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NHS NATIONAL SERVICES SCOTLAND
JOB DESCRIPTION
	1.     JOB DETAILS

	Job Title
	Shared Services Manager

	Immediate Senior Officer/ Line Manager
	Associate Director Corporate Governance (Board Secretary)

	Department
	Finance Corporate Governance and Legal Services

	SBU
	 Corporate Governance

	Location
	Flexible

	CAJE Reference
	SPSTS592R

	

	2.   JOB PURPOSE

	
The post holder will be expected to lead, manage, develop, improve performance and service delivery of the NSS Shared Services office, own the Shared Services strategy on behalf of NSS and ensure services are delivered in line with agreed and continually improved performance standards (KPI’s) to external customers in line with their organisational priorities. 

To provide a high quality, proactive and professional Shared Services offering to existing & potential customers of NSS by working collaboratively, focussing on benefits and gaining best value from service provision to promote and improve quality across NHS Scotland. Manage the relationship between the Shared Services and customers ensuring performance and service issues are address appropriately. Promote excellence in performance, customer service, customer experience and quality improvement. 

To lead on multiple programmes through external customers and internal departments within NSS. The post holder will be expected to influence existing and potential customers who require a shared service by analysing the range of requirements throughout multiple NSS departments, analysing and agreeing performance and service delivery standards with the customer and NSS department heads whilst continually ensuring performance and service issues are addressed in line with customer expectations.

To lead on the development and implementation of quality improvement initiatives across the range of Shared Services that extend and enhance the NSS offering externally across NHS Scotland and beyond with the aim of becoming the Shared Services provider of choice.  




	3.   DIMENSIONS
	

	The Shared Services Manager has direct responsibility for service development, performance standards and quality improvement of a priority service for NSS in line with its shared service strategic objectives and goals. 
The post holder is the owner of the strategy, fully accountable for the delivery of objectives and business plans as well as the management of service delivery and performance standards, improvement initiatives and quality of what is delivered in a shared service with internal and external customers through the NSS Shared Services Office.
The post holder is required to inform and influence a range of strategies and plans across NSS specifically service strategies. In doing so, effectively shape and improve Shared Services so they are customer focused and driving increased levels of advocacy and satisfaction.
The post holder must be able to interpret the need for a wide range of general policies of different external organisations and make decisions on how to implement these within a shared service offering such as: HR Policies, Standing Financial Instructions etc. (this list is not exhaustive) ensuring advice is being given correctly within a shared service environment which could be out with the existing NHS Scotland or standards.
The post holder directs and manages the performance of staff across the NSS Shared Services team.
The post holder has the authority to commission and approve activity budgets of up to £5000.
The post holder works autonomously and is self-directed. Managing their own workload on a daily basis and prioritises time and resources accordingly 

	



	4.   ORGANISATION CHART
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	** The specific roles that will report into this role will be confirmed after completion of OneNSS programme of work**




	5.   ROLE OF THE DEPARTMENT

National Services Scotland’s core purpose is to deliver effective national and specialist services which enable and support improvements in the health and wellbeing of all the people of Scotland. It delivers these services through its strategic and supporting Directorates. The Scottish Government places a heavy reliance on NSS for perspective and guidance in relation to formulation of strategic public sector policy in shared & specialist services. 

The Finance, Corporate Governance and Legal Services Directorate provides a range of professional financial, corporate governance and legal services both internally within NSS and on behalf of NHS Scotland boards and the wider public sector. 

The Corporate Governance Service operates under the direction of the NSS Board and Executive Management Team. The Service is responsible for all aspects of corporate governance, corporate affairs and board services. It provides specialist services in a range of areas. 

