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TT Operational Duty & Risk Manager

	
Job details
[bookmark: _Toc10532019]
	Job title:
	Operational Duty & Risk Manager

	Department:
	National Duty Team

	Location:
	Home based/remote with nationwide travel/overnight stays as required

	Reporting to:
 (job title only)
	Regional Service Director

	Direct reports:
 (job title only)
	Team Managers

	Job purpose:
	The Operational Duty & Risk Manager is responsible for the day-to-day operational oversight of the National Duty Team across NHS Talking Therapies services within VHG, ensuring the safe, effective, and efficient running of the service. 

The role involves managing daily demand and capacity, supporting staff, coordinating risk management processes, and overseeing operational issues, escalations, and incidents.

The post holder will work closely with the Clinical Duty & Risk Lead and will provide operational leadership to the service which will operate across several NHS TT services. The post holder will lead a service of Interface Leads, Operational Team Managers, Duty & Risk Mental Health Practitioners and administrators to ensure patients receive timely, high-quality care in line with NHS Talking Therapies national guidance and local service protocols.

The clinical duty system provides advice and support to our clinical staff (CBT Therapists/Counsellors, Psychological Wellbeing Practitioners (PWPs)) and our administrative team about all aspects of clinical risk, supporting robust risk management and safeguarding processes across the service.


	Role and Responsibilities:
	
Operational

· Work as part of the National Duty Teams Senior Management team to ensure the service delivery meets NICE guidelines, and is in line with the TT handbook.

· Monitor patient flow through the service ensuring urgent and priority patients are managed appropriately. 

· Ensure underperformance within the team is managed effectively and to the benefit of Service Users.

· Ensure a robust capacity and demand process is in place to meet service KPIs and to support efficiency of the clinical delivery model, and resource distribution. 

· Continuous improvement of operational systems, processes and policies to deliver company objectives efficiently and effectively.

· Be accountable for ensuring the smooth operational service delivery of all elements of the service and reviewing and auditing the effectiveness of the service. 

· Ensure the service operates effectively across business opening hours. 

· Provide agreed performance measures and updates on the operational, clinical, and financial effectiveness of the service.

· Address any issues of quality or effectiveness to inform continuous quality improvement and contribute to the implementation of strategies to measure and enhance patient satisfaction. 

· Reporting of service operational performance to key stakeholders within the business.

· Contribute to the innovation of the service to ensure it is most effective for patients and staff

To resolve any issues at the point of escalation, including complaints and incidences and share learnings as appropriate
· To participate in investigation procedures where applicable


Risk Management & Safeguarding

· The Operational Duty & Risk Manager does not provide clinical leadership or act as risk or safeguarding lead for the service. These responsibilities sit within the Clinical Leadership Team.

· Ensure risk protocols are followed including for patients presenting in crisis.

· Represent NHS Talking Therapies at external meetings and liaise with GPs, secondary care teams and other external stakeholders as required to improve patient journey, build professional relationships and understand thresholds for referring onto specialist/crisis services.


Financial

· Work with the Regional Service Director to set budgets, re-forecasting and adjusting the delivery of the service to achieve these targets.

· Work with the Regional Service Director to ensure operational efficiency within the service through ongoing cost reviews and effectively implementing any potential cost savings.


People

· In partnership with the Clinical Duty & Risk Lead, be accountable for the recruitment and training of new employees into the service, in line with budget and business requirement.

· Manage and develop direct reports in line with personal development and business requirements.

· Conduct appraisals for direct reports and ensure all appraisals are completed across the service as required.

· ‘Hands on’ people management to ensure all employees within the service feel engaged, supported and valued and that their wellbeing is supported.

· Foster a positive and inclusive work environment, promoting employee engagement and wellbeing across the team.

· Contribute to and implement strategies to retain top talent, minimising turnover and ensuring continuity of high-quality service delivery and succession planning at the relevant step.

· Ensure the wider team is supported in their clinical and professional progression through: training and development opportunities, project work, peer support and mentoring.

· Set objectives and personal development plans with Team Leaders, and support with performance plans as and when required.

· Maintain clear communication with senior leadership regarding service pressures.


Any other reasonable duties as required.

Equality Diversity & Inclusion (EDI)
We are proud to be an equal opportunities employer and are fully committed to EDI best practice in all we do.  Vita Health Group has several initiatives in place to achieve this including our Zero Tolerance Policy, Code of Conduct, Freedom to Speak Up Guardians, and more. We believe it is the responsibility of everyone to ensure their actions support this goal with all internal and external stakeholders. 
 
· Be aware of the impact of your behaviour on others.
· Ensure that others are treated with fairness, dignity, and respect.
· Maintain and develop your knowledge about what EDI is and why it is important.
· Be prepared to challenge bias, discrimination, and prejudice when possible, and raise with your manager, the EDI & Sustainability team, or the Freedom to Speak Up Guardians.
· Encourage and support others to feel confident in speaking up if they have been subjected to or witnessed bias, discrimination, or prejudice.
· Be prepared to speak up for others if you witness bias, discrimination, or prejudice.


	Additional information:
	Some travel including occasional overnight stays may be required, so a full clean driving licence is desired.




Person specification

	
	Essential
	Desirable

	Qualifications
	· Significant experience working in mental health and/or Talking Therapies 
	
· Mental health Professional 


	Experience
	· Demonstrable 2 Years experience of effectively managing an operational team 

· Experience of capacity and demand management 

· Experience of working at a Senior Management Level 
· Experience in analysing complex data in relation to service performance 
· Experience in service development, innovation and growth
	· Experienced user of IAPTUS system

· Commercial experience within a private healthcare setting 
· Strategic and project management experience

	Skills/knowledge
	· Ability to Lead teams to deliver KPIs 
· Networking and engaging with external stakeholders 
· Good IT skills 
· Advanced communication skills and ability to communicate complex information
	· Financial & Budget management
· Advanced conflict resolution skills (e.g complaint resolution)
· Working with diverse user group 

	Specialist training
	
	· Project management experience

	Personal competencies and qualities
	· Team player
· Challenges the status quo
· Able to lead high performing teams
· Motivational
· Model behaviours in line with organisational values
· Patience and resilience
· Adaptive to change
· Good judgement and decision making skills
· High level of enthusiasm and motivation
· 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
· Experience with developing budgets and writing business plans
· Ability to work under pressure
· Excellent time management skills
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