients.  To identify any deterioration in the patient’s health for escalation to a clinician.

· To liaise with staff working in the remote PCC’s, to ensure smooth operation and to identify and manage operational issues.  
· To oversee the medicine bags process supporting drivers with safe handover to clinicians.
· To liaise with NHS111 and Mallings Healthcare Team Leader any operational queries e.g. out of area patient.   Note: The Operational Shift Manager (or the Clinical Systems Dispatcher) on behalf of a clinician, may escalate inappropriate referrals.
· To ensure that patient surveys and questionnaires (electronic and/or paper) are carried out at the service delivery sites when required.
· To work with the Operational Management team on agreed work and/or projects as required, this may be during scheduled office based hours. 
· To work with the Operational Management team in conducting staff supervision and 1:1’s and take part in the appraisal process for nominated staff. 
· To ensure audits and stocktakes of consumables and medical equipment are undertaken, including oxygen and other medical gases.

· To use a variety of IT tools/software effectively to support operational working.
· To Support notification/post event messaging process to GP practices.
· To be able to use clinical systems and software, listed below: 

· To act as a chaperone if required
· Flexibility to undertake other roles as required in line with skills and experience.
ADASTRA tasks in the absence of the Clinical Systems Dispatcher
· Monitor incoming cases from 111 and Malling Health services

· Transfer cases from the ADASTRA system to the EMIS system, including patient details and consultation information

· Undertake ‘patient searches’ in ADASTRA in the event of missing or incomplete case information

· Close cases in ADSATRA once clinicians confirm they are complete

EMIS tasks in the absence of the Clinical Systems Dispatcher
· Register new patients onto the EMIS system

· Update patients’ personal details onto the EMIS database when required
·  Book patient appointments onto the EMIS appointment book in a timely manner

· Actively monitor clinicians’ appointment diaries for potential KPI breaches
NHS Portal

· The NHS portal inbox receives palliative care notifications and patient appointments that are blocked from the normal pathway
· Palliative care cases are to be transferred across to the ADASTRA system
· Patient appointments via the portal are checked and verified against the EMIS system 
This list is not exhaustive, and roles and responsibilities may be reviewed and extended in line with changing requirements of Taurus and the wider healthcare environment.

COMMUNICATIONS AND WORKING RELATIONSHIPS
· Mallings Healthcare

· NHS111

· Operational Manager
· Clinical Systems Dispatcher 
· Drivers

· GPs

· Advanced Clinical Practitioners
· Advanced Nurse Practitioners

· Receptionists
· Deputy Responsible Person 

· Overnight Nurses and other District Nurses 
· Patient/ Patient relatives and carers 

· Ambulance service / paramedics 

· Other healthcare professionals 

PERSONAL DEVELOPMENT
· To attend mandatory training and fire lectures regularly and assist with fire policy/evacuation procedure when necessary.

· To keep up to date with and attend training on revisions to information systems or changes in protocols for the inputting of data in the light of Local and national initiatives.  To adhere to agreed protocols at all times. 

· To participate in Individual Performance Review and Personal Development plans on an annual basis and to undertake training and development as identified within these discussions and as indicated by the requirements of the post.
CLINICAL GOVERNANCE AND QUALITY ASSURANCE
· To realise the importance of confidentiality when dealing with patients and staff, particularly when giving or receiving information over the telephone in accordance with the Data Protection Act. 

· Maintain the high standards of the service by contributing towards individual, team and service objectives and acting at all times in the best interest of patients.

· To accurately collect, collate and input data to Information Systems as required by procedures to ensure that patient database records are up to date and accurate. 
· To participate in Individual Performance Review and Personal Development plans on an annual basis and to undertake training and development as identified within these discussions and as indicated by the requirements of the post.

INFORMATION GOVERNANCE 

· Taurus Healthcare requires its staff to comply with Information Governance related standards and policies at all times when dealing with confidential information, which includes any information relating to the business of the company and its service users and employees.

· All Taurus Healthcare staff are bound by a duty of confidentiality and must conduct their duties in line with the NHS Confidentiality Code of Practice, Data Protection Act and Freedom of information Act. 

