JOB DESCRIPTON

	1. JOB IDENTIFICATION 

	Job Title:                        Service Improvement Manager
Agenda for Change:     Band 7

Term of Appointment:  Full Time (Permanent)  
Responsible to:             Change & Development Manager 
Department:                   Redesign & Improvement Team, Planning & Performance Department
Directorate:                    Adult Services, Glasgow City HSCP 

Last Update:                   May 2021


	2.  JOB PURPOSE

	The Service Improvement Manager will have a key role within Glasgow City HSCP Adult Services working closely with Heads of Service, Senior Managers and service teams, to seek out new opportunities for service development and improvement. The Manager will develop, implement and lead service change work across a range of care groups within Adult Services, enabling fundamental change in the design and delivery of services. There will be a focus on evidence based practice and the application of improvement methodology models to support change and improvement.  
The Manager will provide comprehensive service improvement expertise and guidance to support development and delivery of improved performance and quality initiatives across all Adult Services working with a broad range of services and stakeholders including; Senior Managers, Clinicians, Practitioners, Health and Social Care Teams, External & Internal Partners & Agencies and Service User Groups. This work will support and align to the 5 Key Strategic Priorities and Transformational Programmes outlined in the Glasgow City HSCP Strategic Plan and each of the North East, North West and South Locality Plans. 
Whilst the Service Improvement Manager has a broad remit across Adult services as outlined, there will be an initial requirement of up to 2 years, for focused service improvement support through this post to the Effective & Efficient Work Stream. This work stream reports to the Mental Health Strategy Programme Board and has a robust and wide ranging programme of transformational change across Community Mental Health Teams in Glasgow and the wider Greater Glasgow & Clyde.  
The post holder will plan and organise a broad range of complex activities, taking a lead role in developing and adjusting project and improvement plans as required and reporting comprehensively against project milestones, risks and issues.  


	3.  ROLE OF DEPARTMENT

	This post sits within the Redesign and Improvement Team which in turn sits within the broader Adult Services Planning, Performance, Service Redesign and Improvement Function.

Core Purpose

· To support better outcomes for people who access clinical and social care services and deliver strategic Adult Services plans, service redesign, improvement and strategy affecting Glasgow City, North West Locality and GGC area wide.     

· To facilitate service planning, performance and service redesign and improvement focusing on transformational change aimed at identifying and supporting best practice and service development

· To provide knowledge and expertise to Influence systems that support better outcomes for patients/service user and carers. 

· Influence change in services to improve quality, safety, efficiency, effectiveness and patient/service user centred approaches. 

Service Redesign and Adult Services Improvement Functions

· Supporting priorities that are consistent with strategy from a service redesign and improvement perspective.
· Focusing on transformational change aimed at identifying and supporting best practice and service development including policy development.

· Providing consistent and effective improvement and redesign support to a broad range of work streams, Heads of Service, Service Managers, clinical and non-clinical staff, service users, carers and their representatives across statutory services, partner agencies and providers, third sector and voluntary organisations.
· Development, implementation and delivery of robust improvement plans underpinned by service improvement methodology such as the Model for Improvement, QI, Process Mapping, Lean Methodology, Logic Model, Programme and Change Management.

· Effective data gathering, analysis and presentation to influence the improvement agenda, monitor & measure the progress, outcomes and impact of improvement initiatives from a quantitative and qualitative perspective.

· Produce papers and reports in a number of different formats e.g. PID, SBAR, Business Reports, Status Updates and Highlight Reports


	4. Organisational Chart
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	5.  SCOPE AND RANGE

	NHS GGC serves a population of 1.1 million. The total budget for Glasgow City HSCP is approx. £732 million and the Adult Planning, Performance, Service Redesign & Improvement function will influence resource allocation across the services.  The HSCP Adult services care group covers; Mental Health, Learning Disabilities, Alcohol and Drugs, Prison Health Care, Police Custody, Criminal Justice, Homelessness and Sexual Health Services.
The post holder will have responsibility for a programme of work and delegated duties as defined by the Change & Development Manager for Adult Services. 
As part of the Adult Services Redesign & Improvement Team, the post-holder will be required to lead and contribute to agreed areas of organisation-wide improvement and change management that go beyond the scope of Adult Services.

