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Job Description
NHS Professionals 

Job Title		Head of Workforce Services
Grade		<tbc>
Reporting to                                      Regional Workforce Services Director
Location		SE/NW










Role Summary

The Head of Workforce Service is a senior operational leader responsible for translating regional strategy into service excellence across a designated portfolio of NHS Trust accounts. Reporting to the Regional Workforce Services Director, this role leads and develops a team of Client Services Managers to ensure the successful delivery of all contractual obligations, drive customer satisfaction, and achieve performance targets.
The role holder will act as a key senior contact for clients, managing stakeholder relationships and serving as a critical point of escalation. They are accountable for the operational and financial performance of their portfolio, ensuring KPIs are met, and identifying opportunities for service improvement and incremental growth in line with regional objectives.

Organisational Position (Illustrative)






Customer & Contract Management
· Oversee the management of all incumbent customers within the portfolio, ensuring the Client Services Managers deliver on all contractual obligations.
· Champion a customer-centric approach across the teams, driving service excellence and ensuring NHSP is the preferred workforce partner.
· Act as a senior point of escalation for serious complaints or complex client issues, ensuring timely and effective resolution.
· Lead on strategic account planning with the Client Services Managers, developing short, medium, and long-term improvement plans to enhance value and client satisfaction.
Operational & Service Excellence
· Take overall responsibility for the operational performance of the portfolio, driving the delivery of agreed KPIs and service level agreements.
· Analyse complex performance data to identify trends, pre-empt issues of underperformance, and implement solutions to drive continuous improvement.
· Manage portfolio budgets, revenue, and margin targets, ensuring financial efficiency and contributing to monthly forecasting.
· Ensure governance and compliance across all contracts within the portfolio.
Growth & Business Development
· Work with Client Services Managers to identify and progress opportunities for incremental growth within existing accounts, such as new service lines or staffing categories.
· Support the Regional Workforce Services Director and Business Development teams with insights and data that could lead to new growth opportunities.
· Translate client workforce needs into tailored solutions, supporting the development of business cases and proposals.
Leadership & People Management
· Lead, mentor, and develop the Client Services Manager team, ensuring they have the skills and confidence to provide exceptional service.
· Act as a visible senior leader, modelling a culture of high performance and holding managers accountable to KPIs and quality standards.
· Manage people performance and development, including appraisals, objective setting, and individual career planning for direct reports.
· Lead collaboration with central service colleagues to create an inclusive and effective environment.
Key Accountabilities
· Overall performance, retention, and satisfaction of the allocated portfolio of client accounts.
· Delivery of portfolio performance against all KPIs, including gross margin targets in line with the agreed budget.
· Effective leadership, performance management, and development of the Client Services Manager team.
· Management of headcount costs and identification of financial efficiencies to maximise account profitability.
· Acting as a deputy for the Regional Workforce Services Director in their absence, where appropriate.

Key Relationships
· Externally: Senior Trust stakeholders (e.g., HR Directors, Chief Nurses, Procurement Leads).
· Internally: Regional Workforce Services Director, Client Services Managers, Operations Managers, Commercial and Procurement functions, and other central service teams.
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 Professionals’ 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 Professionals’ Health and Safety Policy.
· Corporate Image
Always adopt a professional image.
· Risk Management
Responsibility for reporting complaints, incidents and near misses through the relevant channel.
Responsibility for attending health and safety training as required.
Responsibility for assisting in risk assessments.

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



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)


	Qualifications and Knowledge:

		· Educated to Degree level or equivalent level of working experience at a Senior Management level. 
· Awareness, understanding and adherence to the GDPR and Data Protection Act (1998). 
· Understanding of and commitment to Continued Professional Development.
	 


· 
	· Masters qualification or a leadership/management qualification. 

	Experience:

	· Proven experience in a senior leadership role within workforce services, healthcare, or a similar customer-focused environment.
· Extensive experience of senior client management and stakeholder engagement.
·  Proven experience of managing and leading high-performing managers and their teams. 
· Strong commercial acumen with experience managing budgets, P&L, and driving cost savings. <
· Demonstrable experience of managing operational delivery and achieving challenging KPIs in a complex environment. 
· Experience in change management and implementing new processes to improve service.
	· In-depth knowledge of NHS policies, challenges, and workforce planning. 
· Experience contributing to business proposals or business cases.


	Communication and People Skills:

		· Proven success in developing and maintaining senior stakeholder relationships.
· Exceptional communication, negotiation, and influencing skills. 
· Ability to build and maintain collaborative working relationships across professions and services, both internal and external. 
· Ability to appropriately deal with complex and sensitive information.
	



	

	Organisational Skills

	· Resilient, adaptable, and able to lead in a fast-paced, service-focused environment.
· Ability to formulate and adjust plans and strategies to meet changing business needs. 
· Demonstrable success in planning and managing change. 
· Ability to analyse complex situations, developing solutions to challenging problems. 

	

	Specialist Knowledge and Skills

	· Strategic thinker with the ability to translate regional goals into operational service models. 
·  Excellent understanding of healthcare systems and temporary staffing challenges. 
· Commitment to delivering excellent customer service and ensuring commercial excellence.
	

	Physical Skills:
	Must pass pre-employment health assessment.
	

	Equality

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




Regional Workforce Services Director


Trust Operations  Mangers


Trust Services Partner


Trust Recruitmnet Coordinator


Flexible Worker Advisor


Client Services Managers


Heads of Workforce Services  (where regionally required)
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