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JOB DESCRIPTION

	Job Title 
	Chief Operating Officer
	Employing Organisation
	Devon Doctors 

	Directorate and / or Dept
	Devon Doctors
	Location
	Exeter

	Pay / Band
	£120,000.00
	Hours / Days
	Flexible 40 hours pw 


	Type of Contract
	Permanent

	Direct Line Manager:
	CEO

	Key Account Manager: 
	CEO


	Qualifications:
	See Personal Specification

	Computer Skills:
	MS Office applications


	Key Working Relationships 
	· Executive Directors of Devon Doctors Group
· Patients and their Carers / Representatives
· Managers, Staff and Clinicians within the Devon Doctors Group
· Local GP Practices

· Local Health and Social Care Providers

· Local Medical Committee

· NHS England

· Care Quality Commission

· Monitor

· Medicines Management Group

· Palliative Care Groups

· South Western Ambulance Service NHS Foundation Trust

· Hospital Trusts
· Devon CCG

· Somerset CCG

· Boards of Devon Doctors Subsidiary Organisations

· Local Pharmacy Committee

· UHUK



Devon Doctors was the first Integrated Urgent Care Service in the country and has been providing quality services to the populations we serve since 1996. Our services span the South West delivering Urgent Care, Primary Care,  Emergency Dental and more. We are committed to Putting Patients First via the provision of exceptional care.

	The Chief Operating Officer is a key member of the Devon Doctors Group Executive Team. They will be required to develop, lead and direct the organisation’s operational services. As an Executive Member of the Devon Doctors Ltd Board, the post holder will have a shared responsibility, with other Board members for the patient facing services within the Group.   
The post holder will be directly accountable for the operational performance and delivery of our Urgent and Primary Care services, including the Devon and Somerset Integrated Urgent Care Services and the Mayflower Medical Group.  This will include delivering the Group’s Strategic Objectives by undertaking integrated service planning and the management of intelligent reporting to assess the impact and benefits of strategic developments on service performance. The overall aim is to improve the health outcomes of the local population, which will include clinical outcomes, a positive patient experience and productivity whilst meeting financial, legal and contractual requirements.
With direct management of the Operational Teams, the post holder will be responsible for the operational delivery across the Group services and leadership, management, support and strategic development of Devon Doctors. Contributing towards a ‘one team culture’ throughout the DDG and promoting a patient centred ethos of “Putting Patients First”.
The environment in which the post holder will operate is complex, reflecting the evolving healthcare system. The Chief Operating Officer will need to be strongly committed to delivering integrated models of care, and be sufficiently motivated to deliver their part in ensuring Devon Doctors is a successful organisation. 
The Chief Operating Officer will need to be an inspirational leader with excellent communication skills, an ability to think and act differently, and inspire confidence in others. Just as importantly the Chief Operating Officer needs to live and breathe the purpose and values of Devon Doctors. A key element of the role will involve working in partnership with local partner provider organisations and developing relationships with key stakeholders.
Devon Doctors operates services 24/7/365 and therefore the post holder will be expected to work some weekends, evenings and Bank Holidays. The post holder will be expected, to join the senior oncall rota and to be available to provide support over the phone or in person (as required).   


	Key Responsibility Areas
Leadership:

Help to develop a culture where safe, high quality and responsive patient care is consistently delivered across the organisation, taking responsibility for the effectiveness and quality of interactions across the Group, engaging teams in delivery.
Work with key partners and stakeholders to ensure that the whole patient pathway and accountabilities are considered and to develop formal and informal partnerships to support integrated provision across the local healthcare environment focusing on delivering effective patient flows.
Represent the Group at a range of external meetings relating to Urgent & Primary Care.
Deputise and represent the Chief Executive as required and during periods of absence. 

Leading by example, ensure that the strategic aims, vision and values of the organisation are achieved.
Support delivery of the vision and objectives of the Trust to achieve continuous improvement of services, monitor performance against these and take corrective action to support resolution of poor performance.
Help to develop a culture and environment where safe and high-quality patient care is consistently delivered across the organisation.

