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NHS NATIONAL SERVICES SCOTLAND
JOB DESCRIPTION
	1.     JOB DETAILS

	The following provides guidance on development of Job Descriptions. This guidance should be used when completing the Job Description Template.

	Job Title
	[bookmark: _GoBack]eESS & Jobtrain System Support and Training Manager

	Immediate Senior Officer/ Line Manager
	National HR Systems and Service Delivery Manager    

	Department
	eESS National Programme Team

	SBU
	HR

	Location
	

	CAJE Reference
	

	

	2.	JOB PURPOSE

	Manage and develop the eESS & Jobtrain national systems support and training service ensuring that quality services are provided and workload is prioritised and delivered to agreed plans, quality and SLA’s.

Ensure efficient 24x7 running of the application services, key databases and integration technologies; and provide end user support services, through the Service Desk and Support Website.

Ensure effective and efficient management of eESS & Jobtrain systems through supervising and co-ordinating the efforts of a multi-disciplinary team of systems training and support systems administrators whose main support responsibilities will focus on the continuous development, support and maintenance of these systems, to NHS Scotland.

Manage new technology, service delivery or upgrade projects; and act as Project Lead in projects that have a significant IT element, and manage the impact to the services delivered to NHS Scotland, by leading the transition from projects to business as usual support services.

Build effective relationship and engagement through communicating and directing 3rd party suppliers as required for systems / applications managed national by the  team, and monitor project and changes request costs through active engagement with suppliers.

	

	3.  	 DIMENSIONS

	Finance
· eESS & Jobtrain annual recurring budget is £2M, plus approximately £1M/year to support implementation activities.
· Assess and approve supplier system change requests and resource plans (e.g. for testing and implementing quarterly and yearly software releases associated with Payroll interface).

Staff
· Line manage 7 staff providing training, support and testing services
· Manage and coordinate all system support services to 22 NHS Boards

System scope
customers / service delivery management to;
· 22 NHS Scotland Boards 
· 178,000 users
· Over 200,00 registered candidates applying for roles with NHS Scotland.

Service / supplier management
· NHS Scotland Strategic IT supplier (Atos) for provision of Managed Technical Service and related Oracle database support.
· NHS National Services Scotland for provision of Ensemble integration platform and related interfaces.
· Various parties for national system interfaces (including ePayroll, SSTS, LearnPro, GMC)
· Software as a Service Recruitment system provider Jobtrain

Projects
· Multiple concurrent Projects and developments across multiple specialties, agencies and geographic locations.


	4.   	ORGANISATION CHART

	

	

	5.   	ROLE OF THE DEPARTMENT

	The role of eESS;
· eESS provides NHS Scotland with a single system for all employee personal, employment and training details.
· eESS provides NHS Scotland and the Scottish Government with strategic workforce information.
· HR departments for all 22 NHS Boards will use eESS for training, employee relations, employee management recruitment and reporting.
· Managers will use eESS to manage staff, absence, training, recruitment and reporting.
· NHS Scotland employees will use eESS self-service to apply for leave, request training and record personal details.

The Jobtrain System;
· Jobtrain provides NHS Scotland with a Cloud Based recruitment solution for all NHSS recruitment delivered through a third party arrangement, delivered on a Software as a Service (SaaS) provision.
· Jobtrain enables NHS Scotland to attract and promote all NHS Scotland Vacancies through a collaboration with NES Careers for NHS Scotland.
· Jobtrain provides recruitment teams and Boards with fully integrated reporting and analytics of all aspects of the recruitment process.



The role of the eESS Team is to manage and oversee these systems across all 22 NHS Scotland Boards.

And the System and Service Delivery Team within this:
· Monitor and manage the eESS service and interfaces from Atos UK to all 22 NHS Boards,and Jobtrain for the recruitment solution
· Manage the development road map for eESS & Jobtrain.
· Ensure that any risks to security of data within eESS & Jobtrain is minimised.
· Provision of national strategic reporting on NHS workforce and related information.
· Support local system administrative functions.
· Provide direction, advice and guidance to the Governance Group.
Facilitate best practice across NHS Scotland in the use of eESS & Jobtrain functionality.

	

	6.   	KEY RESULT AREAS

	Systems Management & Support
1. Ensure the effective management and oversight of all system implications and required actions to deal with national, regional and local organisational plans and policies on future needs for systems.
2. Administer applications and application software by monitoring and fine-tuning configuration parameters to optimise functionality, capacity and performance. This includes development of robust testing plans for all software developments and releases, interfaces and applications within the remit of the eESS National Team.  
3. Provide and lead where appropriate engagement with suppliers to ensure backup, business continuity and disaster recovery routines are regular, documented, and secure and they provide data & system resilience in the event of routine or disaster data recovery.
4. Provide system technical advice and guidance across the team and customers (22 x NHS Scotland boards). This includes managing 3rd party supplier provision of services & fault resolution ensuring that minimal disruption to application availability, efficient application working, ensuring customer needs are met. Where require take a project leadership role for NHS Scotland to key initiatives, that directly impact eESS & Jobtrain System and Services.

