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Job Title:


Service Manager - UCR
Team:



Contact Centre
Base Location:


Bradley, Unit 2
Line Manager:


Head of Contact Centre Operations
Hours of Work:
37.5 hours per week, flexible over 7 days
Staff Group:
Corporate Contact Centre
DBS Check – Level Required:
Basic Check



Vaccination Requirement Statement:

Covid19 double vaccination not required but recommended.


This job has been rated as Low Risk for requiring Hepatitis B immunisation.





Flu jab recommended and will be offered.
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Job Purpose: 
The UCR Service Manager will provide operational supervision and direct non‑clinical management across the Urgent Community Response (UCR) Hub. The UCR service delivers rapid, two‑hour interventions by a multidisciplinary team to help residents remain independent and prevent avoidable hospital admissions. Local Care Direct acts as the single point of contact for this service, supported by a team of non‑clinical care navigators and clinicians.

The Service Manager is responsible for ensuring the service operates in line with Care Quality Commission (CQC) standards, driving high-quality performance, continuous improvement, and service development.

Working in collaboration with LCD Support Services, the post holder will ensure appropriate staffing, resources, and equipment are maintained within agreed budgetary parameters. They will also work closely with system partners, stakeholders, and the LCD Clinical Lead to strengthen the service offer, share best practice, and support integrated models of care.

In addition, the Service Manager will provide day‑to‑day operational coordination and act on behalf of Local Care Direct within the Kirklees Alliance, ensuring effective partnership working and delivery of service outcomes.

Supervision of Non-Clinical Team
1. Supervise the non-clinical resource within the UCR Hub service to always meet the relevant contractual and performance standards within organisational and financial frameworks. 
2. To implement the agreed UCR Hub objectives.

3. To promote personal development within the UCR Hub team.

4. To set clear objectives for members of UCR Hub team via regular 1-1 meetings and annual PDR process.

5. To ensure adherence to staff audit schedule and to take appropriate and immediate action when work performance falls below the defined standard of the role.  

6. To ensure that UCR Hub team adhere to LCD standards, policies and protocols. 

7. To promote effective teamworking across roles and sites and promote effective cross functional working with other directorates and stakeholders. 
8. Supporting in People Management processes where required in other Hub services and in the wider LCD Operation (Sickness Absence Management, Disciplinary, Grievance etc.).
Service Delivery
1. To be the point of contact for non-clinical operational issues within the UCR Hub Team and the wider service area. 

2. Identify and evaluate new and innovative ways for service improvements and cost effectiveness, making recommendations to the Head of Contact Centre Operations. 

3. Ensure agreed productivity levels from the non-clinical team are achieved.

4. Work in partnership with LCD support service departments to ensure appropriate level of staffing and operate within an agreed framework which supports the recruitment and retention of staff.  

5. Work in partnership with LCD support service departments to ensure Standard Operating Procedures are adhered to.  

6. Work within the scope of agreed business objectives as set out in the LCD Operational Plans.

7. To define and document UCR Hub process and service standards ensuring these are reviewed and updated to reflect changes.

8. To work with the Head of Contact Centre Operations to support change management principles whilst adapting to changing needs and new developments within the company.

9. Develop the use of SystmOne as the core business system for the delivery of the UCR Hub Service.

10. To ensure relevant performance data is monitored and used to support continuous improvement within service delivery.

11. To ensure appropriate and comprehensive root cause analysis techniques are used in the review of performance and correct action plans are developed and implemented where performance does not meet the required standard.

Communication & Relationships
1. To provide regular reports on the performance and development of the service, internally as required.

2. To support the management of relationships between wider stakeholders.

3. To consult and listen to comments from employee representatives, staff and other stakeholders to develop ways that the service could be improved.

4. To ensure agreed lines of communication and reporting are implemented within the team to support all employees understanding LCD business plans, objectives, priorities and changes.
5. To promote effective cross-functional working and that the operational team supports the achievement of objectives, standards and protocols of other LCD areas.
6. To attend internal and external meetings representing LCD and engaging in discussions appropriate to the role and level of the post.
Co-Ordination and Alliance Working
1. Create and maintain unified SOPs across the Alliance in support of the patient journey.
2. Support the administration for the collaborative work groups within the Alliance, such as the Strategic Oversight Group meeting. Summarising actions from meeting minutes and sharing amongst Alliance colleagues.

3. Collate performance metrics and contract reporting where required, from various partners, to support in the creation of a single Alliance report.

