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Position:
NHS 111 Clinical Shift Lead
Division:
NHS 111
Location:
Derby Orbis, Chesterfield Quad, Oldbury Birch
Reporting to:
NHS 111 Clinical Performance Manager
Band:
Band 8a
Last reviewed:
November 2026

   Purpose of the role

Provide visible clinical leadership throughout each shift, ensuring the safe, effective and timely delivery of NHS 111 and Integrated Urgent Care services. Lead the management of clinical demand, deployment and coordination of clinical resources, and proactively escalate operational and clinical risks to maintain patient safety, service resilience and quality of care. Work as part of the Clinical Leadership Team within a multidisciplinary environment, providing clinical management, professional leadership and operational oversight to ensure clinical efficiency, governance and continuous service improvement. Ensure compliance with national NHS standards, organisational Key Performance Indicators and quality requirements, while supporting the delivery of the national nursing and wider healthcare agenda through collaborative leadership, staff development and a culture of continuous improvement.

Performance Measures

Success in this role will be demonstrated through the delivery of safe, high-quality clinical services, effective leadership, and continuous service improvement. Performance will be measured through a combination of operational, quality, governance and people-focused outcomes, including:
· In liaison with the Operational Shift Lead, support real-time management of Health Advisors, Clinical Advisors, Pharmacists, Triage Clinicians, Clinical Practitioners and Dental Nurse Advisors on shift ensuring clinically safe, effective and efficient working.
· Provide support through real-time coaching and direction to call clinicians.
· Assist call taking staff with NHS Pathways queries when requested or through proactively identifying staff on shift who may need support.
· Act as a Clinical Shift lead when required and to maintain competency in the role.
· Maintain own call taking proficiency demonstrating in-depth knowledge of Adastra, NHS Pathways and PaCCS.
· Contribute proactively to continuous quality improvement through own practice and through support to others.
· Effectively manage own team of call taking staff to deliver a clinically safe and efficient service to patients.
· Contribute to the real time and contingency management of shifts as required, providing clinical support and leadership to all staff when required.
· Instigate and facilitate reflection and/or debriefing of challenging calls when necessary.
· Offer appropriate clinical advice on care practices, delivery and service development within the parameters of own role ensuring this advice is evidence based where appropriate.
· Mentor and role model the development of excellence in clinical practice.
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Clinical Leadership and Service Delivery:
· Provide visible clinical leadership throughout each shift, fostering psychological safety, staff wellbeing and a Just culture while supporting the safe, timely and effective delivery of 111.
· Maintain oversight of the clinical queue, dynamically assessing clinical risk based on patient acuity, vulnerability, presenting need and waiting time, ensuring timely intervention and escalation where required.
· Coordinate and deploy clinical resources according to competence, patient demand, service priorities and organisational risk, ensuring safe, effective and equitable patient care.

Performance, Demand and Resource Management:
· Lead the collection, analysis and interpretation of clinical, operational and performance intelligence, using data to anticipate demand, identify emerging risks, improve productivity and quality, optimise workforce deployment, strengthen operational agility and support evidence-based decision-making that improves patient outcomes, service efficiency and organisational performance.
· Deliver safe, evidence-based telephone assessment and clinical advice, maintaining personal clinical competence and operational proficiency within NHS Pathways, Adastra and associated clinical systems.
· Ensure clinical advice remains readily accessible to operational staff through clinical support lines, floor walking and other clinical leadership functions.
· Support operational shift leaders by providing expert clinical advice, risk assessment and decision-making to maintain safe service delivery.

Coaching, Staff Development and Clinical Excellence:
· Monitor, manage and improve clinical performance throughout each shift, providing coaching, mentoring, supervision, reflection and constructive feedback to support professional development and high-quality clinical practice.
· Promote clinical excellence through education, mentorship, reflective practice and continuous professional development, maintaining professional registration and meeting all revalidation requirements.

Quality Improvement, Learning and Service Resilience:
· Facilitate learning from incidents, challenging calls and significant events through structured debriefing, reflection and a culture of continuous improvement.
· Identify opportunities to improve clinical quality, patient safety, productivity and operational efficiency, escalating recommendations and risks to senior leadership where appropriate.
· Support business continuity arrangements, surge planning, major incident response and organisational resilience, ensuring safe service delivery during periods of operational pressure.

Partnership Working and Communication:
· Work collaboratively across organisational boundaries with Integrated Care Boards (ICBs), ambulance services, acute trusts, mental health providers, primary care, social care and wider urgent and emergency care partners to support integrated patient care.
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Governance, Professional Standards and Safe Working:
· Ensure compliance with NHS standards, organisational policies, professional codes of practice, UK GDPR, the Data Protection Act 2018, Caldicott Principles, Freedom of Information legislation and Information Governance requirements, maintaining the highest standards of confidentiality and information security.
· Uphold DHU values, policies, health and safety responsibilities, equality, diversity and inclusion principles, always acting professionally and ethically.
· Communicate effectively with multidisciplinary colleagues, managers and external healthcare partners, promoting collaborative working and positive patient outcomes.
· Maintain a safe, organised and professional working environment while contributing flexibly to changing operational priorities and undertaking any other duties commensurate with the responsibilities of the role.