Training management
5. To scope and develop the training delivery plan that covers a broad range of complex activities or programmes, some of which are ongoing and require the formulation and adjustment of plans or strategies to accommodate competing demands across 22 boards and committed programme plans.
6. Ensure effective deliver of all training services, within an ethos of being a facilitated approach to maximise the knowledge and skills that end users gain. That supports the agreed national programmes delivery plan and on budget, resolving any issues and taking a proactive approach to resolve any issues or delays. 

Performance and Issue Resolution
7. Provide technical advice and guidance across the team and customers in all areas of system support, by identifying, diagnose, resolve, escalate and manage system faults with a wide range of causes and priorities in response to customer and Service Desk calls, as a result of monitoring or proactive diagnostics.
8. Provide eESS & Jobtrain related technical advice and guidance to customers, other national systems (e.g. Payroll) and other national projects (e.g. eRostering). This will also require leading on, input to and advising on the development of procedures, and alignment to national strategies related to the NHS Systems within the eESS National Team and customer / client environment, and other national initiatives related to the services delivered by the eESS National Team.
9. Establish, monitor and deliver agreed services to customers and to engage in formal review of performance against Service Level Agreements with customers

Systems Data Management
10. Support the development and define requirements for NHS Scotland approach to use of eESS & Jobtrain reports, dashboards and data extract (using standard tools and adhoc programming) and develop data models to
11. Develop, test and implement data extract software and data models (using standard tools and adhoc programming) to provide statistical information for business analysis to be used by national teams and customers.

Management of Staff
12. Ensure all work is carried out and documented in accordance with required and agreed standards, methods and procedures (leading in specific areas of standard or processes as directed by System Service Manager and Programme Director).
13. Motivate staff through the provision of appropriate development opportunities, training and objective setting and contributing a Personal Development Plan for each team member.


	

	7.    	ASSIGNMENT AND REVIEW OF WORK

	
The postholder’s work is self-directing, with direction and timescales driven by the National eESS & Jobtrain strategy and through the Customer demands placed on the eESS National Service Delivery Team. The post-holder will adjust priorities to meet frequently changing customer requirements and will review these, self-managing any conflicting demands. National Polices and Guidance around data sharing and data protection must be adhered to and ensure that all necessary service implications are accessed and agreed with suppliers.

The post demands a large degree of autonomy and independence within a defined set of objectives and deliverables, has considerable freedom to act within own area of specialism, is expected to make decisions and how they are best achieved.

The postholder is expected to exercise judgements around initiating change and improvements in systems and services.  Analysing complex situations/requirements that require evaluating a range of options in order to resolve issues and queries for the users, for example, investigating an issue raised, identifying a range of options to resolve the issue, presenting the options to the appropriate group, providing expert advice on the system to enable a decision to be made.

Objectives are agreed by the National System and Service Manager on an annual basis with reviews held every six months. Within agreed objectives, the post holder will be expected to plan the work, resolve problems and make decisions on how outcomes will be achieved. 

The postholder will occasionally deputise for the System and Service Manager when required


	· 

	

	8.    	COMMUNICATIONS AND WORKING RELATIONSHIPS

	Communication is a key element to this role.  An absolute requirement is the ability to communicate effectively at all levels and overcome barriers between supplier, technical system design/delivery, HR / organisation processes and end-users.

All customers of eESS & jobtrain services are able to converse with the post-holder, which encompasses all NHS Scotland staff and future job applicants.

The postholder will deliver highly complex information such as SLA and Services Deliver Performance, to a wide range of stakeholders from Heads of Service to Senior Managers both internal and external which requires (the communication skills i.e. persuasive, negotiating etc), Therefore nature of communication is  wide ranging from technical to supportive, informative to emotive.  

The Postholder will be required to communicate sensitive and confidential information i.e. personnel related news such as job / service changes, disciplinary matters or even discontinuation of employment and or contracts. In addition service related news regarding changes in service, negative news regarding unavoidable service outage or non-compliance with SOPs and User Issues within operational teams.

The postholder will be expected to influence & directing users / customers to ensure well informed decisions are made in support of the service.

The post-holder will work collaboratively with staff from other teams, projects, departments, Health Boards, Scottish Government and suppliers to achieve a common goal. With core users across 22 NHS Scotland boards, via direct personal contact, e-mail, letter, telephone or presentation: -
· Close collaboration with peers in NHS National Services Scotland, and boards’ HR, Payroll and related teams
· Senior clinical staff, General Managers, Service Managers, users, departmental managers, heads of departments and a wide range of users of eESS & Jobtrain system and services.

