[image: image1.jpg]Persona




	Role:

Head of Service - Operations Head of Care

	Job Purpose:


To maintain responsibility and accountability for an agreed group of operational services ensuring that quality is delivered.  To be accountable for supporting managers to ensure each service is compliant with regulations. To provide professional and managerial supervision and leadership of Service/Managers, some of whom may have Registered Manager status.

To contribute to the design and delivery of the strategic plan and to lead on key areas for implementation, ensuring effective and robust change management.
Contribute to the development of policy and procedures for operational services 
To identify areas of development and implement action plans for service improvement

To ensure services across the business are compliant and are delivered in line with the Persona values and that people receive support are safe, caring, effective, responsive and well-led. 
 To work in partnership both internally and externally to ensure the best outcomes are achieved for people receiving support and the organisation

	This role will make a difference by….

Bringing about change. Being consistent. Leading by example. Maintaining focus on quality. People receiving support are engaged and actively involved in their care, and the organisation. Being innovative. Ensuring that people matter. Creating resilience. Encouraging and enabling organic growth. Ensuring staff have the appropriate skills and qualities for their roles, supporting the development of staff at all levels.

	Duties and responsibilities:

Leadership 

To provide consistent and inspirational leadership to the organisation at all levels, ensuring all staff and volunteers are motivated, empowered, valued and performing to their full potential

Provide professional leadership of operational services placing a focus on professional development at all levels of the organisation.
Play a role in recruitment and selection including modelling Persona values to prospective and new recruits and supporting thorough induction of new staff.
Governance

Form a close working relationship with the Director of Care and other Senior Executives on the Leadership Team
Accountable to the Director of Care for the operational management and performance of the services, including provision of reports and performance data as required
Attendance at Board and engagement with Non-Executive Directors when required
Delivering good governance over operational services by ensuring the implementation of policies and procedures and systems and processes to ensure continuous monitoring and service development 
Quality and Compliance
Deputise for the Nominated Individual in respect of CQC related business as requested

Be accountable for ensuring compliance across registered and non-registered services and that all services perform to the expected standards. Addressing any non-compliance or performance below standard of individuals, teams or services in a robust and timely manner
To maintain oversight and co-ordinate appropriate responses to notifications from services in a timely manner and to identify where action is required and report to Leadership Team accordingly

Undertake regular audits and spot checks against standards and make appropriate recommendations around improvements, celebrating good practice where it is identified

Work in partnership with managers to proactively manage the relationship with quality assurance and regulatory bodies to ensure that the organisation is presented in a consistent and positive light

To support managers in planning and preparing for inspection

Ensure that operational systems are robust, compliant, maximise technology and support current activities and future growth
Ensure that systems are in place to check quality and compliance and that outcomes from these are acted upon and used across the organisation to learn and develop

To deliver against agreed service improvement plans

Relationships and Profile

To act as an ambassador and to represent and promote the interests of the organisation externally

Act as a role model for the organisation leading by example in demonstrating the underpinning values in action

Managing effective relationships with commissioners, regulatory bodies and other external agencies 
Operations

Take responsibility for leadership of a group of operational services

Analyse performance and compliance reports and returns and to lead on action in areas identified for improvement

Contribute to the development of all organisational policies, processes and functions including health and safety, business continuity, customer referral pathways, customer exit pathways, quality assurance

Oversight of operational budgets to create efficiency and maximise income
Develop good insight into customer opinion of services and support managers to respond appropriately to feedback and improve outcomes

Strategy

Undertake research and horizon scanning in respect of operational policy development, legislation, regulation and best practice initiatives that the organisation needs to consider

Contribute fully to the development of company strategy across all areas of the business, challenging assumptions and decision-making as appropriate and providing guidance on all activities, plans, targets and business drivers

Play a key role in establishing an organisation which is focussed on business growth and commerciality as well as achieving efficiency