Wellbeing Accountabilities
· Foster a positive, inclusive, and psychologically safe workplace.
· Monitor team wellbeing and act early to address stress, disengagement, or burnout.
· Manage workloads fairly, promote work-life balance, and support colleagues returning to work.
· Proactively signpost and support the use of wellbeing resources, including EAP (Hapi) services, such as counselling or other relevant support.

Inclusion & Belonging 
· Lead a team culture where all employees feel respected, valued, heard, and able to contribute fully. 
· Model inclusive leadership behaviours in decision-making, communication, and collaboration.
· Create an environment where every team member experiences a strong sense of belonging and can succeed.

Team Engagement
· Lead and maintain a highly engaged team through effective communication, coaching-led leadership, regular recognition and meaningful check-ins. 
· Promote continuous development by supporting development opportunities, proactively acting on feedback and encouraging participation in engagement initiatives
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Experience & Qualification

      Essential
· Current professional registration with the NMC, HCPC or GPhC.
· Degree-level education or equivalent professional experience.
· Evidence of ongoing professional development and maintaining professional competence.
· Experience of clinical leadership and people management within a healthcare setting, including supporting and developing teams.
· Experience of NHS 111, NHS Pathways, telephone triage or a comparable urgent care service.
· Coaching, mentoring or leadership qualification.

Knowledge & Skills

Essential
· Ability to create and manage SMART personal development plans.
· Demonstrable knowledge of engaging people and supporting high standards.
· Excellent interpersonal and communication skills across media, staff levels and external agencies.
· Ability to contribute to and manage change.
· Understanding of appropriate delegation.
· Knowledge of effective people management.
· Ability to interrogate and apply data from varied sources to support performance management.
· Ability to use initiative.
· Ability to manage individual team members in line with policies and procedures.
· Accurate record keeping.
· Excellent telephone manner.
· Problem-solving skills
· Decision-making ability.
· Effective time management and strong organisational skills.
· Ability to maintain strict confidentiality.

Desirable
· Knowledge of NHS 111 systems, pathways and operational processes.
· Clinical Advice Line Trained.


Personal Attributes

· Compassionate, inclusive and supportive leadership style.
· Committed to high-quality patient care and a positive experience for colleagues.
· Builds strong working relationships and works collaboratively with others.
· Demonstrates accountability, integrity and professionalism.
· Adaptable and resilient, with the ability to respond effectively to changing priorities.
· Committed to continuous learning and development.


Key policies and what we expect from each other

Belonging: At DHU, we want everyone to feel like they truly belong. We believe our team should be just as diverse as the people and communities we care for. Whoever you are, wherever you're from - you’re welcome here. We’re all about building a culture where everyone feels seen, heard, and valued.

Diversity: We’re proud of the different backgrounds, experiences and perspectives our people bring. That’s what makes us strong. We treat everyone fairly and respectfully, and we’re committed to creating a workplace that celebrates what makes each of us unique. No one should ever feel left out, left behind, or treated differently.
Safeguarding: Keeping people safe is at the heart of what we do. Whether it’s patients or colleagues, children or adults - we all share a responsibility to look out for one another and speak up if something doesn’t feel right.

Health & safety: Everyone has a part to play in staying safe at work. Be mindful of how your actions affect others and follow our health and safety guidance. If you see something that’s not safe, speak up.
Wellbeing: Look after your own health and wellbeing, and help create a positive, supportive workplace for everyone. Use the resources available, treat colleagues with respect, and speak up if something isn’t right. Together, we can make DHU a place where everyone can thrive.
Engagement: Support and promote employee engagement by collaborating effectively, communicating openly, and contributing to a positive team culture.

Infection prevention and control: A clean and safe space is everyone’s responsibility. Stick to our infection prevention guidance - it helps protect you, your team, and the people we care for.

Looking after our planet: We all have a part to play in protecting the environment. At DHU, we do our bit by using resources wisely and keeping waste to a minimum. That means recycling and sorting waste properly, switching off lights and equipment when we’re not using them, reporting heating or cooling issues as soon as they happen, and cutting down on unnecessary travel. Small actions, big difference - especially when we all do them together.

Teamwork: As part of our DHU team, you might be asked to take on different tasks now and then to help us meet our goals. We all pitch in where we can, support each other, and stay flexible to keep things running smoothly.

Postholder acknowledgement

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. 
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DHU Healthcare is the trading name of DHU Health Care C.I.C., a limited company registered in England and Wales. Registration no. 05834163. Registered office: No:2, Roundhouse Rd, Derby, DE24 8JE.
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With you, we’re making the
difference.

Together, we can achieve
more.
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For you.
For them.
With us.

For you: we offer a fulfilling career, full of support,
compassion, respect, fulfilment, and benefits.

For them: we overcome challenges and achieve more for
our patients and their outcomes.

With us: we’re united through purpose, teamwork, shared
pride and fulfilment. Our values, behaviours and principles.

Our values, behaviours and principles

At DHU, how we work is just as important as what we do. Our Behavioural
Framework (below) is rooted in our CARE values and sets out the behaviours
we expect from everyone. Together, these behaviours shape a culture where
every role and every person matters.

When you become part of DHU, you join an organisation where these values are
lived every day by our people, for our patients, and within our communities.

We are adaptable, We recognise the
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