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JOB DESCRIPTION

Job Title:	Operations Supervisor
Reporting to:	Service Manager 
Location:	Ipswich / Colchester 
Hours of work:	Full time or part time hours would be considered.  (Minimum 50% during the evenings, weekends and bank holidays)
	 
Purpose

To develop the operations based in NEE OOH / SNEE CAS including the supervision of the remote operational staff.  
To monitor and evaluate the performance of staff by means of regular appraisal, audits, training and development activities. 
To monitor and evaluate the rota times ensuring the business needs and National Quality Requirements (NQR’s) are met. 
To ensure the highest quality of service delivery for Practice Plus Group patients, whilst maximising resource utilisation.  

Duties and Responsibilities

Responsible for recruitment, selection and induction including reviews of new Hub, Driver and Reception staff members including their on-going training.
Line management of operational staff in conjunction with our human resources policies, this will include performance management, time-keeping, sickness/leave monitoring and advance adjustments to the rota where necessary.
Ensuring operational staff fully understands the importance of their role in ensuring effective, efficient, caring, and positive delivery of service to the patient.
Carry out annual appraisal, one to one’s, and policy audits on all staff.
Maintain communication links between operational staff and other Managers and Supervisors.
Work with the Service Manager, Clinical Lead and other managers/supervisors so that operational matters and clinical issues do not conflict and are understood.
To ensure efficient delivery of all operational areas are maintained: Hub, PCCs and Visiting.
Health and Safety is monitored within the operational areas on a regular basis.
Audit responsibilities in line with Practice Plus Group audit framework and lead on specific audit area/s. 
Involvement in Fleet management as required.
Ensuring correct stock levels for all equipment and supporting stationary used in the delivery of OOH operational services.
Ensure patient confidentiality is secure at all times.
Promotion of an environment of patient focus and ongoing quality improvement.
Ensure all staff are made aware of Practice Plus Group local and central policies/procedures and these regularly reviewed and updated.
Ensuring complaints/feedback are dealt with promptly and adequately investigated as requested by the senior management team. This will include proactive management to ensure reasons for complaint are eliminated or diminished as far as possible.
Problem solving, and trouble-shooting according to the demands of any particular operational situation.

On call responsibilities for Practice Plus Group in rotation with other supervisors.  Additional payment is made for this.
[bookmark: _Hlk178861243]To be trained as a coordinator, receptionist and driver for business continuity  
Ensuring strict prescription monitoring is maintained.
Arranging quarterly staff meetings and workshops, keeping records of these meetings.
To ensure the care and motivation of all operational staff.
Work with the Rota Team to provide and manage an accurate operations rota for the service.
Identify the need for new policies and procedures where necessary and discussing with the management team.
Ensuring each service has an up to date procedural and policy manual.
To prepare various statistical data for monthly report as requested by the Service Delivery Manager. 
To maintain budgetary adherence and attend regular meetings with the Service Delivery Manager to review budgets.
To ensure National Quality Requirements are met in a cost effective manner without compromise to quality.
To understand pre-determined Key Performance Indicators.
To assist in companywide Business Continuity planning.
To be proactive in developing and co-ordinating any new projects / incremental  taken on by the organisation.
To demonstrate an accurate and professional attitude to all patients, surgeries and any other professional agencies.
To inform the Service Delivery Manager if there is any foreseen ‘risks’ due to staffing with a strategy of ensuring the business needs are met.
To ensure all staff are aware of other OOH providers for onward referral.
To ensure ‘special patients’ are managed following guidelines.
To inform and update operational staff on operational changes and ensure changes are followed. 
To ensure all paperwork relating to the OOH service is filed appropriately and stored as per data protection requirements. 
To make sure IT security is followed by all personnel.
To ensure that security for the call centre is maintained and monitored.
To ensure the voice recording systems are managed and operational.
To chair regular team meetings with line reports, in addition to appraisals and one to one meetings.

Relationships
This post holder will report to the Service Delivery Manager 
Reporting to the post holder:
Hub, Drivers & PCC Receptionists


Confidentiality
All information obtained in the course of the post holder’s duties should be treated as strictly confidential.  Any breach of confidence or disclosure of such information, without express permission, may lead to disciplinary action.  The post holder has a responsibility to comply with the Data Protection Act 1998 and Code of Practice on Confidentiality.

General

The duties of this post are a guide to the range of responsibilities that may be required.  These may change from time to time to meet the needs of the service and/or the development needs of the post holder.

This job description will be revised regularly to take account of changes within the organisational structure and Practice Plus Group’s business plan.

Health and Safety at Work 

The post holder is required to take responsible care for the health and safety of him/herself and other persons who may be affected by his/her acts or omissions at work.  The post holder is also required to co-operate with Practice Plus Group to ensure that statutory and departmental safety regulations are adhered to.

All duties must be carried out in accordance with Practice Plus Group’s policies and procedures and with regard to Data Protection Act 1998.

Equal Opportunities

Practice Plus Group is an equal opportunities employer and you will be expected to comply with all relevant policies and procedures in this area together with all other policies and procedures as initiated by Practice Plus Group.

Smoking

Practice Plus Group is a non-smoking organisation and you are therefore required not to smoke in any of the buildings where Practice Plus Group’s business is carried out.

Travel to other sites

You may be required to travel to other Practice Plus Group locations.

Complaints

From time to time, complaints may occur, no matter how professional the approach of our staff.  All complaints are investigated promptly, and the full co-operation of staff is required.  The current guidelines amplify the above points with policies and procedures explained.




Other duties

The post holder will be required to undertake any other duties according to the needs of the service.  This job description is not intended to be an exhaustive list of activities, but rather an outline of the main areas of responsibility.  Any reasonable changes will be discussed and agreed with the post holder before any variations to the job description are made.


PERSON SPECIFICATION

Operations Supervisor
	


	
Essential
	
Desirable
	
Comments

	
EDUCATION/
QUALIFICATIONS

	
Good general education
	

	

	
SPECIALIST
SKILLS/
ABILITIES

	
IT skills – word, excel & IT Ability to prioritise workload & work effectively under pressure 
Motivation 
Numeracy/Literacy
Performance Management
	
	

	
RELEVANT
EXPERIENCE

	
Managing a team
Minimum 1 year supervisory experience in a similar operational service

	
Supervisory 2-3 years experience in a similar operational service

	

	
KNOWLEDGE

	
Good knowledge of primary care or 111 service 
	
GP out of hours service/NHS
	

	
COMPETENCIES

	
Effective communication skills
Ability to effectively lead teams
	
	

	
OTHER
REQUIREMENTS

	
A positive and professional attitude
Should be flexible in approach to ever changing demands
	
	






Signed: _______________________________	



Position: ___________________________


Department: ___________________________ 	


Date: ______________________________




This form must be completed for each vacancy prior to advertising and forwarded to Human Resources, together with a copy of the job description, person specification and proposed advertisement.  All 3 forms should accompany the Request to Recruit form.
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