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	SERVICE QUALITY & IMPROVEMENT MANAGER JOB DESCRIPTION


ELCAP is a Scottish charity which provides care and support for people who are affected by learning disabilities, physical disabilities and mental health problems across East Lothian and Midlothian.
Our vision is that everyone, no matter what their individual support needs, can live to their full potential and be an active and valued member of their community.
Our mission is to become the recognised gold standard in social care by empowering the individuals we support, our staff and our community to grow and succeed.  We are passionate about making a real difference to the individuals we support, by enabling them to live better, more independent lives.  
The following values underpin everything that we do:
· We care and keep on caring.
· We treat each other with kindness and understanding.
· We communicate well.
· We are adaptable.
· We go the extra mile.
	JOB SUMMARY


As a Service Quality & Improvement Manager, you are highly skilled and experienced in leading support that is trauma-informed and responsive, and that is best practice designed around the needs and wishes of the people receiving it.  Your expertise contributes significantly to ensuring the provision of high-quality support for people who ELCAP works with and to a culture of continuous improvement.  You will demonstrate a strong commitment to working within the Scottish Social Services Council’s (SSSC) Codes of Practice and the Health and Social Care standards.
As a lead for Quality and Practice at ELCAP you will work closely with the Senior Leadership Team and Operational Leads to ensure that the services provided are of a high quality and compliant with regulatory and legislative requirements.  The Service Quality & Improvement Manager will play a key role in the implementation of trauma informed care and in the ongoing quality improvement of services at ELCAP.  Developing, implementing, reviewing and improving quality assurance processes are key aspects of this role.

	MAIN RESPONSIBILITIES AND TASKS


Leadership
· Providing support, guidance and inspiration for the team of Operational Leads and Support Staff
· Fostering a culture of continuous improvement, accountability and excellence in care provision.
· Playing a lead role in practice development across ELCAP’s services.
· Embedding and promoting trauma-informed practice throughout all aspects of ELCAP.
· Reporting on the quality of care and service provision to the Senior Leadership Team and external stakeholders as required.
· Collaborating with the Senior Leadership Team to develop and implement strategic objectives.
· Contributing to the development and implementation of operational strategies that align with ELCAP’s mission and values.
Resource Management
· Participating in the recruitment and onboarding of Support Practitioners and Operational Leads as required, so that services are resourced to deliver contracted levels of support.
· Monitoring budgets and expenditures, ensuring financial efficiency and sustainability.
· Identifying any variances against budget, the reasons for those and taking corrective action where possible.
· Ensuring compliance with service contracts.
· Liaising with the Head of Operations, highlighting any issues and concerns to them and working together to find solutions.
Quality Assurance
· Working within ELCAP’s values, the SSSC’s Codes of Practice and ensuring that support is provided in line with these and the Health and Social Care Standards.
· Developing, implementing and monitoring quality assurance processes to ensure high quality care and support is provided across all ELCAP services.
· Leading regular audits to ensure compliance with legislation, regulatory requirements and best practice, both scheduled and unannounced.
· Identifying areas for improvement, developing plans to address these and monitoring progress with implementation.
· Ensuring that the people ELCAP support and relevant others are involved in the ongoing improvement of ELCAP’s services.
· Ensuring that clear, accurate and up to date records of support provided, related support plans and risk assessments are in place and complied with in line with policies and procedures and regulatory requirements.
· Maintaining up to date knowledge of, and working within, ELCAP’s policies and procedures.
· Following practices, policies and procedures that are in place to keep you and others safe at work.
· Maintaining up to date knowledge of legislation, regulatory requirements and best practice in social care.
· Dealing with complex issues or complaints, aiming to ensure their timely and effective resolution at the earliest possible stage.
Learning and Development
· Taking responsibility for maintaining your own continuing professional learning to improve your knowledge and skills.
· Proactively engaging in your own support and supervision with the Head of Operations.
· Coaching and mentoring Operational Leads to learn and develop in their roles.
· Identifying training needs within the operational teams, in conjunction with Operational Leads and collaborate with learning and development providers to ensure opportunities are in place for continuous professional development.
· Supporting the implementation of learning programmes and initiatives to enhance skills and knowledge.
Data Analysis and Reporting
· Developing and implementing Quality assurance systems
· Tracking performance metrics and delivery of outcomes.
· Gathering insights from data analysis to inform strategic planning and decision making.
· Providing regular reports to the Senior Leadership Team on the quality and effectiveness of care services. 
· Maintaining up to date knowledge of legislation, regulatory requirements and best practice in social care, and reporting to the senior leadership team on how this may impact service delivery

External Focus and Relationships
· Build and maintain positive relationships with key stakeholders including clients, families, colleagues, regulatory bodies and community partners.
· Maintaining positive working relationships with all stakeholders.
· Representing ELCAP at external meetings with partners.
Other
· Carrying out any other tasks that may reasonably be asked of you from time to time.

	ACCOUNTABILITY AND LINE MANAGEMENT
	


You will be accountable to the Head of Operations who will be your line manager.
	LOCATION


This is a hybrid working role, with the post holder based in ELCAP’s offices in Woodbine Cottage, West Loan, Prestonpans, East Lothian EH32 9WU, and at home.
The post holder will spend significant periods of time working within ELCAP’s services.  The requirements of the role may require the post holder to travel across Scotland, with occasional overnight stays.  In addition, evening and weekend working will be required from time to time.
	PERSON SPECIFICATION


Personal Qualities
· Commitment to ELCAP’s vision, mission and values.
· Commitment to SSSC Codes of Practice and delivering support in line with the Health and Social Care Standards.
· An approach that is respectful of the roles, expertise and experience of the individuals ELCAP supports, their families and carers, and colleagues both within ELCAP and in partner organisations.  
· Works with kindness, compassion and respect for the individuals ELCAP supports, their families and carers, colleagues and external stakeholders.
· A positive and solutions-focused approach.
· Non-judgemental attitudes that are not discriminatory.
· Commitment to equality, diversity and inclusion.
· Truthful, open, trustworthy and reliable.
· Commitment and proactive approach to your ongoing learning and development.
Experience
· At least two years’ experience of leadership within a health and social care context.
· Experience of designing and implementing quality improvement methods and systems.
· Demonstrable experience of leading and driving quality improvement
· Experience of coaching and mentoring colleagues in their development.
· Experience of managing budgets and resources.
· People management experience.
· Knowledge and experience of National Health and Social Care Standards, the inspection process and reporting responsibilities and requirements
Skills and Abilities
· Strong interpersonal skills and the ability to quickly establish and maintain positive relationships.
· Excellent communication skills with the ability to adapt communication style according to the recipient’s needs. 
· Strong leadership skills and the ability to inspire and enable others to carry out their roles effectively.
· Coaching skills.
· Conflict resolution skills and the ability to sensitively handle difficult conversations.
· Good organisational skills.
· Ability to plan and manage workload, to prioritise, to meet deadlines and respond effectively to unplanned demands.
· Digital skills that allow you to use technology and systems effectively.
· Financial management skills.
· Ability to work on own initiative as well as with direction.
· Ability to identify development and improvement opportunities.
· Effective team worker.

Knowledge and Qualifications
· Qualified to at least SCQF level 10, or equivalent.
· Strong understanding of trauma-informed and responsive support is desirable.
· Knowledge of person-centred support and how to deliver it in practice. 
· Knowledge of the legislation and regulation governing social care and how that relates to employment as well as quality of care.
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