Job Description
NHS Professionals Ltd 

	Job Title

	Head of Bank Member Compliance

	Grade

	M2 

	Location

	tbc



Role

The Head of Bank Member Compliance is the responsible owner for compliance across NHS Professionals, defining, governing and assuring the end-to-end compliance capability across recruitment, onboarding and in-life workforce management.

The role sets the standards for what “compliant” means, establishes governance, policies and controls, and ensures consistent application across all of NHSP. It works across operations, clinical quality, HR and technology to ensure compliance activity is aligned, risk-based and delivers safe, auditable outcomes.

This senior leadership role will also look to improve the bank member journey, while ensuring compliance outcomes are consistently defined, governed and assured . Partnering  with stakeholders to ensure compliance, complaints handling, communication and supporting systems are designed around clarity, ease of use and service excellence.
This role applies across all teams delivering compliance activity. It provides clear direction, standards and controls which operational teams are responsible for executing.

Success in this role will be measured through a compliant workforce, improved shift fill, proactive compliance outcomes, restrictions managed by exception only, strong audit performance and positive feedback from bank members and stakeholders. Processes and communications must minimise unnecessary contact, resolve issues at the earliest opportunity and prioritise the bank member experience at every stage.
Organisational Structure



Key Responsibilities
Enterprise Compliance Ownership
· Define and own the NHSP-wide compliance framework and standards, covering recruitment, onboarding and in-life workforce management
· Set and maintain the minimum standards (MVP) for what ‘compliant’ means
· Own and maintain policies, rules, controls and validation requirements
· Establish and assure governance, audit and oversight mechanisms
· Define and own escalation pathways for risk, breaches and exceptions, ensuring consistent application across the organisation
· Provide enterprise-wide leadership on compliance standards and controls across NHSP, setting a clear vision aligned to organisational priorities, customer service standards and ongoing service improvement.
· Act as the senior point of contact for compliance matters with key external bodies, including the Home Office and the Disclosure and Barring Service, building effective relationships and coordinating follow-up actions where required.
· Provide senior managers with expert advice and guidance on compliance requirements, regulatory changes, visa-related legislation and associated operational impacts.
· Act as the authoritative decision maker on compliance standards, with authority to challenge, intervene and escalate where these are not met
· Oversee proactive compliance management through operational teams, ensuring standards are applied consistently and bank members remain shift-ready, 
· Lead the end-to-end redesign of the compliance capability where required, working with programme (PM) and business architecture capability to deliver the required outcomes
· Lead the design, development and continuous improvement of compliance, implementation and registration processes for new and existing services, client trusts and flexible workers, ensuring alignment to agreed NHSP-wide standards, policies and outcomes.
· Oversee due diligence activity for new implementations and ensure operational tasks associated with trust implementation are planned, coordinated and delivered effectively.
· Build strong relationships with senior and operational stakeholders across NHSP, client trusts, external suppliers and other partner organisations to support service delivery and informed decision-making and ensure adherence to compliance standards across those areas
· Develop business cases, process maps, action plans and project documentation to support structural, process, system and service changes.
· Apply structured change and project management approaches to maintain operational capacity during periods of significant change and to ensure compliance actions are completed throughout project delivery.
· Lead the development and delivery of compliance training to ensure teams are trained to a high standard, supported in developing expertise and kept up to date with legislative and policy changes.
· Ensure all processes, communications and service design reflect a customer-first approach that is clear, accurate and easy to use, promoting a contact-by-exception model wherever appropriate.
· Partner with the Business Architect and other stakeholders to ensure systems support proactive service delivery, regulatory compliance and self-service optimisation.
· Lead, coach and support the team through clear work allocation, role modelling, development and visible leadership, and deputise for the Head of Service Improvement as required.
· Communicate effectively at all levels, presenting complex and sensitive information appropriately for different audiences and maintaining strong cross-functional collaboration.
Key Accountabilities
· A safe, compliant and auditable NHSP-wide capability, with clear standards, governance and accountability applied consistently across the organisation that keeps bank members available for work, minimises avoidable restrictions and supports service improvement across the business.
· Accountable for ensuring compliance activity is designed around outcomes, not individual processes or legacy structures
· Clear, consistent definition of compliance (“what good looks like”) applied across NHSP
· Clear and consistently applied escalation and risk management processes
· Measurable reduction in organisational compliance risk exposure
· Maintain robust governance, risk and audit frameworks, including reporting, controls, and audit readiness
· Ensure effective identification, management and escalation of compliance risks, aligned to the corporate risk framework
· Successful planning and delivery of operational activity associated with new trust implementations, supported by effective due diligence, quality management and process design.
· Lead on any compliance investigations, escalations or incidents, ensuring issues are acknowledged, investigated, resolved and communicated promptly and professionally.
· Use root cause analysis, feedback, audit findings and investigation outcomes to recommend and implement continuous improvements.
· Use data, insight, customer feedback and operational trends to identify friction in the bank member journey and implement service improvements that enhance customer experience, efficiency and shift fill.
· Clear ownership of compliance relationships with key external bodies, including the Home Office and the Disclosure and Barring Service, ensuring issues are managed promptly and professionally.
· Robust management information, data validation, audit reporting and complex reporting outputs delivered accurately and within agreed timescales for internal and external stakeholders.
· Effective governance, risk management, early warning reporting and escalation processes that protect compliance, patient safety and service continuity.
· Improved compliance outcomes, customer experience and service efficiency, supporting safe and effective shift fillAn engaged, capable and well-supported team, with direct leadership of key managers and effective oversight of wider operational and matrix-managed teams.
· Maintain High-quality training, coaching and development that keeps teams current with legislative, policy and process changes and enables consistent delivery to required standards.
· Strong stakeholder confidence in the function through effective communication, dependable delivery and collaborative working with senior leaders, client trusts, suppliers and internal teams.
· Compliance with NHSP policies and procedures, external frameworks, GDPR and relevant accreditation or audit standards, including ISO 9001 where applicable.
· Effective workforce planning, budget management, resource allocation and logistical coordination to ensure the function remains responsive and operationally resilient.






