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Job Description & Person Specification

	Position:
	Shift Supervisor
	Division:
	LLR

	Location:
	Anstey Frith House, Leicester
	Reporting to:
	Deputy Operations Manager



Purpose of the Role
To provide real time supervision of the operational shift (all staff and resources employed in the Leicester, Leicestershire and Rutland (LLR) Out of Hours Service) Maintaining delivery and performance of the Service in line with key KPI’s and NQR’s. Ensuring compliance with standards in line with agreed policies and procedures. Effectively monitoring, reviewing and supporting all satellite sites within the LLR Service at all times.
Key Success Measures

· Caring & Compassion - We will actively listen to understand and empathise with others’, with a desire support both
patients and colleagues.
· Always Professional - We will be accountable for consistently delivering high quality healthcare for our patients
· Respect & Dignity - We will actively listen to each other and our patients to answer their concerns or questions. We
will maintain and respect patient’s dignity and must ensure it is never compromised.
· Everyone Matters - We will actively encourage feedback from both patients and colleagues to continually improve our service, ensure everyone has an opportunity to have their voice heard, and everyone has an opportunity to further develop their skills and competencies.
Key Areas of Responsibility & Accountability

· Actively supervising a team of Patient Navigators and providing support, guidance, advice and feedback to employees in remote roles within the shift. Holding first-line responsibility for performance management of staff, communication and all other staff management issues.
· Operationally supervising non clinical and sessional staff in line with operational requirements, policy and procedure to support service delivery.
· Maintaining accurate records of all communications centre activity, including the maintenance of the incident log, absence reporting, incident reporting, complaints reporting, all in line with DHU procedures.
· Actively supervising the call volumes within the communications centre to ensure optimum service delivery to
patients and maintenance of service standards
· Being the first point of contact for all external communications that fall outside of established call pathways.
· Being competent in the use of all hardware, software and telephony functionality across the service and related functions, training employees as required.
· Supporting the delivery of and adherence to mandatory training as required for all staff across the out of hours
service, in line with current policy and procedure.
· Having first-line responsibility for the operations within the out of hours service utilising escalation and contingency plans as required, safeguarding service delivery should systems fail, completing all necessary paperwork and reporting to On Call Manager as required.
· Ensuring all operational equipment is functional, ensuring equipment is taken out of use and reported to IT helpdesk, systems engineers or others immediately, as required. Log and escalate issues that impact on the operation.
· Acting as the designated fire officer and first aider when on duty within the service.
· Being responsible for ensuring all staff follow statutory, mandatory, organisational standards and legislation, policies and procedures whilst on duty.
· Supervise each shift in line with DHU policy and procedures, ensuring all necessary quality standards are adhered to.
· Report on all incidents, complaints, professional feedback and issues occurring during the operational shift via the Incident Log and escalate in line with the escalation policy and procedures.
· Be responsible for compiling reports, statements and other information to support the process of managing the shift.
· Ensure the staff rotas and resources are appropriate, arranging additional staff as required to ensure capacity is available to meet the demands of the service, maintaining service standards.
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· Ensure all information required to operate efficiently is in place prior to the start of each out of hours period e.g.)
rota’s
· Utilising questioning and listening skills in order to gain information quickly and sensitively, dealing with all callers in an empathetic manner.
· Support the delivery of all KPI’s and NQR’s through effective and active Supervision of the shift.
· Ensure quality standards are met at all times
· Contribute to the financial security of the organisation by effective management of the shift rota in order to reduce overtime payments and agency costs.
· Ensure all work-force measures are achieved through effective supervision of attendance, punctuality, holidays and flexibility.
· Record, respond and escalate all operational issues in line with DHU escalation process and policy.
· At times of high call volume or significant shift coverage issues there may be a requirement to perform the role of Patient Navigator, Dispatcher or Receptionist.
Key results area (Team Management)
· To operationally supervise staff in line with service delivery, time in attendance, absence and in line with the needs of the service, including approaching agencies and sessional staff to support cover as required
· within the shift.
· To carry out monthly one to ones with your team or individuals, communication all new policies, procedures and changes as required.
· To conduct regular Team meetings to provide effective communication, encourage feedback and provide support across all of the sites for all employees within the LLR Service.
· Manage all HR issues within sphere of responsibility working in conjunction with the HR team and in accordance with the HR policies and procedures.
· Within sphere of responsibility, ensure that all staff training is completed in line with HR Policies and Procedures, including the onward documentation through the training database.