4. Maintain real-time OPEL dashboards that show system capacity.

5. Support where required in the administrative duties related to contract management with Alliance partners.

6. Create and maintain an Alliance wide risk register which is regularly updated and shared with Head of Contact Centre Operations and Director of Operations for inclusion into the wider LCD Ops Risk Register.

7. Maintain a comprehensive stakeholder directory and contact details for all partners to ensure open lines of communication.
Patient Care
1. To ensure that the quality of patient care is firmly at the centre of the organisation’s objectives and vision. 
2. To ensure the management and monitoring of the highest standards or safety and quality in the delivery of healthcare and related services, and manage risk within Local Care Direct.

Financial Resources
1. To ensure financial policies and procedures are maintained and the budget is adhered to and that best value for money is achieved.
2. To provide business cases as required.
Confidentiality
1. To operate and ensure the team operates within information governance protocols and that business confidentiality is maintained at all times.

Training
1. To ensure all staff have received the defined company induction programme and core training for their role and mandatory refresher training thereafter and that accurate records of training are maintained.

2. To ensure all staff receive an annual performance and development review incorporating the development of a personal development plan. To ensure that the department uses the company systems fully and appropriately and that staff are fully trained in how to use them in line with their role.

3. To seek feedback on their supervision.
4. To complete the defined company induction programme and core training for this role and mandatory refresher training thereafter and ensure that accurate records of training are maintained.
Infection Prevention and Control
1. Healthcare workers have a duty of care to patients and are expected to comply fully with the companies Infection Prevention and Control (IP&C) policies and attend/complete IP&C training, for personal and patient safety and for prevention of healthcare-associated infection (HCAI). Knowledge, skills and behaviour in the workplace should reflect this. 

Safeguarding
1. Individuals have a duty of care to children and vulnerable adults that they come into contact with whilst at work to safeguard and promote their welfare and to work to prevent, recognise, respond, appropriately refer and record potential neglect or abuse, adhering to the company’s Safeguarding Children and Safeguarding Vulnerable Adults policies and procedures.
Managing Self
Ensure that relevant professional practice is evidence based and current.
Ensure that continual professional development is maintained and facilitates the ability to provide care to a high standard in a way that is both safe and cost effective.
Ensure that mandatory training is up to date and participate in training as appropriate.
Effectively utilise time management, organisational, co-ordination and – if required - management skills.
Identify own professional development needs through the Personal Development Review process (PDR).
The main duties and responsibilities shown here are not exhaustive and the postholder will be expected to carry out any reasonable activities according to the needs of the business as directed by the line manager. 

PERSON SPECIFICATION
The successful performance of this role will require some flexible working hours and will be expected to operate at a satisfactory level (to be agreed with line manager) to specific LCD supervision competencies (set out below) and to maintain a personal development plan to address development needs. 

	
	Essential
	Desirable
	Assessment

	Qualifications
	Educated to degree level or equivalent experience with GCSE English and Maths grade C/4 or above.
	Level 4 or above Management qualification.
	Application

	Experience
	Management of staff in a call handling operational environment. 

Meeting contractual service targets and standards.
Rota Management.
Implementing change and supporting others through change.
Implementing policies, procedures and working practices.
Managing stakeholder relationships.
	Working with core operational systems – SystmOne.  

Understanding of budget management. 

Management in a healthcare environment.

	Application & Assessment

	Skills
	Team building and development

Good organisational and communications skills – written and oral.
Analysing, interpret and present data.
Able to make critical decisions quickly and rationally.
Good interpersonal skills and able to develop effective working relationships & professional creditability with colleagues at all levels.
Effective engagement and influencing skills.
Experience in Microsoft packages and good IT skills inc knowledge of MS office.
	Organisation and achievement of KPIs.
Report writing.
Use of root cause analysis techniques in managing performance.
Project Management.
	Application & Assessment

	Knowledge
	Fluent in English language.
NHS Services.
Conflict resolution.
	Safeguarding.
Local Care Direct Services.
	Application & Interview

	Personal attributes
	Flexibility with working hours.

Flexible, willing to work in areas other than main base and adaptable to change

Stays calm under-pressure

Approachable & positive

Ability to work alone and also as part of a team
	
	Application & Interview


MEASURES OF PERFORMANCE
Performance will be regularly monitored and assessed via monthly review of business performance, personal objectives and delivery against this job and person specification.
JOB DESCRIPTION AGREEMENT
I have read and understood this job and person specification:

	Signed Job Holder:
	Date

	Signed Line Manager:
	Date
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