	1. JOB IDENTIFICATION

	Job Title: Business Support Manager (Yoker)

Responsible to: Operational Services Manager

Department(s): WestMARC

Directorate: Regional Services
Operating Division: Acute




	2.  JOB PURPOSE

	Assisting the Technical Services Manager, this role will provide the operational management lead for WestMARC’s Yoker depot.  The post holder will be responsible for all aspects of management support to ensure the ongoing provision of services.  This includes ensuring all required resources (in terms of staff, buildings and equipment, and finance) are in place to maintain service delivery.   

The Business Support Manager will supervise the Yoker stores and parts departments, and the procurement team and will be responsible for developing and monitoring systems to ensure the efficient delivery of these department’s services.  In addition this post will have management responsibility for the Yoker depot clerical staff.  The post holder will also be expected to provide support to the wider WestMARC management team across all services as and when required.




	4.  ORGANISATIONAL POSITION

	 


	5.   ROLE OF DEPARTMENT

	From a base at the QEUH Glasgow, WestMARC provides mobility and rehabilitation technology services to patients with a wide range of disabilities in six Health Board areas across the West of Scotland.  These adult and paediatric services include Prosthetics, Wheelchairs and Special Seating, Orthotics, and Environmental Control Equipment.  The services are provided by a range of medical, clinical, technical and therapy staff, who carry out patient assessments at a range of locations, which include WestMARC, satellite clinics and domiciliary visits.  WestMARC also operates a repair and refurbishment service for mobility products from a depot in Yoker.  

WestMARC is part of the Regional Services Directorate in the Acute Services Division of Greater Glasgow & Clyde NHS Board.  Strategic direction and funding are provided via a Regional Consortium of representatives of the six health board areas Westmarc serves.



	6.  KEY RESULT AREAS

	· Provide all aspects of the operational management of the Yoker depot and ensure that the business of WestMARC is supported to enable the efficient and effective delivery of patient services.

· Directly manage all Yoker depot procurement and administrative staff.  Including allocation and review of workload and the management of disciplinary, absence and employee relation issues, with support from HR where appropriate

· Lead responsibility for the implementation/adherence of NHS policies and procedures: data protection, health & safety, HR policies

· Creation of KSF outlines and conducting PDP meetings and the required 
· Recruitment of staff from creating job descriptions, through the recruitment process, to interviewing and finally recruitment

· Provide expert advice and ongoing training in administrative policies and procedures and the use of Westmarc computer systems to all Westmarc staff.

· Working with the Operational Services Manager and the Technical Services Manager to develop and monitor support strategies for all services delivered within Westmarc ensuring continuous service improvement and compliance with and implementation of Directorate, Board and National Policies and Procedures.  

· Ensure procedures are in place to allow the appropriate management of financial activity in line with the requirements of the Directorate and Consortium.

· Ensure that appropriate governance procedures are followed in line with the requirements of the Board, Directorate and Consortium.

· Implement and monitor systems to ensure that WestMARC meets its regulatory and legal obligations specifically (although not exclusively) in terms of: Health and Safety, Governance etc.  This includes Accident and Incidents Reporting, RIDDOR and related reports.

· Manage disciplinary, absence and employee relation issues for staff based at WestMARC Yoker Depot. Develop and implement local protocols that directly impact on patient care and service delivery. Introduction of these protocols in negotiation with trade unions 
· With the Technical Services Manager, manage disciplinary, absence and employee relation issues for Yoker technical staff, with support from HR department when appropriate. 

· Develop and monitor systems to facilitate the efficient use of stock and the ordering of supplies across WestMARC services.

· Lead responsibility for developing, implementing and monitoring the WestMARC procurement, purchasing and invoicing activity to ensure the optimum use of all resources.

· Lead responsibility for the administration function within the Yoker depot

· Responsibility for service redesign at the Yoker depot and improvement of work practices.

· Organise training programmes for all staff and create training packages in conjunction with the Learning & Education Department

· Assist in the development and implementation of Quality Assurance Systems for WestMARC services.

· Participate in the development and implementation of procedures and policies within WestMARC to improve service delivery and ensure clinical governance standards are being met.
· Act as authorised signatory for all cash payments and rolling stock orders. Signatory for staff salaries. Signatory for the purchase of goods and services required to meet the operational needs of the service. Exercise consideration for budgetary implications of equipment being purchased and discretion to select suppliers taking into account cost quality and reliability

· Responsible for monitoring and communicating with suppliers regarding overdue orders and prices, investigating delays and taking any necessary action ensuring that all supplier lead times and prices are adhered to as laid down within nationally agreed contracts. Report any breaches of contract to Scottish Healthcare Supplies.
· Responsible for dealing with pricing queries reported by the finance department through checking contract agreements and non-contract price lists. Ensure that up to date price lists are available for all non-contract purchases.