The main activities include: 
• Corporate Governance Oversight
• Corporate Reporting Systems 
• Board and sub-committee governance. 
• Secretarial services to the NSS Board and various NHS Scotland level fora including the NHSS Board Chairs, the NHSS Board Chief Executives and the Scottish Association of Medical Directors. 
• Internal audit. 
• Oversight of audit activity including, but not limited, to Service Audit, Information Commissioner’s Officer (ICO) Audits, Network and Information Security Directive (NiSD) Audits 
• Governance reporting. 
• Development of NSS wide policies for non-workforce related areas. 
• Whistleblowing and confidential contacts. 
• Freedom of Information (FOI) and Records Management 
• Statutory and regulatory compliance in the areas identified. 
• Personal assistant and executive officer support. 
• Shared Services arrangements including corporate shared services with Public Health Scotland
• Business Support 

The Service has corporate wide responsibility for the provision of assurance to the NSS Governance Committees and external regulatory bodies that NSS is meeting its regulatory and governance requirements. It is also responsible for maintaining a high level of awareness and understanding of emerging regulation and policy on behalf of NSS.



	

	6.   KEY RESULT AREAS 

1. Formulate and own the NSS Shared Services strategy ensuring that the organisation is able to respond to external customer needs in a planned and measured way. Using detailed knowledge of the wider external operating environment; adjust this strategy as appropriate to reflect SG and NSS priorities. Work collaboratively with the internal services and customers to do this to ensure service delivery and performance standards 

2. Lead on the planning and performance of highly complex service change initiatives considering impact on capacity, workforce and financial resource. Devise the Shared Services contribution to the NSS strategy and formulate, implement and report on the operational plans. 

3. Responsible for the continual improvement of customer experience and quality of shared service offering through working collaboratively with multiple shared service providers and influencing and driving quality standards with existing and future external customers promoting a range of shared service offering to NHS Scotland and wider organisations

4. Drive and develop external opportunities for Shared Services provision or areas for collaborative working based on the strategic direction of NSS and the wider Health and Social Care environment. This will enable these customers from NHS Scotland and beyond to operate more efficiently and effectively by concentrating resource on their primary services. Own the scoping process, develop the service offering based on customer needs (e.g. modelling costs, workforce planning etc) and onboarding process. 

5. Responsible for establishing, and preserving deep and effective partnerships with external customers and stakeholders (e.g., Chief Executives, senior management teams and external customer senior teams, Scottish Government policy makers, other NHS Board senior managers etc.) to ensure that NSS Shared Services are recognised as the provider of choice within the public sector and that stakeholders are playing a key role in evolving and improving Service provision.

6. Lead on establishing, developing and managing the NSS Shared Services Office to oversee the effective delivery of a range of Shared Services to external customers in line with Service Level Agreements.  

7. Interpret the need for a wide range of general policies of different external organisations and make decisions on how to implement these within a shared service offering such as: HR Policies, Standing Financial instructions etc (this list is not exhaustive) ensuring advice is being given correctly within a shared service environment which could be out with the existing NHS Scotland or standards

8. Research best practice in Shared Services delivery across the public and private sector through benchmarking activities, customer questionnaires and the collation of qualitative and quantitative data to ensure best practice is adopted and embedded across NSS Services to improve service delivery and customer base over time. 

9. Responsible for developing and driving organisational service policies across the Services and customer organisations to ensure effective performance management systems are in place and operating effectively within the agreed performance, improvement and service delivery standards, quality and governance frameworks. Work to continuously improve quality standards and customer experience by developing a customer charter in partnership, stating and agreeing expectations and standards. 

10. Responsible for the use and analysis of range of data to identify capacity and demand to ensure quality of service, quality improvement, performance standards and drive decision making. The post holder will use expert data analysis skills to interpret highly complex data from a range of systems, surveys and focus groups as well as other methods of feedback, to understand trends and issues with customer delivery and to build internal and external capacity and capability in the area of Shared Services. 

11. Responsible for identification of areas of collaborative working, continually assessing service delivery project/programmes and comparing a range of options for existing and new customers to using complex data, which requires the post holder to use judgement to drive improvement initiatives that may involve service redesign, business change or change to roles within that to make best use of resource for sustained benefits realisation, quality improvement, service delivery and value add. 

12. Ensure that Shared Services related issues and risks are appropriately identified and acknowledged. Make decisions on mitigation, ensure issues are logged and adjust any plans, strategies and policies that may adversely impact NSS business and reputation. 

13. Identify, develop and deliver training for a range of staff groups involved in the delivery of Shared Services. Address the development needs of individual service leads and groups of staff at Service and NSS level. Training and development will be delivered several times a year and often to groups of 20 or more.