Develop and implement long term service strategies and policies for the organisation that fully reflect the direction and service needs of the Trust. Undertake this in collaboration with other NHS organisations, working across organisational boundaries and within a complex and changing strategic environment.
Translate corporate, local and national strategies into clear objectives and action plans and lead the implementation of these plans.

Ensure Devon Doctors is able to meet all national and local performance targets and work closely with partner organisations to ensure standards are met and take corrective action where necessary.

Member of the Executive Team:

· Provide leadership to develop and implement both short and long term strategies and ensure that agreed plans are sustainable and effectively delivered.

· Ensure that the Company exercises its functions effectively, efficiently and economically and with good governance.   

· Develop and maintain close working relationships with a range of local partnerships and stakeholders. 
· Provide to the Board strategy and annual plans for the provision of services in partnership with other key stakeholders.
· Create an organisational culture of feedback and collaboration 
· Ensure clinical engagement and develop a clinical workforce strategy. 
· Provide assurance to the Board in respect of compliance with the required regulatory requirements.
· Provides leadership within the Company, line-managing and leading the local team in support of the clinical leadership, enabling it to work corporately to deliver strategic and operational plans.
· To build a strong working relationship with the Board, meeting with the members on a regular basis to ensure that the Board are informed of company risks and opportunities. 
· To ensure meaningful engagement with member practices.  
High Quality Patient Care:

Ensure consistently high-quality patient care through the development of a culture of effective teamwork and patient focus, and through the empowerment of Department Leads, Clinical Leads, Heads of Service, Operational Teams and other professionals.
Embedding a culture and performance management system which ensures that all staff understand and comply with the Group’s policies on infection, prevention and control.
Manage monitoring systems to ensure compliance with NHS standards
Principal Duties and Responsibilities:
· To be a visible and influential System Leader.

· Always act in the best interest of patients and service users.

· Work closely with legislative regulatory bodies – e.g. CQC (as the ‘Registered Person’ for Devon Doctors OOH) with responsibility for CQC compliance. 
· To manage the performance of the Operational Leadership Teams and the clinical services you are responsible for so that an excellent and efficient service is delivered within the budgets set, maintaining clinical and professional standards.
· In partnership with the Director of Finance, and the Chief Strategy Officer, create and deliver an Annual Business Plan for the organisation.

· Establish effective working relationships and communications with staff ensuring staff are motivated, developed, supported and respected. 

· Ensure that the Company operates in a way that maintains high standards of public service, public accountability, integrity and probity.

· Ensure that performance and finance targets (locally agreed and national) are achieved, taking appropriate remedial action as required.

· Ensure that the Organisation delivers the highest quality service with a view to securing the best possible outcomes for their patients within their resource allocation and maintains a consistent focus on quality. 
· Ensure that good governance remains central at all times, reviewing processes, controls and frameworks to support operational delivery 
· Work with the local CCGs to identify gaps, specifically in the provision of out-of-hours services and to develop services to provide continuity of care for patients.
· Provide vision and direction in the development of a comprehensive approach to patient care, including the active involvement of users and carers and independent processes and agencies in reviewing the company’s services
· Be responsible for developing the skills and capacity within the local management team to deliver the Company’s strategic objectives.
· Lead the contractual performance interface with commissioners to ensure contract monitoring processes are successfully conducted 

· Support the process for procurement and business development to sustain

     current services, and for the establishment or expansion of new services. 

· Plan on a short, medium and longer term basis remaining responsive to sudden and unexpected change across the organisation and within the wider health and social care systems.

· Provide line management support to members of staff ensuring that they have annual appraisals in line with the appropriate policy, that members of staff have a development plan and that regular one to one’s are held.

· Supports the development of a capable and confident workforce within the Company, with a positive culture that continually develops through organisational development.

· Make judgements by comparing highly complex information, data and facts enabling the review of competing priorities; reprioritising own and others workloads in order to ensure the delivery of the service.
· Confidently communicating and presenting complex issues to difficult and potentially contentious audiences, including ‘unpopular news’. 

