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	Job Specification 

	Job Title 
	Head of Operations

	Reports to 
	Spire OH Managing Director

	Direct Reports
	Operations Team Leads & Ops Coordinator

	Matrix Reports
	N/A

	Location
	Worcester Head Office

	Key Stakeholders
	Senior Leadership Team, Spire OH Colleagues and Spire OH Customers

	Role Purpose 
What service does this Role Provide?

How does it support the business?
	
Head of Operations as a member of the Spire Occupational Health (Spire OH) Senior Leadership Team (SLT) is responsible for leading all aspects of the OH service operation by overseeing daily operations of the business and ensuring efficiency, productivity and profitability.

Post holder will foster strong relationship with external and internal stakeholder and will champion close collaboration with other departments to achieve Spire OH’s objectives.

Head of Operations will lead a team of administrators and business support functions, ensure service is delivered within KPIs and SLAs. Post holder will be accountable to Managing Director (MD) for the operational and financial P&L delivery and will own reporting of risks across the function.


	Key Responsibilities

Day-to-day tasks

Key activities in their remit

What and who is the incumbent responsible for?

What are the daily/monthly/annual key outcomes?
	Operational Responsibilities   
· Service Leadership and Performance Management: Oversee the day-to-day performance and KPI delivery of the service, ensuring that operations are conducted in alignment with strategic objectives and that high standards of care are consistently maintained.
· Operational Accountability: Take full operational accountabilities for all processes and outcomes within the service, utilising key performance measures and financial data to drive efficiency and service quality.
· System and Process Improvement: Lead the ongoing improvement of operational systems, processes, and policies within the service to achieve company objectives, ensuring they are effectively aligned with customer and business needs.
· Resource and Capacity Management: Strategically manage resources and capacity within the service to meet current and projected business volumes, ensuring optimal clinician utilisation and service delivery.
· Performance Reporting: Provide weekly performance updates and metrics on the operational, clinical, and financial effectiveness of the service, ensuring clear and transparent communication with the Managing Director and Senior Leadership Team.
· Employee Performance Management: Ensure effective performance management systems are in place within the service, promoting best practices and ensuring that all employees meet the standards required by the business and its customers.
· Health and Safety Compliance: Ensure full compliance with health and safety requirements across the service, maintaining a safe and effective working environment.
Succession Planning: Ensure mechanisms are in place to retain high-performing colleagues through effective succession planning models and personal development. Financial Responsibilities 
· Operational Efficiency: Drive operational efficiency within the service by conducting ongoing cost reviews and implementing potential cost-saving measures, ensuring alignment with Spire OH financial strategies.
· Performance Metrics: Utilise key financial performance metrics to inform operational decisions and improvements, ensuring the service’s financial performance aligns with its operational goals.
· Cost Management: Implement effective cost management strategies as agreed with the Senior Leadership Team to optimise resource utilisation and enhance profitability within the service.
· Stakeholder Communication: Ensure transparent and effective communication of financial performance and risks to key stakeholders, maintaining responsibility and trust at all levels.

People Management Responsibilities   
· Recruitment and Training: In partnership with service management, oversee the recruitment and training of new employees within the service, ensuring alignment with budgetary constraints and business requirements.
· Direct Report Management: Manage and develop direct reports within the service, supporting their personal development and ensuring they meet both personal and business objectives.
· Enabling Excellence meetings: Conduct quarterly Enabling Excellence meetings for direct reports and ensure appraisals are completed as required within the service, maintaining high performance standards.
· Monthly 121’s: Conduct monthly 121 with direct reports, ensuring regular feedback and support is given and that performance metrics are set and adhered to. 
· Hands-On Management: Engage in hands-on management to ensure all employees within the service feel engaged, supported, and valued, fostering a positive work environment.
· Team Support: Provide support for the professional progression of the wider team through training and development opportunities, project work, peer support, and mentoring.
· Mandatory Training Compliance: Ensure all mandatory training is completed within the service in a timely manner, adhering to relevant Quality Assurance Accreditations and maintaining compliance.
· Employee Engagement: Foster a positive and inclusive work environment within the service, promoting employee engagement and well-being.
· Leadership Development: Support leadership development within the service, contributing to the identification and development of future leaders within the team.
· Performance Management: Implement and enforce performance management systems within the service to maintain high standards and address any performance issues promptly.
· Talent Retention: Develop and implement strategies to retain top talent within the service, minimising turnover and ensuring continuity of high-quality service delivery.
· Stakeholder Collaboration: Work closely with HR and other departments to align people strategies within the service with overall business objectives, ensuring a cohesive approach to talent management.