14. Develops long-term strategic plans for performance, quality and service improvement of shared services in new areas across NHS Scotland. 

15. Responsible for planning and implementing new ways of working using a collaborative approach working across NSS and NHS Scotland to allow the necessary capacity of workforce to be identified to deliver shared services to new and existing customers to allow the service delivery to be maintained and continually improved whilst meeting quality and performance standards agreed within existing or new service level agreements. Involves influencing, understanding and agreement with Shared Services departments.

16. Manage, lead and direct the Shared Services team ensuring staff have the skills and competencies required to deliver a high quality service and are adaptable to the significant technological and cultural changes taking place within NHS Scotland and beyond. 

17. Set and monitor objectives and provide appropriate learning and development support to maximise team and individual performance. Ensure that staff are guided, supported and mentored through processes of change, such as new ways of working, ensuring effective engagement in partnership to successfully embed change

18. Driving investigations of complaints and determining appropriate recommendations for resolution e.g. improvement initiatives, customer service training. 


	




	7.   ASSIGNMENT AND REVIEW OF WORK and DECISIONS AND JUDGEMENTS

	
The post holder works autonomously and is self-directed. Managing their own workload on a daily basis and prioritises time and resources accordingly 

Work for the post holder is generated from a broad framework including the NSS Board and Executive Management Team, from customer and stakeholder demands and emerging public sector priorities in Scotland. Interprets government policies to influence the strategic direction of NSS Shared Services in NHS Scotland and the wider public sector. 

Within this framework the post holder has autonomy to determine strategy, resource and methods for achieving objectives.  The post holder ensures appropriate governance is in place for aspects of plans, including stakeholder engagement, performance and risk management.  The postholder is expected to set his/her own priorities, ways of approaching work, resolving contentious service and staff issues, managing risks and using judgement appropriately.  

The post holder will resolve all problems/queries encountered by deciding and devising solutions and implementing these by using extensive specialist knowledge and experience of the Services and service delivery.  The post holder will also anticipate problems that may jeopardise service delivery and drive actions to rectify any situations. The post holder has the professional credibility and authority to influence NSS senior leaders to review the NSS Shared Services Strategy and re-prioritise service delivery in line with customer requirements.

Examples of highly complex decisions and judgements typically required of the postholder include: 

· Negotiating and influencing Directors and stakeholders about Service priorities which balance customer needs and demands with the overall delivery when they may not agree. 
· Using judgement when communicating difficult or complex customer feedback to Services, as this may be contentious, then encouraging / facilitating collaborative working to find solutions. 
· Making judgements around resource to meet identified business needs, foreseeing risks/issues and understanding when appropriate to take action or escalate. For example, managing risk around onboarding new customers whilst maintaining the same level of service provision to existing customers. 
· Interpreting and resolving complex service problems and determining the most suitable solution from the options available, that will avoid or mitigate risk of a recurrence and improve customer satisfaction and experience. For example, where business processes cross Services, involving multiple people or systems working together or where they include 3rd party suppliers. 
· Managing contentious or sensitive staffing issues, taking guidance where required (e.g. HR advice) making decisions that are compliant with HR policy whilst also taking into account the particular circumstances of the case.
· Determining the appropriate approach(s) to develop, motivate, and monitor staff within the NSS Shared Services office to ensure individual and collective objectives are achieved. 

The post holder must manage the conflicting demands that the above entails, negotiating, influencing and balancing different customers in terms of the timescales and deadlines. 

The postholder will agree their objectives and personal development plan with the Associate Director Corporate Governance (Board Secretary) and will participate in a mid-year and annual performance review meeting in line with the NSS Performance and Review/Appraisal Process.




	8.   COMMUNICATIONS AND RELATIONSHIPS

	
The post holder is required to develop and promote strong working relationships with a range of both internal and external stakeholders and customers. The post holder must demonstrate excellent communication skills using a variety of techniques including daily written/electronic correspondence, weekly face to face meetings, and regular delivery of presentations and briefings. 

