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 Job Description
NHS Professionals Limited

	Job Title: Continuous Improvement Specialist

	

	Band: 

	

	Location: Home Based

	



Role: 

This role is responsible for identifying, shaping and overseeing the delivery of Continuous Improvement (CI) initiatives that support NHSP’s strategy and target operating model. The postholder will drive measurable business impact across end-to-end processes, systems and operational service delivery, ensuring improvements deliver realised and sustainable benefits.

Working in partnership with stakeholders, the postholder will maintain ownership of improvement outcomes, remove delivery barriers and ensure accountability for the results. The postholder will also champion a culture of Continuous Improvement by coaching teams in CI methodologies and embedding a customer- and colleague-focused improvement mindset across the organisation.


Organisational Structure:





Job responsibilities:

Continuous Improvement Framework & Governance
· Develop a CI framework covering identification, prioritisation, impact assessment, governance, implementation oversight and benefits realisation.
· Define clear success measures and benefit profiles, establish baseline metrics, and establish business accountabilities to monitor, track and realise agreed benefits throughout delivery and post-implementation.
· Conduct comprehensive impact and risk assessments to identify dependencies, workforce implications, policy considerations and operational risks and opportunities.
· Undertake root cause analysis and ensure initiatives are appropriately tested and piloted prior to full implementation.

CI Delivery & Process Improvement
· Lead and deliver small to medium-scale CI initiatives, ensuring alignment to the Target Operating Model and wider operating model changes, with clear accountability for measurable and sustainable outcomes.
· Identify wider improvements that impact end to end processes and support operating model changes.
· Use process improvement methodologies (e.g., Lean, Six Sigma) to collaborate with key stakeholders, ensuring robust requirements gathering and the development of innovative, cost-effective solutions.
· Collaborate with the business to define process maps and apply business analysis techniques to identify opportunities that optimise processes and reduce cost to serve
· Analyse performance data, service impacts and policy guidelines to inform evidence-based decision making.


Stakeholder Engagement & Business Partnership
· Provide business partnership and thought leadership to business leads, acting as a trusted advisor on process efficiencies and customer experience improvement
· Generate support for improvements and change management through continuous engagement with stakeholders.
· Utilise communication channels to achieve a good understanding of the Voice of the Customer

Continuous Improvement Culture
· Support the prioritisation of initiatives aligned to NHSP strategic objectives, including client retention, new client acquisition and cost-to-serve optimisation.
· Champion Lean thinking and continuous improvement across NHSP, building organisational capability and fostering a high-performance, improvement-led culture.

Accountabilities:

· Resolving process deficiencies and implementing sustainable improvements to ensure NHSP remains the most effective and efficient workforce solutions provider
· Identifying improvement ideas, evaluating and prioritising improvement opportunities against agreed strategic and financial criteria.
· Establishing and maintaining an appropriate forum and governance model to oversee CI approvals, prioritisation and decision-making with key stakeholders.
· Maintaining robust documentation and audit trails to support improvement decisions and governance requirement
· Accountable to deliver CI initiatives in line with agreed scope and delivery and governance framework 
· Estimating project benefits, monitoring and supporting the sustainability of benefits realisation
· Timely and accurate performance reporting of owned CI initiatives
· Acting as a subject matter expert in CI, providing guidance and expertise across the organisation
· Continually seeking external and internal customer feedback, communicating project outcomes and successes to stakeholders
· Champion and adhere to project governance processes and procedures, focusing on continuous improvement and best practice principles








Key Values:

In addition to undertaking the duties as outlined above, the job holder will be expected to fully adhere to the following: 

· Equality and Diversity
To act in accordance with NHS Professional’s Equality and Diversity Policy, this is designed to prevent discrimination of any kind.

· Health and Safety
Ensure that all duties are carried out in line with NHS Professional’s Health and Safety Policy.

· Corporate Image
Adopt a professional image at all times.

· Risk Management
Responsibility for reporting complaints, incidents and near misses through the Complaints and Incidents Management System (CIMS)
Responsibility for attending health and safety training as required.
Responsibility for assisting with risk assessments.

· Scheme of Delegation
To comply the Scheme of Delegation this requires any employee to declare an interest, direct or in-direct, with contracts involving the organisation.

Note: 

This job description outlines the roles, duties, and responsibilities of the post. It is not intended to detail all specific tasks.

Acceptance:
I agree to undertake the duties of the job in accordance with the above:
Signed: ..…………………………………………..…	(Job Holder)	

Name: ………………………………………………	 (Print)	

Date: ……………….

Signed: ……………………………………………	(Line Manager)	

Name: ……………………………………………... 	(Print)		

Date: ……………….

PERSON SPECIFICATION


	CRITERIA:

	ESSENTIAL

(When applying for this job it is important you fulfil all these essential requirements.  If you do not you are unlikely to be interviewed)

	DESIRABLE

(When applying for this job it is desirable you fulfil these requirements.  However, if you do not you may still apply and may be interviewed)
	HOW IDENTIFIED

A / C / I / P / R / T

	Qualifications & Knowledge:
	· Degree
· A recognised professional qualification (e.g Lean Six Sigma Green belt or Lean Practitioner)
· BPNM process mapping standard 
· Knowledge of project management methodologies
	· Worked with CI pipeline/backlog
· Change management methodologies & qualification
· Project Management qualification
	A/C/I

	Experience:

	· Leading CI initiative types (e.g. DMAIC, PDCA). 
· Benefits management and realisation 
· Working with multiple stakeholders and projects
· Experience implementing new systems and processes
· Leading improvement workshops (Kaizen, Team based problem solving, root cause workshops)
· Training & coaching
	· Experience working within a Transformation programme
· Experienced coach/ trainer
· Using customer experience tools e.g. customer journey
	A/I/T

	Communication & People Skills:

	· Change Management
· Negotiation & influencing
· Can develop and maintain key relationships 
· Empathetic approach to internal and external customers 
· Ability to manage and challenge upwards
· Convey difficult messages with gravitas
· Solution and outcome focussed
· Interpret complex data and convey it concisely
· Ability to present complex information in an accessible way
· Able to interact confidently with diverse stakeholders
· Ability to effectively and proactively manage expectations
	· Worked within the Healthcare industry and/ or recruitment industry
· Coordination with a larger organisational project delivery agenda, and multiple overlapping organisational priorities
	A/I/T

	Organisational Skills:

	· Delivering multiple initiatives simultaneously
· Deliver within a robust governance framework
· Deliver to tight deadlines
· Ability to react to escalated issues effectively and professionally
· Ability to assess and prioritise tasks affectively 
	· Able to provide support and guidance to your team to manage workload
	A/I/T

	Specialist Knowledge/ Skills:

	· Expert understanding of Lean principles, tools and methodologies
· Able to expertly influence a CI culture in environments that have not previously been exposed to CI
· Understands how to assess improvement opportunities
· Expert knowledge of benefits management and realisation (definition, identification, monitoring and delivery)
	
	A/I/T

	Physical Skills:

	· Able to pass pre-employment checks
· Ability to undertake desk work.
· Must have access to a vehicle and hold a full driving licence or be able to travel by alternative means
	
	A/P

	Equality:

	· Demonstrate an acceptance of and commitment to the principles underlying the Company’s Equality & Diversity and Health & Safety Policies
	
	I



Key:  A = Application Form C = Certificate I = Interview P = Pre-employment health screening   R = References T = Tests/presentation


Director of Customer Enablement


Continuous improvement specialist


Continuous Improvement Specialist (Operations)
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