External, via in person communication, e-mail, letter, telephone or presentation related to ongoing service deliver to Board Leads and other eESS & Jobtrain Forums as required: -
· External suppliers, Service Desks and support staff, including 3rd party software supplier account managers and technical staff, negotiating changes to software and highlighting discrepancies within the product.
· Other IT and HR professionals across NHS Scotland. 
Auditors in regards to process, output, security, risks surrounding system provision.

	

	9.	MOST CHALLENGING PART OF THE JOB 

	Providing service improvements necessary to meet the aspirations of users that have an ever-increasing dependence on continually evolving HI&T services, whilst managing limited available resources.
	
Ensuring maximum system uptime and scheduling downtime for the lowest impact for clinical and non clinical staff. This often involves working out with normal working hours at short notice.

Prioritisation of the team workload to balance effectively the resources required to support strategic projects against those for ongoing support requirement, whilst preserving team dynamics and motivation.

Continual development of advanced technical skills (self and team) in new areas whilst maintaining skills level in existing, old technologies and a working knowledge of the vast number of clinical IT applications.

Ensuring that the most appropriate solution to any given problem is offered.  This is achieved through not only an understanding of the business need but also an understanding of the people who carry out the business, be they Clinicians, Managers or administration staff.  The challenge is heightened by the introduction of new technologies.

Being aware of National HR and eHealth developments within the NHS.


	

	10.	SYSTEMS

	The post holder requires an in-depth specialist knowledge in the tools and modules of:
· Oracle HR (eESS)
· Oracle Reporting (OBIEE) 
· Jobtrain Recruitment
· Workforce Information Repository (WIR)

The postholder must also have a good working knowledge of:
· ePayroll
· Scottish Standard Time System (SSTS)
· Learnpro
· General Medical Council interface files


	



	11. 	WORKING ENVIRONMENT AND EFFORT

	Physical Effort

	· The majority of the working hours will be at a desk with frequent use of IT systems.
· Physical demands on time management and ability to diversify due to team of staff, with varying responsibilities, skill levels and knowledge of IT.
· Inter-site and intra-site mobility, including travelling anywhere as required.

	Mental Effort

	· Frequent prolonged concentration required  to analyse and determine a course of action at times of high demand or pressure, such as major system outage, or dealing with staff on emotional or personal issues. This can involve working additional hours out with normal working hours at short notice as there are limited numbers of staff with this skill set.
· Maintaining knowledge in area of expertise including managerial, technical or legislative advancements and own keyboard / PC skills, whilst continuing to carry out day to day activities.

	Emotional Effort

	· Potential exposure to varying levels of distress; and regular exposure to confidential/sensitive data.
· Knowledge that system outages will have a major impact on clinical and medical services can create high levels of stress.
· Maintaining and increasing productivity within EU Working Directives and Contracted Hours.
· Dealing with complex staff issues such as performance and disciplinary matters.

	

	12. 	ENVIRONMENTAL / WORKING CONDITIONS & MACHINERY AND EQUIPMENT

	The postholder will use a range of IT equipment with a high dependency on PCs, Laptops, OHP projector, Video Conferencing and Webex.

Required to be an expert user of a range of software applications including Oracle Human Resource Management System (HRMS), Oracle Reporting (OBIEE), Yellowfin (Jobtrain BI Module), ServiceNow, Word, Excel, Access, Powerpoint, MS Project and MS Windows.



	

	13. 	QUALIFICATIONS AND/OR EXPERIENCE SPECIFIED FOR THE POST

	Qualifications and Skills:
· Both theoretical and practical experience of database structures gained through achieving a relevant degree or equivalent workplace experience of IT systems management / service delivery.
· Qualified in, ITIL IT Service Management (International standard for Best Practice in IT Service Management), or equivalent demonstrable experience, to ensure ITIL service transition techniques are used to deliver successful implementation of all aspects of the service

Experience:
· Demonstrable practical experience in the analysis, specification, development and implementation of information systems within a complex environment.
· Experience of working in a national / diverse service delivery team environment ideally with line management experience.
· Proven experience of working in an application support function with proven ability of leading or managing staff who have diverse skills and abilities.  
· Specialist knowledge of technical aspects of systems; hardware, database, software and hardware integration environments and associated knowledge of legislation, best practices and procedures surrounding IT.
· Proficient in the role of IT support, and service delivery management with exceptional problem solving abilities and firm logical grounding.  Familiar with the concepts, standards, technologies, tools, procedures, hardware and software in use for delivering IT services.
· Experience of providing end-user focused support.

Other
Ability to travel around NHS Scotland customer sites to meet the needs of the service, and maintain engagement with customers on performance and service related issues.

	


	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:
	
	

	
	
	
	
	

	HR Stamp:
	






	

	
	
	
	
	






System & Service Delivery Manager


System Support Manager (this post)


System support, training and administration staff
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