[bookmark: _Hlk86850018]Key Values:
In addition to the duties outlined above, the postholder is expected to adhere fully to the following organisational requirements:
· Equality and Diversity
Act in accordance with NHS Professionals’ Equality and Diversity Policy to help prevent discrimination of any kind.
· Health and Safety
Ensure that all duties are carried out in line with NHS Professionals’ Health and Safety Policy.
· Corporate Image
Maintain a professional image at all times.
· Risk Management
Report complaints, incidents and near misses through the Complaints and Incidents Management System (CIMS).
Attend health and safety training as required.
Assist with risk assessments as required.

· Scheme of Delegation
Comply with the Scheme of Delegation, including declaring any direct or indirect interest in contracts involving the organisation.
Note: 
This job description sets out the main duties and responsibilities of the post and is not intended to be an exhaustive list of tasks.
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	                                                                                    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)
	HOW IDENTIFIED
A / C / I / P/ R / T
	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 and Knowledge:
	· Educated to master’s level or able to demonstrate equivalent senior-level experience in operations, compliance, customer resolution or service leadership.
· Evidence of continued professional development.
· Strong understanding of compliance, risk, customer service and continuous improvement in a complex operational environment.
	A/C/I
	· Formal management or leadership qualification.
· Good understanding of NHS workforce challenges, bank workforce models or regulated service environments.
	

	Experience:

	· Experience of defining and owning policy, governance or regulatory frameworks at organisational level 
· Experience of operating across multiple business functions with accountability for outcomes, not just delivery 
· Experience of establishing standards, controls and audit frameworks
· Extensive senior experience in an operational leadership role.
· Proven experience of leading service improvement or change programmes in a complex and fast-paced environment.
· Experience of leading compliance, customer service, complaints, escalations or resolution activity at scale.
· Significant experience of working collaboratively across teams to resolve complex operational challenges.
· Experience of budget management, resource planning and performance management.
· Experience of managing departmental risk, governance and reporting.
	A/I/T
	· Experience within healthcare, workforce solutions, regulated services or a comparable customer-focused sector.
· Experience of working with audit, accreditation or quality standards.
	

	Communication and People Skills:
	· Ability to engage, influence and build credibility with senior stakeholders.
· Excellent written and verbal communication skills, with the ability to present complex information clearly and confidently.
· Strong relationship-building and collaboration skills across multiple functions and levels.
· Proven people leadership skills, including recruitment, performance management, development and engagement.
· Confidence in leading teams through change and setting clear direction.
	· A/I/T
	
	

	Organisational Skills
	· Strong organisational, planning and prioritisation skills, with the ability to manage competing demands and deliver through others.
· Experience of leading change, embedding new ways of working and supporting cultural improvement.
	
	
	

	Specialist Knowledge and Skills
	· Ability to define clear standards and rules for others to follow, separating policy from operational execution 
· Strong understanding of risk-based decision making and compliance assurance frameworks
· Strong analytical and problem-solving skills, with the ability to identify root causes and implement effective solutions.
· Ability to interpret data and insight to improve service performance, customer experience and operational outcomes.
· Ability to operate effectively in a high-pressure, changing environment and make sound decisions on complex issues.
· Commercial awareness and sound judgement in balancing service, risk and performance.
	
	
	

	Physical Skills:

	· Must pass pre-employment health assessment.
	P
	
	

	Equality:

	· Candidates should indicate an acceptance of and commitment to the principles underlying NHSP’s Equality and Diversity and Health and 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


Head of Compliance 


Compliance Lead
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