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	Job Title:  
	Clinical Service Manager for Virtual Ward and Clinical Lead for UCR Nursing in Swale 

	Reports to (job title):  
	Head of Operations 

	Line Manager to:  
	Advanced Clinical Practitioners (ACPs) Registered nurses and Health Care Assistants (HCAs) in both Swale Virtual Ward and Urgent Community Response Service. (UCR)



Job Purpose
The post holder will provide strategic, operational, and clinical leadership for the Swale Community Virtual Ward (VW) and the Urgent Community Response (UCR) Services, ensuring the delivery of safe, effective, high-quality, and patient-centred care.
The post holder will lead the development and delivery of integrated pathways that support admission avoidance, early supported discharge, and care closer to home, in line with NHS England Virtual Ward Operational Framework, the NHS Long Term Plan, Urgent Community Response standards, and GIRFT recommendations. Virtual Wards are designed to provide acute-level care in a patient's usual place of residence, preventing unnecessary hospital admission and facilitating earlier discharge where appropriate. Urgent Community Response services provide a rapid response within two hours if required to support people experiencing an urgent deterioration in health and avoid unnecessary attendance at Emergency Departments or hospital admission.
The post holder will ensure seamless clinical pathways between Virtual Ward, UCR, Primary Care, Ambulance Services, Acute Trusts, Community Services, Integrated Neighbourhood Teams, and Social Care, promoting a whole-system approach to urgent and intermediate care delivery.
Key Responsibilities
Strategic Leadership
The post holder will:
· Provide visible leadership and strategic direction as delegated for the Virtual Ward and UCR services.
· Provide clinical leadership of the identified services within the developing integrated frailty model. 
· Support the Head of Operations with the service transformation programmes supporting NHS England priorities for admission avoidance, reduced length of stay, and enhanced community-based care. 
· Develop integrated care pathways that support patients to receive acute-level care safely within their own homes whenever clinically appropriate.
· Ensure services are compliant with NHS England guidance, GIRFT recommendations, and local Integrated Care System objectives. 
· Contribute to system-wide planning and development of integrated urgent care services, within the multi-neighbourhood health place.
Operational Management
The post holder will: 
· Be accountable for the safe and effective day-to-day operational delivery of the Virtual Ward and UCR services.
· Ensure effective utilisation of staffing, equipment, digital technology, and financial resources within allocated budgets.
· Monitor service performance against key operational indicators, including: 
· Virtual Ward occupancy.
· Admission avoidance.
· Reduction in hospital length of stay.
· UCR 2-hour response compliance.
· Patient outcomes and experience.
· Manage workforce planning, recruitment, retention, and succession planning.
· Ensure services remain responsive to increasing demand while maintaining patient safety and quality standards.
Clinical Leadership and Governance
The postholder will:
· Provide professional and clinical leadership across both services.
· Maintain effective clinical governance systems that ensure safe, evidence-based care.
· Provide professional oversight of Advanced Clinical Practitioners and the wider multidisciplinary workforce.
· Work in close partnership with the medical team for the twice daily Board Rounds, ensuring effective pathway management in place. 
· Ensure robust risk management processes are in place and appropriately monitored.
· Lead investigations relating to complaints, incidents, safeguarding concerns, and serious incidents.
· Ensure lessons learned are shared and embedded into practice to promote continuous quality improvement.
· Support implementation of quality improvement initiatives using recognised improvement methodologies.
Integrated Care Pathways
The post holder will ensure the development and operation of seamless pathways between:
· NHS 111
· South East Coast Ambulance Service
· Emergency Departments
· Same Day Emergency Care (SDEC)
· Acute Medical Units
· Acute and Community Frailty Services
· Multi and Single Neighbourhood Teams
· Adult Social Care
· Care Homes
· Voluntary Sector Providers
Step-Up Pathways
Post holder will ensure that patients at risk of hospital admission are rapidly assessed through UCR and, where appropriate, admitted directly to the Virtual Ward rather than hospital. This supports the national ambition to provide acute care in community settings and reduce avoidable admissions. 
Frailty Pathways
Post holder will ensure that patients living with frailty receive coordinated assessment and intervention through integrated frailty, UCR, and Virtual Ward services, reducing deconditioning risks associated with unnecessary hospital admission. 
Admission Avoidance and Hospital Flow
The post holder will champion initiatives that support:
· Prevention of avoidable hospital attendance.
· Prevention of emergency admissions.
· Reduction of delayed discharges.
· Improved patient flow across the health and care system.
· Increased delivery of acute-level care in community settings.
· Improved patient independence and experience.
The post holder will ensure that Virtual Ward and UCR services function as core components of the urgent and emergency care pathway, supporting the NHS Long Term Plan ambition to expand out-of-hospital care and reduce pressure on acute hospitals.
Workforce Leadership
The post holder will: 
· Lead a multidisciplinary team of nurses, ACPs, healthcare assistants.
· Foster a culture of collaboration, continuous improvement, compassion, and accountability.
· Support professional development and workforce capability in line with the NHS England Virtual Ward and UCR Capabilities Framework. 
· Maintain a positive learning environment that promotes innovation and evidence-based practice.
Financial Management
The post holder will: 
· Manage delegated budgets in accordance with organisational standing financial instructions.
· Ensure efficient deployment of resources and value for money.
· Identify opportunities for service improvement and productivity gains while maintaining quality and safety.
Key Outcome
