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Role Profile


Head Of Complex Care


We are looking for an exceptional Head of Complex Care to lead our Operational delivery and growth whilst delivering exceptional support that changes people’s lives and allows them to live the best life possible.

Role Purpose 
This pivotal role will ensure that the highest standards of care are delivered to individuals with complex needs within a region, working closely with our leadership team, support functions and external stakeholders to develop and maintain key relationships, commission new services, and drive continuous improvement. The Head of Complex Care also champions change, innovation, and the use of modern technology to enhance service delivery and achieve the charity's objectives.  

Key Accountabilities
Service Delivery
· Lead and manage the Complex Care service delivery portfolio, optimising the allocation and use of the associated budgets and resources to deliver positive outcomes for the people supported in line with all stakeholder requirements, agreed plans and targets, and Community Integrated Care's brand and values.
· Responsible for ensuring the delivery of the highest quality of service to the people we support, delivering innovative initiatives which benefit people we support and using the operational data provided by Regional Managers to drive continuous improvement.

Business Strategy
· [bookmark: _Int_u6G9FAO2]To develop and establish key relationships/ partnerships (nationally and regionally), to maintain existing business with high levels of quality and to commission a diverse range of new services, exploiting sustainable organic growth where appropriate, to achieve the organisation’s business objectives. 
· To identify, maximise and develop new and innovative service types in line with need and demand, to achieve the organisation’s goals and enable those with complex needs to live the best life possible.  

Business Development and External Relations
· To identify target areas of complex care/transforming care and develop relationships with all stakeholders including ICBs, HOPES, ISTs and families to assist people to safely transition into their community.
· Leading the regional teams to onboard and embed new Tier 2 or Tier 3 business effectively and to oversee the ongoing management and maintenance of contracts and commissioner relationships within the region, to achieve our charity's objectives.

Transformation
· To be a leading champion of change, effective communication, continuous improvement, and empowerment; securing motivation, loyalty and the support of direct reports and colleagues in general; whilst maintaining the integrity of the organisation. 
· To facilitate change and innovation so that services, systems, and processes within the regions are subject to regular risk review (consistent with organisation risk profiles and audit and compliance standards), that appropriate systems and processes are in place to meet the needs of governance, and that external accreditation requirements are met. 

Systems
· Embracing modern technology and innovation whilst accessing and utilising all organisational systems
· To work closely with the Technology Enabled Care Team to assess, monitor and review service delivery to ensure least restrictive support is in place where appropriate.

Finance
· To manage a budget overseeing financial performance of your services and team, meet financial targets for growth and contribute to the forecast to ensure financial sustainability and investment of complex care services.

People
· To oversee the assessment, identification, and availability of appropriate learning interventions which are aligned to the service profile and intensity framework, ensuring that the organisation is compliant with all legal, regulatory, contractual, and organisational requirements. 
· To be a positive leader of people, fostering a culture of psychological safety, wellbeing, and supportive two way communication (including de-briefs), to ensure that the views and preferences of all individuals are sought, considered, and reflected in service delivery to drive team performance. 

Legal and Risk.
· To oversee portfolio service performance, by maintaining and monitoring KPIs to ensure that all contractual, legal, regulatory, and organisational requirements are met.
· To oversee the intensity framework risk register for Tiers 2 and 3, managing and monitoring risks and promoting risk enablement practices (within tolerance) ensuring appropriate actions are taken to mitigate risks and issues, and enabling people to take positive risks to achieve their goals. 

Quality and Compliance
· To develop, implement, monitor and continuously improve relevant policies, procedures, practices, and standards, overseeing remedial actions where necessary, to safeguard the people supported, assuring the quality, legal, and regulatory compliance of team activities and services

Operational Excellence
· Monitor and report Complex Cares performance against agreed plans, targets, and budgets, identifying trends and themes and working with the Managing Director to agree and execute the actions required to address any performance issues and/or to capitalise on opportunities

 Leading and Managing a Team
· Lead, develop and motivate their leadership teams to attract, retain and develop the capacity, capability and talent to create a high performing teams and achieve strategic objectives.
· Set expectations and manage, monitor, coach and develop team members to ensure that they maximise their performance, meet the required standards, and continuously develop their capabilities and experience