Customer Responsibilities   
· SLA and KPI Achievement: Ensure that all relevant customer SLAs and KPIs are met and exceeded within the service, maintaining high standards of performance and customer satisfaction.
· Contractual Commitments: Ensure the delivery of services aligns with contractual commitments, upholding the highest levels of service quality and reliability within the service.
· Customer Retention: Contribute to the retention of contracts by achieving service excellence, consistently meeting and exceeding contracted commitments, and fostering long-term customer relationships.
· Customer Feedback: Collaborating with clinical colleagues to collect and analyse customer feedback to inform continuous service improvement, addressing any issues promptly to enhance customer satisfaction.
· Complaint and incident management: Accountability for all operational complaints and incidents within the service. Accountability for investigating and delegating investigation of complaints and incidents and working closely with the governance team members to identify themes and trends with associate improvement plans.  
· Proactive Communication: In collaboration with the Account Management Team, maintain proactive and transparent communication with customers, keeping them informed about service performance and any relevant developments.
· Customer Satisfaction: Implement strategies as agreed with the leadership team to measure and enhance customer satisfaction within the service, ensuring a positive experience across all touchpoints.
· Issue Resolution: Oversee the resolution of customer issues and complaints within the service, ensuring timely and effective solutions to maintain customer trust and loyalty.


	Candidate Requirements (Essential and/or desirable skills, experience and qualifications)

	· Operational management experience and proven leadership within an Occupational Health or related service
· Proven experience of delivering operations (e.g. 5 years+) in a management position in a high achieving/KPI driven environment   
· Robust experience of customer interaction and engagement
· Demonstratable experience of identifying and owning business changes and service improvement
· Experience of budget management
· Leadership of nationwide service delivery
· Microsoft Excel & PowerPoint ability – intermediate level minimum
· Strong familiarity of using PowerBi for data analysis
· Ability to understand, input & challenge financial-operational models
· Ability to understand, input & challenge workforce planning-operational models
· Proven capability in building aligned workforce cultures, effective performance management measures and embedding continuous improvement


	Behaviours and Characteristics (Traits and attributes that supports an individual’s ability to deliver in the role)

	· Excellent stakeholder management skills and abilities 
· Ability to work individually or within a team and foster good working relationships
· Good analytical skills with ability to interrogate and use data to support change
· Evidence of values that are consistent with Spire OH
· Interpersonal skills to engage and develop working alliances with colleagues and patients.
· Evidence of an openness to learning new knowledge and skills.
· Excellent verbal and written communication skills
· High level of enthusiasm and motivation
· Ability to work under pressure
· An awareness of and commitment to supporting and facilitating diversity and inclusion
· Excellent time management skills

	Knowledge Required 

	· Knowledge of Microsoft Tools, such as PowerBI, Excel and PowerPoint
· Knowledge of the Occupational Healthcare Sector 
· Deep understanding of Financial Operating Models & Workforce Planning Models

	Spire OH Values

	
Succeeding together
· Building collaborative relationships
· Establishing and maintaining a ‘one-team’ culture
· Being a change-agent supporting our ethos of continuous improvement

Delivering on our promises
· Taking initiative
· Managing Execution
· Focusing on performance

Being outstanding
· Being authentic
· Understanding the business
· Being flexible and adaptable
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