Excellent written and oral communication skills are required since the post holder will interpret highly complex performance data to be able to design and present proposals, interact and influence key stakeholders at senior levels internal and external to NSS at a detailed technical and also non-technical level, tailoring this as necessary. 

This includes interpreting needs and presenting proposals relating to service offering for new customers, improvements for existing customers, driving negotiation and co-operation in developing Service Level Agreements, influencing and negotiating changes in service delivery particularly when overcoming resistance to change and working collaboratively across all the Services to achieve this, developing plans and agreeing priorities, promoting and influencing decisions in partnership, dealing with customer complaints and stakeholders who may be aggrieved about decisions in relation to the service provided. 

The role will require the post holder to regularly provide written and verbal briefings and presentations to various stakeholders/groups such as NSS governance groups, Directors, senior management teams, Scottish Government colleagues and customer senior management teams such as Public Health Scotland and potential new customers. 

The postholder must be able to persuade and influence others, in particular senior managers and professionals, over whom the post holder has no line management authority.  Influencing and negotiation skills are required when, for example, trying to address service issues within tight financial, resource and time constraints.  

Communications can be of highly complex nature, often involving sensitive issues regarding members of staff e.g. TUPE transfers or changes to job roles due to service change/re-design etc. Reassurance, empathic and diplomacy skills are required when discussing sensitive issues with staff such as conduct or performance or when dealing with a complex complaint.

Internal
· Line Manager, direct reports to ensure smooth operational delivery of NSS Shared Services. 
· Executive Directors, Associate Directors and Senior Managers across NHS NSS
· Liaison with Senior Management to report on service delivery matters/progress on improvement initiatives etc.
· Staff across the services for the purposes of communicating information on service delivery and managing SLA performance
· HR Advisors for advice and support in managing staffing issues – both formal and informal; for guidance and support in developing and delivering aspects of training programmes, as required e.g. customer service training. 
· Trade union representatives in relation to issues impacting on staff and to ensure effective partnership working

External
· Working closely with the Scottish Government, Chief Executives, Directors/Senior Management in NHS Scotland Boards, Health & Social Care Partnerships and other agencies such as The Alliance and the Scottish Health Council to manage and develop NSS Shared Services within Scotland.
· Chief Executives and Directors within other external, public sector and stakeholder organisations to ensure understanding and availability of NSS Shared Services. 






	9.   MOST CHALLENGING PARTS OF THE JOB


	· Maintaining and improving the high quality of service delivery and customer service standards expected within an environment of decreasing resources, revenue budgets, changing organisational culture and new technology. 
· Building and maintaining effective engagement across a wide diverse range of stakeholders all with different expectations and demands, some of which it will not be possible to meet
· Balancing priorities and activities within the Shared Services Office to ensure timely delivery
· Ensuring the services are sufficiently robust and effective to deliver consistent quality to customers.
· Training, coaching, mentoring and managing staff to maximise potential and increase efficiency and effectiveness.
· Developing new/innovative solutions to meet the requirements of the customer, reducing bureaucracy and overcoming resistance to change in the new environment.
· Business and workforce planning capacity to ensure service level agreements are continually reached in line with performance standards agreed
· Influencing service delivery within NSS working in a collaborative way with Directorates involved in the shared service delivery agenda




	10.   SYSTEMS


	In order to develop and present strategies, plans and performance reports the postholder requires advanced knowledge of use and practical application of MS office software, and other bespoke software tools used for balanced scorecard management, performance analysis and reporting and resilience reporting.

The postholder will also use:

· Tableau / BI reports
· Office 365
· HR and Payroll systems such as eESS, TURAS, Crown Flexi-time system, SSTS, eExpenses
· Service Now

The post holder is responsible for ensuring that all staff managed enter, store and transmit data in accordance with data protection, freedom of information and confidentiality policies/legislation.




	11.   PHYSICAL, MENTAL, EMOTIONAL EFFORT

	
Physical Effort
The post holder will be expected to be at a workstation / desk and regularly move to different locations to meet and work with customers and stakeholders. This may require the carriage of documents and laptop computers. Good keyboard proficiency required. 