         
Scope and Geography 	This is a regional senior leadership role leading the regional Complex Care Team, working closely with business partners, the Head of Operations and reporting to the Managing Director for the defined region.
Travel Expectation 	This role is primarily based in a region as such there will be regular travel across the region. In addition, as a member of the Senior Leadership Team there is a requirement to travel nationally. There will be some requirement to travel frequently across the region. 
	Collaboration
	It is expected that the post holder will proactively engage with the wider Quality team nationally, and regional teams of supporting Business Partners, Operational, External Partners, and Support Services colleagues, and in addition will work closely with the Managing Director, Director of Business Development, Director of Complex Care and  to ensure the right action and support can be delivered at the right time. 

	Budgets 
	This role will not have any direct budgetary accountability. 



	Best Life Possible Success Measures


	Service Quality and Innovation


	· High level of engagement and satisfaction within services are achieved and maintained (the people we support, families, colleagues, funders)
· High standards of support delivered meeting all clinical and care needs
· Contractual and regulatory outcomes are all to a high standard 
· Meaningful KPI data sets are met, and continuous improvement is monitored and maintained

	
	· Views and preferences are sought and reflected in service delivery
· Restraint reduction and restrictive practice is positively reduced and monitored leading to positive outcomes for the people supported

	Career Opportunity
	· Ensure complex care teams have the right capabilities to deliver – exceptional delivery against learning compliance (regulatory and GROW)
· Fostering a performance culture with the team(s) you lead, coaching teams to improve performance, and proactively managing underperformance – leading to improved recruitment, retention and talent management
· Ensuring alignment and clarity from organisational and regional goals by leading teams to set objectives to deliver against key priorities 
· Improvements in team engagement scores (HIVE)
· Ensuring the organisation has access to the learning it needs to deliver excellence


	Community Engagement
	· Create meaningful partnerships in local communities that deliver increased capacity, and social impact for the people we support whilst building reputation and social platforms
· Engagement in political events, influencing key individuals, to drive the development of social care policy 
· Network with high level stakeholders at conferences and events to participate meaningfully and influence the need to reduce long term segregation and hospital stays


	Sustainable Economics

	· Positive momentum on team KPIs, including retention, lost time, e-learning compliance, Recruitment, Commissioned Hours Delivery etc. 
· Building good relationships with all stakeholders for complex care, identifying opportunities for sustainable organic growth
· Ensuring services are well resourced with adequately trained/skilled colleagues whilst having contingency plans for bank and employees to mitigate the need for agency, driving down agency use 
· Added value activities are cost-neutral
· Develop strong relationships and quality outcomes with commissioning partners and regulators to deliver high rates of contract acquisition and retention
· Delivery of project objectives within time, cost, and scope parameters, delivering quality results


	Structure





Qualifications, Experience, and Knowledge
· Proven experience in clinical leadership of a health and social care setting
· Educated to degree level or Professional Qualification in Health & Social Care Leadership/Business 
· Diploma in Positive Behaviour/Diploma in Practice Leadership
· Clinical experience within complex care environments with extensive experience of working with MDT Teams
· Have a good knowledge of protective and preventative risk and clinical management strategies 
· Evidence of Continuing Professional Development 
· Current knowledge of CQC and CI regulations, frameworks, and inspection process
· Knowledge of the care sector including regulatory and contractual frameworks and relevant legislation
· Knowledge and understanding of the needs of people we support 
· Good breadth and depth of knowledge of personalisation and inclusion agendas
· Understanding risk management/quality standards Essential · Understanding of quality assurance systems and processes
· An ability to lead teams and manage individuals' performance
· Ability to engage with stakeholders and network to drive the reputation of the charity and complex care
· Knowledge of the restraint reduction network standards 