Key results area (Professional)
· In accordance with DHU Policies & procedures maintain own development and competence through attendance at mandatory training courses and specific developments as identified via PDP in the appraisal process
· At all times ensure own work practices, conduct, behaviour and attitudes provide an example of professionalism for all staff. Be a role model for DHU values.
· At all times ensure that your own actions support and promote equality, diversity and the rights of patients, the public and colleagues within the service.
· Ensure effective management of risk within sphere of responsibility in accordance with DHU Risk Strategy, ensuring compliance with Health & Safety legislation and Clinical Governance Policies and Guidelines.

Other
· To complete Audits within the service when required.
· Ensure that computer records are accurate.
· Travel to other sites may be necessary in course of duties.
· The majority of hours of work are within the Out of Hours period – evenings, overnight, weekends, bank holidays.
· As you will expect the organisation may change from time to time and you will be expected to meet the operational requirements.
· Any other reasonable duties as required from time to time.

Person Specification

Qualifications
· Educated to degree level or equivalent experience,
· Ideally Excel qualification
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Experience
· Previous suitable/management experience managing a large team including management and motivation of staff
· Ideally have previous NHS management responsibility and experience
· Previous experience of working with staff in a busy service environment
· Communication with a variety of people
· High level of computer experience (e.g. Word/Excel and other packages)
· Databases
· Rota management
· Change management
· Ideally have experience in of SystemOne, Adastra and/ or other Clinical Information Systems

Skills and Knowledge
· Excellent interpersonal/ communication skills
· Ability to manage change
· Delegation
· People Management
· Ability to use initiative
· Accurate record keeping
· Problem solving skills
· Effective time management – strong organisational skills
· Ability to maintain strict levels of confidentiality

Job Circumstances
· Commitment to the role. Able to work unsocial hours including bank holidays.
· Flexibility to meet service/rota needs.
· Be prepared to travel between different sites when required.
· Full driving licence.

Personal Qualities
· Flexibility in hours and duties
· To attend mandatory or professional development training as required
· To be available for annual appraisal
· Able and willing to travel to other DHU sites if required.
Behavioral Skills
· Caring & Compassion – Putting patients interests at the heart of everything we do
· Always Professional – Demonstrate excellence in everything we do
· Respect and Dignity – Everyone has the right to respect and dignity
· Everyone Matters – Placing our colleagues and patients at the heart of the organisation 

Health & Safety

The post holder is required to take responsibility for their own personal safety and that of other persons who may be affected by his/her acts or omissions at work. The post holder is required to comply with DHU Health Care CIC’s Health & Safety Policy and Procedures.

Infection Prevention & Control

Infection Prevention & Control is pivotal in ensuring a safe & clean environment for both patients and staff. IP&C is everyone’s responsibility and strict adherence to the IP&C policy is expected of ALL employees of the organisation.

Safeguarding

DHU Health Care is committed to safeguarding and promoting the welfare of Adults, Children and Young People and expects all staff and volunteers to share this commitment.

Diversity

At DHU Healthcare, we take pride in reflecting the rich diversity of our communities and fostering an environment where every person is valued, respected, and empowered to bring their authentic selves to work, free from discrimination or bias. To read more about our Equity, Diversity, Inclusion & Belonging pledge and see the progress we have made, please click here, or alternatively, you can reach out to our ED&I team at EDandI@DHUHealthcare.nhs.uk
 
Acknowledgment
I acknowledge receipt and confirm my understanding and acceptance of the responsibilities specified in my Job Description.

Please Note: If you are unclear of any requirement in this document obtain clarification from your line manager.

	Signature of Post Holder:
	
	Date:
	

	Name:
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