The post-holder will work collaboratively with services, partner organisations and other stakeholders internal and external to Glasgow City HSCP and NHSGGC to drive forward the transformational agenda in line with strategic agenda for Adult Services within Glasgow City HSCP. 
The post holder will support the significant integration agenda and ensure that service improvement creates opportunity for all services to be delivered seamlessly across a range of interfaces and care groups with defined protocols and pathways to facilitate effective and efficient multidisciplinary and multi-agency working.


	6.  MAIN TASKS, DUTIES AND RESPONSIBILITIES

	1. To develop, implement and lead service improvement, managing multiple work streams across Adult Services. In particular this work will have a focus on service improvement related to work streams sitting under the Effective and Efficient Steering Group.
2. To continuously review the progress of projects to ensure that objectives are met within appropriate timescales, ensuring costs are contained and service quality is maintained.  This will include planning a broad range of complex activities, formulating work plans and taking corrective action where necessary.

3. To work with senior clinicians, managers and others to systematically examine and review existing practices and processes using recognised change management techniques and motivation skills to influence service change and improvement.  Analysis of performance data and comparison of targets with actual performance and interpretation of the reasons for divergence will be required.  In this respect, there may be differences in opinion among stakeholders and comparison of a range of options when providing advice and recommendations.

4. To support the Change & Development Manager in the development of training packages in the area of speciality and provide information sets for groups of staff, both clinical and non-clinical across NHS greater Glasgow and Clyde, around improvement methodology and the redesign process involved in all specialities.

5. To design the evaluation methods for the various service redesign projects, using a variety of methods such as patient experience and staff consultation.

6. To report progress regularly to the Change & Development Manager for Adult Services as required.

7. To identify and report project risks, to work stream leads and the Change & Development Manager, and identify actions required to mitigate these through development of risk identification and control plan.

8. To act as an ambassador for NHS Greater Glasgow and Clyde by identifying and sharing best practice at workshops and events locally, regionally and nationally.

9. To exhibit drive and work dynamically and flexibly across the HSCP and broader areas e.g. Primary Care where required, engaging with all relevant staff and prioritise activity to ensure key deliverables are achieved.

10. To be skilled in processing challenges and risks, and to address these through the provision of technical project management and redesign support.

11. To lead the redesign of service changes across identified work streams ensuring measurable improvement and sustainability.
12. Responsible for the development of robust project plans, updating these and reporting on progress towards completion.

13. To develop a good understanding of the operational issues impacting HSCP services.
14. To encourage and facilitate patient involvement to ensure patient/service user and carer experiences and perspectives are inform service improvement and are integrated in the design of services.

15. To plan, monitor and report progress, to work stream leads and the Change & Development Manager, against all relevant projects.

16. To prepare and manage project documentation in accordance with robust standards, including Project Initiation Documents, Project Plans, EQIAs, Highlight and Checkpoint Reports, and Risk and Issues Logs.

17. To identify and analyse data and information to make evidence-based and informed decisions, consistent with local and national standards and guidelines, e.g. SIGN, NHS QIS.

18. To design and support effective and timely communication, enabling engagement and ensuring effective information provision to a wide range of stakeholders (public, patients, staff, politicians, community groups, other agencies).

19. To work with the Acute Division planning and service improvement teams to develop and deliver change programmes as agreed with interface between primary and secondary care.
20. To demonstrate competent and at times sensitive communication skills, working with a wide range of staff and senior managers involved in Adult Services delivery in the context of an integrated HSCP structure.
21. To model and promote positive organisational values and culture which support the key objectives of Glasgow City HSCP and will model positive leadership behaviours, developing and maintaining positive working relationships at all times


	7. SYSTEMS AND EQUIPMENT 

	The post-holder will use Microsoft Office packages to:

· Create complex reports

· Create, maintain, update databases and spreadsheets including for financial and performance monitoring

· Analyse complex data

· Carry out email communications and use the Internet

· Manage an electronic diary
· Create and facilitate face to face and virtual meetings using a range of digital platforms e.g. MS Teams
· Devise and deliver Power Point presentations

· Store data electronically

The post-holder will understand, undertake and promote relevant NHSGGC and NHS policies and procedures, and will support the implementation and governance of.

They will use paper systems including personnel records etc and understand and use, eESS, NaSH and DATIX.