Competencies, Skills, and Abilities
· Skilled at influencing and negotiating at a senior level
· Ability to articulate a strong and coherent vision in a way that inspires and motivates others
· Ability to develop, translate and implement strategy into plans
· Ability to assess and analyse data and financial information
· Able to develop immediate credibility with internal and external stakeholder and build sound working relationships
· Ability to assess complex care services and identify outcomes required to meet care standards
· Excellent leadership skills with ability to drive performance improvement
· Excellent written, oral, presentation and communication skills
· Problem solving skills and ability to respond to sudden unexpected demands.
· Ability to analyse complex facts and situations and develop a range of options.
· Take decisions on difficult and challenging issues where there may be several courses of action.
· Strategic thinking ability to anticipate and resolve problems before they arise.
· [bookmark: _Int_gilZqrLw]Demonstrated capability to plan over short, medium, and long-term timeframes and adjust plans and resource requirements accordingly.
· Must be able to prioritise own work effectively. Experience of managing and motivating colleagues.
· Must be able to provide and receive sensitive or contentious information, negotiate with individuals, their families and representative and stakeholders on challenging and controversial issues.
· To provide equality of opportunity and good working relationships both in terms of day-to-day working practices, but also in relation to management systems.

Personal Attributes
· Ability to work well with others and be a great practice leader
· Empathetic communicator – able to see things from another’s point of view
· Flexible and adaptable to changing requirements and environments
· Ability to manage risk positively and promote confidence within own team
· Able to challenge others respectfully and effectively to lead the development of the best solutions
· Accountability and Willingness to learn and stay up to date on industry best practices
· [bookmark: _Int_VCkp1Icj]Ability to create and maintain stakeholder relationships with high levels of communication
· Ability to analyse complex problems and make informed decisions
· Ability to identify patterns and trends in data for effective decision-making
· The ability to articulate ideas clearly and persuasively, fostering effective communication within the team
· The ability to express thoughts coherently and adapting communication style to different audiences
· The proficient use of written and verbal communication to convey messages