· Develop and maintain robust and professional relationships both internally and externally.

· Communicates effectively with the members of the Board, keeping them informed about potential risks and opportunities to operational delivery and recommend appropriate courses of action. 

· Give strong and effective leadership in any high priority situation of an operational nature and ensures that suitable arrangements are in place to ensure business continuity at all times. 
· Identifies and resolves operational challenges in partnership with others and operates a system that to deliver exemplar service standards. 

· Work with the SMT of the DDG, to ensure that the Company operates in the context of statutory and regulatory compliance with accountability for delivery of nationally mandated, and locally agreed targets and standards. 

· Establishes themselves as a credible leader, presenting sound arguments to system leaders based on solid data evidence and patient experience and securing outcomes that deliver value for money, within available resources, and real patient benefit. 
· Ensure that services have full resilience processes in place 

· Lead the development and implementation of all emergency planning activities including risk assessment of any potential issues and the development of plans to support these thus ensuring robust systems of business continuity. 

· To lead the procurement processes required to retain business and obtain new services for the company.
· Build a culture defined by the company’s values and provide a clear, effective and appropriate leadership style that engages the team and ensures that the company’s vision and direction of travel is clear.
Specific additional KRA:
· DDG Executive Lead working with and monitoring key subcontracts and partnership arrangements in relation to the NHS111 provision.

· Core Member of the OOH / 111 Joint Integrated Governance Board

· Working with NHS England, the Director with responsibility for Emergency Preparedness, Resilience and Response (EPPR).

· Be the Accountable Emergency officer for the organisation

Organisational Responsibilities for all employees:

· Unless there is a locally agreed operational process, the post holder is expected to work to the policies, procedures and guidelines of  Devon Doctors Group 

· To report any incidences of safety breaches, including but not limited to accidents, complaints and defects in equipment.

· Troubleshoot simple computer problems and initiate repair or recovery.

· To ensure familiarisation with disaster recovery and emergency procedures

· Complete all paperwork and maintain administrative systems appropriate to Company needs.

· Provide assistance to colleagues ensuring smooth operations and to provide effective responses to both individual and group needs.

· Adherence to all protocols, policies and guidelines in line with Company requirements.

· The post holder must maintain a safe environment, taking care to avoid injuries and assist the company in meeting statutory requirements. 

· Undertake all mandatory training and other training as required by the Employing Organisation and / or Line Manager.

· Attend Staff meetings, check e-mails regularly and read all communications from the organisation in order to keep up-to-date with operational practices.

· Wear Identification Badges when on duty / carrying out duties on behalf of the organisation.
· Where supplied, wear the organisational uniform when undertaking duties on behalf of the organisation.  Where uniform is not supplied, adhere to the organisational Dress Code. 

· Be conversant with local and organisational regulations and Health and Safety responsibilities. 

· To conform to and actively commit to and promote Devon Doctors Group Customer Service Standards both with internal and external stakeholders.

· Apply infection control measures within the organisation according to local and national guidelines and Standard Operating Procedures

· Abide by the NHS Code of Conduct

· Comply with the Duty of Candour
· There must be compliance with all policies, protocols, procedures and specific training on:

· The safeguarding of children and vulnerable adults.  

· Infection prevention and control.

· Equality and diversity.
· Health and safety.
· Information Governance.


Information Governance 

General Data Protection Regulation (GDPR) and Data Protection Act (DPA) 2018

All staff are under a personal and legal obligation to comply with information governance requirements. These include statutory responsibilities (such as compliance with the GDPR and Data Protection Act 2018), following national guidance (such as the NHS Confidentiality Code of Practice) and compliance with local policies and procedures. Staff must also comply with the Caldicott Principles and common law duty of confidence. Staff are responsible for any personal and commercially sensitive or confidential information, belonging to individuals including patients, and must ensure it is processed in a secure and appropriate manner. Failure  of any staff member, contractor or third party to adhere to this instruction can be regarded as serious misconduct and may lead to disciplinary action in accordance with our HR policies/procedures and any relevant criminal legislation. Where the incident is serious, this may result in dismissal. 