The post holder will regularly utilise equipment such as:

· Telephone systems

· PC / laptop and printer

· Photocopier and general office equipment

· Audio Visual equipment

· iPAQ / Blackberry / electronic diary

· Mobile phone

The post holder will be expected to use forms of transport to travel to meetings, events and between HSCP and NHSGGC sites.


	8.   DECISIONS AND JUDGEMENTS

	The post holder is a member of the Improvement & Redesign Team and the broader Adult Services Planning, Performance and Service Redesign Team and will be directly accountable to the Change & & Development Manager for Adult Services. A work programme will be agreed with the Line Manager and the post holder will work with a high degree of autonomy and work in a self-directed way within the parameters set for the post. 
The post holder is expected to anticipate problems; future development needs, direct use of improvement methodology for projects/activities and facilitate these through to a successful outcome.  The post holder is required to deal with complex facts or situations, requiring analysis, interpretation, and comparison of a range of options.

The post holder will have a high level of autonomy operating in a self-directed way, using their own initiative to meet the needs within Glasgow City HSCP Adult Services. The post holder will be accountable for own professional actions and is required to be self-motivated and expected to make day-to-day decisions and judgements on all duties and responsibilities contained in Section 6. The post holder will have regular and as required access to support and guidance from the Change & Development Manager.
The post demands a high level of self-motivation and self-reliance and will be required to demonstrate a high level of influencing, negotiation and persuasion skills.

Analyse complex information from various sources, and integrate the different strands of information with a view to presenting in a clear and sufficient manner to all levels of staff.

The post holder is required to exercise own judgement and is accountable and responsible to the Change & Development Manager for Adults Services for any decisions and judgements made.

The post holder will have TURAS objectives and key result areas agreed along with a personal development plan which will be reviewed annually.
This person should be proactive, requiring essential skills including time management, motivation and organisational skills to carry out the demands of this role.

A key element of this role will be to work with senior managers, clinical and service leads, 3rd sector partners and engage with services and teams across all areas of the HSCP, NHSGGC and Primary Care.  Collaborative working across all these areas will be required to support the post holder to identify, test, implement and evaluate new systems and processes to improve the delivery of care. The post holder therefore requires strong communication and negotiation skills, have the ability to adapt to changing personalities and dynamics of staff at all levels across a variety of settings.

Work is generated from all levels within Glasgow City HSCP Adult Services in relation to delivering against transformational change agendas and seeking new innovative ways of working to improve patient care, implementing change methodology and re-design of services in line with the overarching Glasgow City HSCP values and strategic plans. 
Discretion and confidentiality is a crucial part of this role when dealing with clinical data, statistics and any other restricted information.

The individual requires strong interpersonal and communication skills, have the ability to work within an ever-changing environment and be able to prioritise to meet tight deadlines.


	9.   COMMUNICATIONS AND RELATIONSHIPS

	The post holder is expected to communicate frequently with senior clinical and non-clinical staff, practitioners and staff at all levels, senior managers across the HSCP and a wide range of external partners and multi-agency groups. Highly developed written and oral communication skills are therefore required.  
The post holder will provide and receive highly complex and sensitive information relating to, for example; finances, performance, outcomes and feedback. This may also include information regarding proposals relating to significant change in provision which will impact patients, service users, carers and staff. Dealing with information of this nature, seeking co-operation and agreement in the relevant context will be key to this role. The ability to share and present information which may be of a sensitive and contentious nature to individuals and groups e.g. management teams, staff groups at varying levels across different teams and services, service users and carers will be an important element of the role with the expectation that information can be presented in a manner appropriate to the intended audience promoting engagement, collaboration and commitment to improve services and performance.

The post holder will be experienced in identifying and understanding resistance to change and developing strategic approaches to bring people on board utilising models of change management, excellent communication and influencing skills and mitigation measures where risks are associated with significant resistance to change.     

The post holder will be expected to organise and deliver focus groups with participants both internal and external to the organisation. This may include members of the public and user groups representing members of the public. They may also be expected to present at local, regional and national forums in relation to relevant service improvement work they are involved in.

The post holder will have close working relationships with other members of the Improvement & Redesign Team and with other members of the wider Planning, Performance, and Service Redesign Team to ensure effective working relationships.

The post holder will display highly developed interpersonal and communications skills including the ability to effectively engage, influence and negotiate with staff of all grades and professions throughout the Health & Social Care System.