The post holder will lead a fully integrated Virtual Ward and 2-Hour UCR service that delivers safe, effective, and responsive care closer to home, reduces avoidable acute admissions, supports earlier hospital discharge, and improves outcomes and experience for patients across the local health and care system.
Our values 
Our values are our moral compass and core to our DNA. They underpin the way we deliver our services and treat those who use our services. 
To many organisations values are just words which don’t translate into reality of the day to day but our values flow through everything that we do, they define who we are, what we stand for and set the expectations of our colleagues, communities, customers and partners. They have been defined by our colleagues and have been integral to our journey so far and will be integral to our future as well. 
We have three values which help us stand out from the crowd, not just because there’s only three, but because they are unique to who we are. We care, we think, and we do. 
Care Think Do 
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Confidentiality and Information Security 
As our employee you will be required to uphold the confidentiality of all records held by the company, whether patients/service records or corporate information. This duty lasts indefinitely and will continue after you leave the company’s employment. 
All information which identifies living individuals in whatever form (paper/pictures, electronic data/images or voice) is covered by the 2018 Data Protection Act and should be managed in accordance with this legislation. This and all other information must be held in line with NHS national standards including the  Records Management:  NHS Code of Practice , NHS Constitution and HSCIC Code of Practice on Confidential Information and should only be accessed or disclosed lawfully. Monitoring of compliance will be undertaken by the Company. Failure to adhere to Information Governance policies and procedures may result in disciplinary action and, where applicable, criminal prosecution. 
Information Governance Responsibilities 
The post holder will be responsible for: 
· Completion of annual information governance training 
· Reading applicable policies and procedures  
· Understanding key responsibilities outlined in the Information Governance acceptable usage policies and procedures including NHS mandated encryption requirements 
· Ensuring the security and confidentiality of all records and personal information assets  
· Maintaining timely and accurate record keeping and where appropriate, in accordance with professional guidelines  
· Only using email accounts authorised by us. These should be used in accordance with the Sending and Transferring Information Securely Procedures and Acceptable Use Policies. 
· Reporting information governance incidents and near misses on Datix or to the appropriate person e.g. line manager, Head of Information Governance, Information Security Lead 
· Adherence to the clear desk/screen policy  
· Only using approved equipment for conducting business 
Governance 
Clinical governance is a framework through which organisations delivering health and care services are accountable to continuously improving the quality of their services and safeguarding high standards of care by creating an environment in which clinical and other forms of care flourishes. Employees must be aware that clinical governance places a duty on all staff to ensure that the level of care services they deliver to patients is safe and high quality, and that they follow/comply with our policies and procedures. 
Registered Health Professional 
All staff who are a member of a professional body must comply with standards of professional practice/conduct. It is the post holder’s responsibility to ensure they are both familiar with and adhere to these requirements. 
Risk Management/Health & Safety 
The post holder has a responsibility to themselves and others in relation to managing risk, health and safety and will be required to work within the policies and procedures laid down by the company. Staff are required to observe the Hygiene Code and demonstrate good infection control and hand hygiene. 
Employees must be aware of the responsibilities placed on them by the Health & Safety at Work Act (1974) to ensure that the agreed safety procedures are carried out to maintain a safe environment for other employees, patients and visitors. It is essential to observe strict fire and security precautions at all times. 
All staff must report accidents, incidents and near misses so that the company can learn from them and improve safety. 
Safeguarding Children and Vulnerable Adults Responsibility 
We are committed to safeguarding and promoting the welfare of children and adults at risk of harm and expects all employees to share this commitment.  
Medicines Management Responsibility 
Undertake all aspects of medicines management related activities in accordance within the company’s medicines policies to ensure the safe, legal and appropriate use of medicines.  
Policies and Procedures 
All colleagues must comply with the Company Policies and Procedures which can be found on the company intranet. 
General 
We are committed to serving our community. We aim to make our services exemplary in both clinical and operational aspects. We will show leadership in identifying healthcare needs to which we can respond and in determining the most cost-effective way of doing so.   
We recruit competent staff that we support in maintaining and extending their skills in accordance with the needs of the people we serve. We will recognise the commitment from our staff to meeting the needs of our patients. 
The company recognises a “non-smoking” policy. Employees are not able to smoke anywhere within the premises or when outside on official business. 
Equal Opportunities 
It is the company’s intention to be an employer of choice and ensure that no job applicants or employees are unfairly disadvantaged on the grounds of gender, disability, race, ethnic origin, colour, age, sexual orientation, religion or belief, trade union membership or any other factors that are not relevant to their capability or potential. To this end, the company has an Equality and Diversity policy and it is the responsibility of each employee to contribute to its success. 
Flexibility Statement 
This job description is not exhaustive and may change as the post develops or changes to align with service needs. Any such changes will be discussed directly between the post holder and their line manager. 
 