· Assist in the provision of management support across all Westmarc services.

· Chair and organise departmental meetings and to prepare minutes of multi-disciplinary management meetings, noting decisions and the follow up actions required.

· Responsible for undertaking audits of work carried out at Yoker ensuring that targets are met.
· Communicate with patients, carers and advocates by providing and receiving complex confidential information. Use empathy to deal with sensitive issues regarding patient care.
· Investigate complaints and provide reports to WestMARC management.
· Implement patient surveys to obtain information on service delivery and make any necessary adjustments to improve service provision




	7a. EQUIPMENT AND MACHINERY

	· Personal Computer

· Calculator

· Telephone and Voice Mail

· Network Printers
· Scanner

· Photocopier

· General office equipment



	7b.  SYSTEMS

	· ReTIS

· Microsoft Office (Word, Excel, Access, Power Point, Project)

· Internet

· Intranet

· Q-PULSE
· CDSnet

· CHI

· Cedar Financials

· NetCall
· Datix

· TURAS



	8. ASSIGNMENT AND REVIEW OF WORK

	The post holder will be expected to operate with a large degree of autonomy.  Much of the workload will be determined in response to the ongoing needs of the service and/or under the direction of the Operational Services Manager.
Priorities will be agreed and review of work will come from:

· Occasional formal and informal meetings with the Head of Service.
· Regular formal and informal meetings with the Technical Services Manager and Operational Services Manager.



	9.  DECISIONS AND JUDGEMENTS

	· Make complex decisions using own judgement and initiative against a background of changing priorities and policy directions.
· Make own interpretation of operational policies and have the freedom to act on these interpretations.
· Make decisions and judgments with financial/budgetary implications for the service.
· Decisions and judgements that require the instruction of others within a variety of clinical, technical and administrative roles.
· Manage own workload using own initiative and judgement to decide the most appropriate priorities.



	10.  MOST CHALLENGING/DIFFICULT PARTS OF THE JOB

	· Ensuring financial targets are met without adverse impact on the quality of service provided.
· Effective communication and networking with a range of staff.
· Ensuring that departmental targets are met to ensure service delivery is provided within agreed timescales.
· Ensuring that overall service provision is maintained whilst delivering multiple objectives to specified timescales.
· Ensuring that priorities are appropriately balanced across the service.
· Qualitative assessment of productivity to ensure service delivery is provided to an agreed standard.



	11.  COMMUNICATIONS AND RELATIONSHIPS

	The post holder must establish effective working relationships with staff both within the service and in a wider context.  Departmental communications include: clinicians, department managers, technical staff, store staff, purchasing staff and administrators.  Internal communications include: Estates Dept, Finance Dept, Procurement Dept, Payroll Dept, Occupational Health, Learning & Education Dept, Infection Control, Trade Unions. External communications include: patient/carers, suppliers, contractors, social work. Schools, care services.   The Business Support Manager will require highly developed communication skills for directly addressing complaints.  The post holder is expected to communicate with patients and their families/carers regarding complex and often emotional complaints situations in an authoritative, tactful and empathetic manner.

The post holder will require well developed influencing and negotiating skills to establish credibility and support for service change across the organisation.  


	12. PHYSICAL, MENTAL, EMOTIONAL AND ENVIRONMENTAL DEMANDS OF THE JOB

	Physical Skills/Effort
· Advanced working knowledge of computer software packages
· Occasional travel required
· Manipulation of data for the purpose of obtaining statistics for management reports

Mental Effort
· Multi-tasking-dealing with a huge variety of tasks covering various depts & topics
· Decisiveness-making quick decisions using own initiative
· Able to react to frequent operational interruptions while remaining focussed on work which requires a high level of concentration-audits, statistics, invoices
Emotional Effort

· Dealing with emotional, distressing and complex patient issues and communicating with patients and carers in these circumstances

· Meeting deadlines-setting and implementing targets
· Dealing with complex staffing issues


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

	· The post holder should be educated to degree level or possess an equivalent level of experience.

· The post holder should be able to evidence a minimum of at least 5 years relevant management experience (ideally within an NHS environment).
· Well developed communication and influencing skills.
· Experience of managing change.
· Specialist knowledge of rehabilitation technology products.
· High level of knowledge of various computerised software packages-ReTIS, CDSnet-the national contracts database, CHI-the Central health Index, Cedar financials-the GG&C financial system, Intranet for access to supplier information. NEtCALL call recording system, Datix-Incident reporting Q-Pulse Quality Assurance system
The post holder will be able to demonstrate:

· Effective self management and communication skills

· The ability to interact effectively with senior professionals and clinicians

· The ability to motivate and influence individuals and teams via a non line management role.