Confidentiality

You will process personal details and information relating to patients, staff, visitors and other individuals. This information is highly confidential and must not be discussed or divulged to any unauthorised person or in an unauthorised way. You are required at all times to comply with our rules, policies and procedures including guidance contained in any staff handbook(s). From time to time the company will exercise the right to change or update existing these documents and introduce new ones. Any breach of confidentiality could result in disciplinary action, including dismissal.

Other terms and conditions of your employment are detailed in our organisational policies that are available to all staff on SharePoint. These include our remote access and off-site working policies, code of conduct, IG and IT policies. All staff are responsible for adhering to our policies and procedures at all times. This includes taking appropriate measures to comply and enforce our expected standards in information sharing, records management and information quality. 
This is an outline of the Job Description and may be subject to change depending on the needs of the service, in consultation with the post holder. 
Does this post requires a Disclosure and Barring Service (DBS) Check?  – Yes 
If Yes - Level of DSB Check required –Enhanced 

Does this post require Occupational Health Clearance?  No
	Signature (Employer)
	

	Name Printed
	

	Date
	


	Signature (Employee)
	

	Name Printed
	

	Date
	

	
	


PERSON SPECIFICATION
Director of Operations
	Factor
	Essential
	Desirable

	Qualification
	· Educated to degree level or equivalent
· Business Management qualification or equivalent
· Evidence of continuing professional development

· Full, driving licence


	· Diploma in Health Service management or equivalent
· Project Management qualification



	Knowledge 


	· Evidence of developing and implementing strategy in a complex, multi professional and multi organisational environment 

· Evidence of an excellent understanding of healthcare and an appreciation of the broad social, political and economic trends influencing it. 

· Financially literate with the ability to critically review, challenge and effectively utilise financial information for decision making 

· Knowledge of the implementation of Care Quality Commission standards.
	· 

	Experience
	· Experience of senior level decision making and delivery in a changing environment
· Understanding and experience of managing key organisational issues e.g. NHS finance, HR, risk management etc

· Director level experience of performance managing teams

· Experience of managing staff and budgets and securing best use of resources to meet service needs
·  Able to understand the principles of value for money and challenge performance on this basis.

· Able to understand the risk environment including knowledge and understanding of the strategies that have been adopted by DDG and the risks inherent in any transformation strategies

· Able to understand and analyse complex issues and balance competing priorities in order to make difficult decisions; 

· Sound understanding of the NHS principles and values 

· Basic understanding of current legal requirements and good practice in employment practices, equality and discrimination.
· Experience in procurement and business development 

· Contracting and / or  contract management 
	

	Communication & skills 

	· Evidence of setting and developing the culture of an organisation and establishing organisational direction

· Evidence of inspiring and motivating teams with the ability to communicate passionately, effectively and persuasively across a diverse set of stakeholders. 
· Strong people and motivation skills

· Able to hold a vision for DDG and inform debate on strategy and its implementation

· Able to communicate complex issues in laypersons language at public meetings and through media interviews

· Excellent interpersonal and communication skills, able to influence and persuade others articulating a balanced view and able to constructively question information from others 

· Good understanding of the role of effective communications and engagement with patients, public, workforce and stakeholders in achieving/delivering Group objectives and maintaining the reputation of the Organisation
	

	Personal Attributes & Abilities
	· Meet all the criteria under Care Quality Commission Regulation 5: Fit and Proper persons: Directors. 

· Lead by the example of exhibiting high standards

· Politically astute

· Able to think conceptually in order to plan flexibly for the longer term and continually alert to finding ways to improve

· Ability to understand the limits of his or her management competencies and the wisdom to seek advice when these are reached 

· Ability to build consensus, manage conflict and facilitate problem solving and collaboration 

· Results oriented - relentlessly pursues improvement and results 

· Maintain composure under pressure, remains calm, assertive not aggressive 

· Energy, drive, self-motivation and resilience. 
· Empowering style, valuing the contribution of others.
· Flexible approach in relation to working hours and locations.
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