· Post-holders must maintain high standards of quality in corporate and clinical record keeping ensuring information is always recorded accurately and kept up to date.  The post-holder must only access information, whether paper, electronic or in other media, which is authorised to them as part of their duties.

· All Information obtained or held during the post-holder’s period of employment that relates to the business of the company and its service users and employees will remain the property of the Taurus Healthcare.  Information may be subject to disclosure under legislation at the Company’s discretion and in line with national rules on exemption.

· Any breach of confidentiality or computer misuse could lead to disciplinary action, and in serious cases could result in dismissal.  Breaches after the post-holder’s employment has ended could result in the Company taking legal action against them.

HEALTH AND SAFETY

· To have responsibility for health, safety and welfare of self and others at work.  This includes being conversant with Trust Health & Safety policies and procedures and ensuring incidents, accidents and near misses are reported; taking part in the risk management process and carrying out tasks/using equipment only when competent to do so.
· Be responsible for ensuring the general environment is clear of all hazards.

· All staff have a responsibility to apprise themselves of how the prevention of the spread of infection relates to their role.  They have a responsibility to ensure they are aware of Company policies and procedures in relation to infection prevention and control, and ensure that they comply with them in fulfilling their role.  

EQUALITY AND DIVERSITY 
· Respect the privacy, dignity, needs and beliefs of patients, carers and colleagues.
· Act in a way that recognises the importance of people’s rights, interpreting them in a way that is consistent with Taurus procedures / policies and current legislations.
· Act as a chaperone as needed and when applicable. 
· Behaving in a manner which is welcoming to and of the individual, is non-judgmental and respects their circumstances, feelings priorities and rights.
This job description may be amended by management through consultation with the post holder in order to reflect changes in, or to, the job.

PERSON SPECIFICATION

	Job Title:  Out of Hours Team Leader / Dispatcher

	

	CRITERION
	ESSENTIAL

(Should possess to do the job)
	DESIRABLE

(Could also possess)
	Tested @ INTERVIEW
	Tested on APPLICATION FORM
	WEIGHTING FOR EACH CRITERIA

High      = 3

Medium = 2

Low       = 1

	EDUCATIONAL AND PROFESSIONAL QUALIFICATIONS

	Educated to GCSE or O level standard or equivalent (minimum 5 at grade C or above).
	X
	
	
	X
	

	A supervisory/management qualification or evidence of relevant experience within a healthcare environment.

	X
	
	
	X
	

	Fire warden qualification / trained.
	
	X
	
	X
	

	First Aid qualification / trained.
	
	X
	
	X
	

	SKILLS / EXPERIENCE 

	Able to effectively manage customers’ complaints and concerns.
	X
	
	X
	X
	

	Able to communicate effectively verbally and written, with representatives of other organisations.
	X
	
	X
	
	

	Experience of supervising or managing others
	X
	
	X
	X
	

	Teamwork and co-operation to achieve optimal results.
	X
	
	X
	X
	

	Strong organisational skills.
	X
	
	
	X
	

	Ability to use initiative to resolve problems and/or suggest improvements
	X
	
	X
	X
	

	Computer literate, including use of word processing, spreadsheets, e-mail, the internet, patient database systems and presentation software. 
	X
	
	X
	X
	

	Ability to manage competing demands and prioritise these appropriately.
	X
	
	X
	
	

	Strong inter-personal skills with colleagues, clinicians, patients, managers, and other stakeholders. 
	X
	
	X
	
	

	Customer Service skills.
	X 
	
	X
	X
	

	Experience of working in a healthcare environment.
	X
	
	
	X
	

	Access to own vehicle and clean driving license.
	X
	
	
	
	

	PERSONAL QUALITIES OR ATTRIBUTES

	Friendly and approachable  
	X
	
	X
	
	

	Reliable individual 
	X 
	
	X
	
	

	Working effectively with a team 
	X
	
	X
	
	

	Ability to troubleshoot and think on their feet
	X
	
	X
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