Tasks and Responsibilities (representative, not exhaustive)
· As part of Community Integrated Care's Senior Leadership Team, support strategic initiatives by providing vital operational insights and advocating for the needs of individuals to help implement business strategies that achieve regional goals in complex care.
· To work with internal colleagues to ensure that governance and reporting is completed and delivered in line with organisational requirements.
· Embracing modern technology and innovation whilst accessing and utilising all organisational systems 
· To work alongside colleagues to ensure financial models and rates are sustainable and meet the needs of the service delivery.
· To support and ensure compliance relating to supervision and development of colleagues within Complex Care settings.
· All relevant KPIS must be monitored and maintained for example ensuring all staff are fully and adequately trained and supervised, environmental assessments and risk assessments are robust and followed Health & Safety is complied with by all in line with legislation, policies, and procedures.
· To Develop, Implement, and review operational policies and procedures relating to complex care.
· Ensure services are delivered in line with CQC and CI standards and requirements ensuring that areas for further development are identified, implemented, and monitored.
· Promote capable environments as a practice leader, promoting positive interactions with people.
· To utilise, promote and ensure compliance with Community Integrated Care Policies and Procedures.
· To take responsibility for the review of clinical policies and procedures to ensure high standards of care.
· Promote the health and wellbeing of the people we support through awareness and improvement initiatives.
· To complete training on Safeguarding of Vulnerable Adults and the Mental Capacity Act (England) and Adult Support and Protection and Adults with Incapacity Act (Scotland) and be able to understand and implement policies and procedures taking responsibility for reporting safeguarding/protection concerns.
· Ensure the CQC/CI safeguarding and Adult Support and Protection standards are firmly embedded in service delivery, ensuring delivery against CQC/CI action plans to maintain regulatory and contractual compliance
· 
· To support regional managers and colleagues in complex care services to lead, increase performance whilst improving quality standards through dissemination of organisational and regulatory outcomes.
· To monitor service performance and support the development and completion of improvement action plans.
· To take responsibility for own learning in relation to changes to regulatory requirements and disseminate information to services.
· Conduct team meetings to evaluate performance, provide knowledge and training and team cohesion.
· Monitor, report, and evaluate operational performance of Regional Managers when working with complex cases.
· Implement the Region’s operational strategy to meet or exceed targets and objectives within designated budgets. Provide key operational insights to the Director of Complex Care and the Managing Director to ensure the organisation's business goals are met.
· Lead as the Head of Complex Care by offering skilled leadership, engaging with stakeholders, and promoting best practices through collaboration with the clinical team, PBS, NHS/trust partners, funding Local Authorities, and the broader MDT.
· Promote continuous improvement by fostering a positive culture and regularly monitoring service provisions to ensure compliance with all legal frameworks.
· Represent Community Integrated Care professionally at local and regional levels, enhancing the charity’s profile and image by ensuring the effective functioning of your department.
· Drive digital engagement by leading and supporting teams in using the charity’s innovative systems and communication platforms, enabling colleagues to manage their learning and development, share best practices, and access and record data to perform optimally, in line with strategic objectives.
· Manage the region's Complex Care service delivery portfolio, optimising budget and resource allocation to achieve positive outcomes for those supported, in alignment with Commissioners’ requirements, agreed plans, targets, and Community Integrated Care’s brand and values.
· Lead, develop, and motivate your team to attract, retain, and develop talent, creating a high-performing group that meets business unit objectives.
· Set expectations, manage, monitor, coach, and develop team members to maximise their performance, meet required standards, and continuously enhance their skills and experience.
· Attend multidisciplinary meetings, visit acute care facilities, individuals’ homes, and various care providers as necessary.
· Possess a solid understanding of health and social care practices and the interplay between hospital discharge, Continuing Healthcare, and Funded Nursing Care. Extend your skills, knowledge, and competence in this field.
· Utilise Intensity Scoring/Assessment to support proper levels/models in service provision.
· Collaborate with the MD and Regional Managers to develop and maintain the desired workplace culture within the region, embodying the charity's values.
· Work with the Managing Director and the Head of Business Development to forge key relationships, maintain existing business, commission new services, and explore sustainable growth where appropriate, in line with business objectives.
· Lead regional teams to successfully onboard and integrate new business, ensuring proper management and maintenance of contracts and commissioner relationships to achieve the charity’s goals.
· Establish and enhance the presence of the charity as a leading provider in the region by participating in local forums and multi-disciplinary bodies, amplifying the charity's voice, and promoting its brand and reputation.
· Drive digital engagement by guiding teams to use the charity’s systems and communication platforms effectively, enabling staff to manage their development, share best practices, and perform excellently, aligned with strategic objectives.
· Champion change, communicate effectively, promote continuous improvement, and empower Regional Managers and colleagues to deliver high-standard services.
· Facilitate change and innovation by conducting regular risk reviews (in line with organisational risk profiles and audit standards), ensuring appropriate systems and processes to meet governance and external accreditation requirements.
· Lead regional teams to make financial decisions that consider both commercial and charitable goals, driving efficiency, reducing costs without sacrificing service quality, and ensuring the delivery of sustainable, high-quality services that generate positive financial returns.
· Enhance regional performance by efficiently allocating resources and budgets to execute plans that align with objectives, standards, and regulatory requirements.
· Proactively identify and manage regional risks, foster a culture of positive risk-taking, and ensure services meet contractual obligations, swiftly addressing non-compliance.
· Ensure CQC/CI safeguarding and Adult Support and Protection standards are ingrained in service delivery, achieving compliance with CQC/CI action plans.
· Collaborate with quality colleagues to develop and implement clinical governance frameworks that enable continuous improvement in the quality of complex services, disseminating lessons learned across all services to inform changes in practice, policy, and guidance.
· Act as a practice leader accountable for delivering and growing Complex Care through skilled leadership, overseeing the operational performance of all Complex Care services within a region, and using expertise to support individuals requiring specialised support following extended hospital stays or trauma.
· Lead regional teams to ensure safe transitions and regular reviews of new and existing service provisions.
· Achieve regional objectives, meet contractual requirements and strategic goals while adhering to budgetary constraints and maintaining quality, legal, and regulatory compliance standards.
· Work directly with key partners and stakeholders to develop positive relationships, contributing to reducing the number of individuals in long-stay hospitals, out-of-area placements, and long-term segregation, facilitating successful community support and enhancing lives.
· Use data analysis to identify, assess themes and trends root causes to improve performance of delivery

Behaviours and Values
At Community Integrated Care “how” you approach your work is just as important as “what” you do. With that in mind, we have outlined the key behaviours that we look for at each level in our charity. This role aligns with level 2 in our guide to behaviour. 

Job Evaluation

Internal Evaluation Level: Level 2
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