General Management

Be effective in accountable decision making
Provide responses to on-call managers out of hours where necessary
Ensure that the work of the organisation is planned, executed, controlled and monitored to meet its strategic objectives, business plans and statutory and regulatory requirements

Ensure that all regulatory standards are met across all services to the highest possible level and that the highest quality of service is achieved within available resources
To be involved at an appropriate level in employee relations matters and all aspects of employee management and development

Ensuring good two-way communication systems are in place and make best use of established communication channels within the organisation
Business Development

To contribute to development of new business ideas and concepts, testing these out to establish viability and profitability
To lead on implementation of agreed business growth and development initiatives
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You’ll be able to keep those plates spinning whilst standing on your head – and get others doing it too!
Person Descriptor:

You’re a skilled and experienced social care professional with a wide knowledge of the sector and its regulatory context. You’ll be able to drive teams to achieve high standards and reputation whilst also supporting growth and development. You’ll be able to help change the culture to become more personalised and flexible to meet the changing needs of customers. 
Person Specification:
	Essential Attributes

	Qualification and Knowledge

1. Membership with Skills for Care
2. Professional qualification in social care or leadership and management at degree level
3. Evidence of relevant continuing professional development

4. Extensive knowledge of social care standards and regulations and how these relate to practical operation of the service

5. Good working knowledge of care planning and management systems

6. Sound understanding of the social care sector and market 

	Experience

1. Working at a Management level within an organisation with 200 plus staff
2. Direct management and leadership of operational social care services across multiple sites 
3. Liaison with statutory agencies and regulators 

	Skills and Abilities

1. Able to manage operational services to the required standards within budget
2. Ability to challenge in an appropriate and constructive manner so that business performance and development is robust

3. Able to understand and utilise business management information to develop business improvement plans
4. Able to form strong professional relationships on a number of different levels, relating to customers, carers, staff, managers, Board members and external networks

5. Ability to work in partnership with others within the business to drive efficiency, business improvement and growth

6. Ability to be credible to staff and to engage and empower them in delivery of quality services
7. Able to relate to customers and carers and to place them at the centre of business management and development

8. Professional but succinct report writing skills which are adaptable to a range of audiences including non operational specialists

9. Able to generate ideas and solutions 
10. Able to work as part of a team but to take a lead where required 

11.  Able to manage multiple complex issues whilst maintain focus
12. Ability to demonstrate understanding and apply our workplace values



	Attitude

A ‘can do’ approach to problem solving. You thrive off the pace of operations and the fact that no two days are the same. You don’t see problems – only solutions that are waiting to be found. You have a passion for delivering quality services and for customer’s and staff to have a voice in the organisation. You’ll really put people at the heart of the business.


	Desirable Attributes

	Qualification and Knowledge

1. Specialist knowledge of either Older People or Learning Disability Services

	Essential Experience

1. Working as a Registered Manager in Older People or Adult Services



	Values and Behaviours:

	Our values are the principles by which we behave towards everyone around us including customers, colleagues, carers, family members and other professionals.

	
	Behaviour Statements – People…

	R
	Respectful
Treat others with respect and dignity 

Listen with an open mind to the views and opinions of others

Communicate politely with the right tone and language

Handle confidential or sensitive information with discretion



	E
	Enthusiastic
Are positive, have fun and put 100% energy into each day 

Celebrate success and be proud of what is achieved

Ensure skills and competence are maintained and developed

Uphold strong work ethics around attendance and reliability



	A
	Adaptable
Willing to change or try different things

Adapt their style and approach where this can create a better outcome

Adapt each day to ensure it meets the needs of those they work with

Help each other out



	C
	Caring
Treat others with kindness and understanding 

Appreciate the difference in others and value everyone

Have empathy and understanding for others and give emotional support

Work to agreed standards of quality



	H
	Honest 

Speak up when it matters

Take responsibility for my actions

Act in a way that is consistent with what they say

Resolve tension or conflict through listening and talking it through