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

	Physical Effort – Sitting for substantial periods of time utilising advanced keyboard skills that are required to enable the post-holder to manipulate and analyse an array of data from a range of sources and format reports that are used to communicate information to a range of audiences.

The post holder will work in accordance with agile working policies including hot desking and working from home.

The post-holder will be expected to travel to attend meetings across the Health Board area and at regional and national level.  Some work out of formal hours may be required and arranged in agreement with line manager.
Emotional Effort – A central part of this post involves liaising with a wide variety of people – dealing with people with different agendas in politically charged situations can be very stressful.  The job requires a high level of negotiation and influencing in order to drive forward on projects of significant scale.
The post holder will be required to discuss performance targets and achievements with services and managers and this will include presenting information when targets have not been met.  This may result in difficult and demanding dialogue that requires sensitivity, tact and diplomacy.

Mental Effort – Frequent requirements for concentration, interpretation of policy and research papers, reading and writing documents and reports. Preparing plans and performance reports.  Working under pressure to meet deadlines. Interruptions will often require an immediate response. 
Working with other partner organisations in a sensitive political climate and financial constraints.  Retention and communication of specialist knowledge and information.  Required to develop effective communication to operate across a range of groups and individuals.

Environment – the post-holder needs to work flexibly across a range of internal and external environments.  The post holder will have to deal with frequent interruptions that will require responding to requests for specific information and focusing on a different task or activity.


	11. MOST CHALLENGING/DIFFICULT PARTS OF THE JOB

	· Working within a continuously changing environment with a blend of strategic programmes of transformational change and dynamic organisational and service responses to emerging situations. 

· Delivering against the transformational change agenda across a wide range of interests and positions with a variety of external organisations, user and carer groups and partners

· Working in a facilitative capacity to overcome blockages that inhibit progress
· Developing and maintaining relationships with large numbers of senior managers and leads, colleagues, partners and a range of stakeholders recognising that there will be a range of needs, perspectives, drivers and views. 
· Developing and maintaining collaborative working with service improvement a common goal
· Engaging and motivating staff
· Maintaining complex stakeholder commitment and relationships which are often hostile or threatened by change
· Influencing change without having direct management responsibility for service delivery
· Achieving commitment to change across all localities and board wide in relation to agreed work plan
· Communicating theories and models of change to multiple stakeholders
· Managing workload, deadlines and competing priorities across Adult Services and the broader HSCP
· The post holder will provide project management professional opinion, service improvement and redesign advice and guidance to a range of managers and clinicians at both senior and middle management level
· The post holder will analyse and manage any identified risks to projects, with support and guidance from line manager where required, and make judgements about necessary actions.  
· The post holder will manage own time and set priorities for own workload across projects, in consideration of competing demands and delivery against agreed work plan.
· Typical judgements made in the course of the job include how work is organised, what kind of communication and information sharing takes place, and how, when and to what extent other stakeholders are involved in the work of projects.
· Ensuring robust processes for redesign and project management are in place which will deliver the desired care and service models within agreed timescales.


	12,  KNOWLEDGE, TRAINING AND EXPERIENCE REQUIRED TO DO THE JOB

	· Educated to Degree level and/or relevant experience in a health or social care environment.

· Previous experience of working at a senior level within Health & Social Care or NHS with managerial experience.
· Significant knowledge and understanding of service redesign and improvement, change management and project management with expert knowledge of a range of methodologies e.g. Model for Improvement, QI, Process Mapping, Lean Methodology, Logic Model, Programme and Change Management.  
· Proven experience of design and leadership of service improvement programmes/projects and management of change. 

· Proven experience in the effective use of data to inform, drive and demonstrate impact of service improvement. 

· Excellent leadership skills including the ability to engage, inspire and motivate others to agree to common goals and collectively deliver agreed projects and programmes of change. 
· Excellent written and oral communication skills, including report writing and presentation skills.
· Excellent negotiation and influencing skills.
· Excellent facilitation skills and experience of organising and leading/chairing meetings.
· Proven skills in communication, decision making, problem solving, planning and prioritising.
· Self-motivated and able to work under own initiative within parameters of role and work plan.
· IT skills to confidently work across a range of systems, digital platforms and required software programmes.
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