Person Specification

Essential
Qualifications and Training
· Registered Healthcare Professional at degree level with current professional registration (NMC, HCPC, or equivalent).
· Master's degree in a relevant subject or equivalent demonstrable experience.
· Advanced Clinical Practice qualification. 
· Registered Independent Non-Medical Prescriber (where applicable to professional registration).
· Leadership and/or Management qualification, or equivalent leadership experience.
· Mentorship/Practice Assessor qualification.
· Relevant post-registration qualification or specialist training in Community, Urgent Care, Acute Nursing, Frailty, Virtual Ward, or Integrated Care services.
Experience
· Significant senior leadership and operational management experience within Community, Urgent Care, Virtual Ward, Intermediate Care, Integrated or similar services.
· Reasonable years post-registration experience, including at least 2 years at Band 7 level or equivalent in a supervisory or management role.
· Experience of leading multi-disciplinary teams across organisational and professional boundaries.
· Experience of service redesign, transformation, and implementing change within complex healthcare environments.
· Experience of clinical governance, risk management, safeguarding, quality improvement, audit, and incident investigation.
· Experience of budget management, workforce planning, and resource allocation.
· Experience of developing and maintaining integrated pathways across health and social care systems.
· Experience of initiating, undertaking, and implementing research, audit, and evidence-based practice improvements.
· Experience of preparing and presenting reports, business cases, and presentations to a range of stakeholders.
Knowledge
· Comprehensive understanding of the NHS Long Term Plan and national priorities relating to admission avoidance, care closer to home, and integrated community services.
· Detailed knowledge of NHS England Virtual Ward Operational Framework, GIRFT Virtual Ward Guidance, and Urgent Community Response Standards.
· In-depth understanding of Integrated Care Systems (ICSs), community healthcare models, and multidisciplinary working.
· Sound knowledge of current health and social care legislation, policy, clinical governance frameworks, safeguarding responsibilities, and CQC requirements.
· Comprehensive understanding of professional standards, including the NMC Code (or equivalent professional standards), revalidation requirements, clinical supervision, and peer review.
· Knowledge of NICE guidance, national best practice standards, audit methodologies, quality improvement approaches, and evidence-based practice.
Skills and Abilities
· Demonstrable strategic leadership and transformational leadership skills.
· Strong operational management and service delivery skills.
· Ability to think strategically whilst maintaining oversight of day-to-day operational priorities.
· Excellent communication, presentation, influencing, negotiation, and stakeholder engagement skills.
· Ability to build effective partnerships and work collaboratively across organisational boundaries.
· Strong analytical, decision-making, and problem-solving skills.
· Ability to manage competing priorities and reprioritise workload in a fast-paced and complex environment.
· Ability to motivate, coach, support, and develop staff and teams.
· Competence in preparing and presenting complex reports, business cases, and service improvement proposals.
· Advanced IT skills, including the use of electronic patient records, Microsoft Office applications, and digital healthcare systems.
Personal Attributes
· Enthusiastic, self-motivated, and resilient.
· Flexible and adaptable in response to changing service demands.
· Credible, professional, and approachable leader.
· Demonstrates initiative, integrity, and sound professional judgement.
· Committed to delivering high-quality, patient-centred care and continuous service improvement.
Other Requirements
· Hold a full UK driving licence with access to a car, supporting ability to independently travel across the service locality and wider Integrated Care System as required.
· Ability to work flexibly to meet service needs.
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