Mental Effort 
The post requires ability to concentrate for long periods of time, e.g. when resolving complex service, operational or staff related problems, analysing and interpreting performance data or developing strategies and reports. Regular expectation of interruption in order to deal with other issues which may require an immediate response; frequent requirement for the post holder to work to demanding timescales to meet customer expectations. 

Ability to sustain mental effort and attention required to chair external customer delivery groups ensuring discussions remain focused and balanced. Concentration is also required when participating in key meetings with a range of staff, stakeholders and when undertaking such activities as analysing and interpreting complex performance data, when drafting standard operating procedures, planning presentations, strategies, plans and reports. 

Due to the nature of the services, there will be a significant element of unpredictability in the working day in terms of telephone calls or unexpected work requests/issues and there is a requirement for the post holder to make sound judgements in dealing with interruptions and conflicting priorities, adjusting plans as necessary. 

The postholder will frequently be required to work to tight time constraints in relation to team and operational performance and meeting deadlines.

Emotional Effort
There may be exposure to staff issues when undertaking line management responsibilities. Some staff will be resistant to changes in working practices and the postholder will need to deal with these in a diplomatic and sensitive manner.  The postholder will guide and support staff in their teams during times of change and uncertainty in order to provide reassurance and help maintain emotional stability.  In situations like this, the postholder is required to maintain composure and emotional resilience. Occasional exposure to distressing or emotional circumstances in relation to staff discipline and grievance matters

Exposure to critical and challenging opinions will be frequent, especially as there will be a regular requirement to have difficult and challenging discussions to break unwelcome news to customers and stakeholders, for example where performance targets (e.g. customer satisfaction) have not been met.

Exposure to critical or challenging interactions with SBU Directors/Senior Management.




	12. ENVIRONMENTAL/WORKING CONDITIONS & MACHINERY AND EQUIPMENT

	
· Standard shared/open plan office conditions and equipment, as well as working from home on a regular basis. 
· Exposure to unpleasant working conditions is rare.
· The postholder may be required to travel to other sites throughout Scotland.




	13. KNOWLEDGE, TRAINING AND EXPERIENCE REQUIRED TO DO THE JOB

	
Training
· Educated to degree level or equivalent with a post graduate qualification in a business, marketing, change management, customer relations or equivalent field
· Masters qualification (or) equivalent substantial experience in business management at a senior level within a large complex, multi unionised environment equivalent.
· Evidence of ongoing training in specialist area to ensure CPD

Experience
· Demonstrable experience at a managerial level within a relevant health care setting
· Proven skills in leading and motivating staff in the delivery of a high quality service
· Significant experience of managing an operational service, preferably at a national level
· Experience and highly competent in forging effective relationships with internal and external stakeholders
· Experience of managing change and service redesign 
· Project management experience 

Skills and knowledge 
· Excellent high level verbal and written communication skills, including the ability to simplify and communicate complexity, highly developed influencing, negotiating and facilitation skills
· Excellent interpersonal and relationship building skills
· Evidence of leadership qualities and people management skills
· Ability to analyse complex data, discover trends and use findings to advise on service demand and resource
· Expertise in performance management 
· Ability to make strong and sound decisions and solve complex problems
· Strong understanding of information governance
· Excellent strategic planning and organisational ability
· Sound knowledge of budgeting and resource allocation procedures 
· Able to demonstrate sound knowledge and understanding of the broad framework within which the NSS operates.  
· Understanding of strategic direction and priorities for NSS, NHS Scotland and all other public sector customer segments, e.g. national and local government.
· Maturity and professional knowledge to operate at all levels within NSS, NHS Scotland and the wider Scottish public sector

The post holder is expected to lead by example at all times, demonstrate the highest standards of personal and professional conduct that support the NSS Values and Behaviours and respect the diversity that makes up a complex multi-disciplinary workforce.


	

	14.   	JOB DESCRIPTION AGREEMENT

	A separate job description will need to be signed off by each postholder to whom the job description applies.


	Postholder Signature:
	
	Date:
	
	

	
	
	
	
	

	Postholder Print:
	
	
	
	

	
	
	
	
	

	Manager Signature:
	
	Date:
	
	

	
	
	
	
	

	Manager Print:
	
	

	
	
	
	
	

	Manager Title:
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