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Job Description 

	Role Title
	Clinical Operations Manager

	Version
	v0.1 Draft

	Date
	October 2026



	Role Purpose:

	Job Summary
The Clinical Operations Manager is accountable for the operational delivery and performance of Smile Together’s NHS and private services. The postholder will translate business and contractual objectives into practical delivery plans, ensuring services are safe, effective, appropriately staffed and financially sustainable.
Through direct leadership of Practice Managers and designated teams, the postholder will establish clear expectations, develop managers and team members to take ownership of their sites and services and hold them accountable for results. The role requires active intervention to resolve problems, improve performance and provide reliable assurance that agreed actions have been completed and have delivered the intended outcome.
The postholder will work closely with Senior leaders. Professional clinical accountability remains with appropriately qualified clinicians; this postholder is responsible for the operational arrangements that enable safe, high-quality care.

	Accountabilities:

	Professional responsibilities
• Act within Smile Together’s policies, delegated authority and the standards relevant to the role. Take personal responsibility for understanding the Employee Handbook and maintaining the knowledge and skills required to fulfil these duties.
• Champion Smile Together’s social enterprise and employee-owned purpose, B Corp commitments and values
Operational leadership and service delivery
• Own and implement operational delivery plans for services, translating contractual requirements and business objectives into site-level priorities, named owners, milestones and measurable outcomes.
• Ensure clinics are planned, staffed and delivered to meet patient demand and agreed activity, access, quality and financial targets. Identify delivery gaps early and implement recovery plans.
• Manage operational disruption, including staffing gaps, equipment failures and capacity pressures. Coordinate timely solutions and maintain effective business continuity arrangements.
• Make decisions within delegated authority. Escalate matters beyond that authority promptly, with the impact, options, recommendation and interim controls; retain ownership of follow-through.
• Work across multiple Smile Together locations on a weekly basis and work across service hours as reasonably required by the role and contractual arrangements.
Practice Manager and team member ownership and accountability
• Line manage Practice Managers and other designated operational staff, confirming each manager’s scope, authority and individual objectives.
• Hold Practice Managers accountable for the performance of their practices, including workforce deployment, clinic utilisation, patient experience, expenditure, and completion of compliance actions.
• Require Practice Managers to understand and explain their performance data, identify causes of variance and present prioritised weekly plans.  Challenge and ensure corrective measures.
• Use focused weekly planning, review arrangements and check-ins to track and correct delivery attending multiple sites weekly.
• Coach managers and teams to solve problems and take action within their authority. Set clear standards and deadlines, provide proportionate support and address repeated underperformance through the relevant procedures with People Team support.
• Ensure delegated actions are verified as complete and effective and remain accountable for overall operational performance and outcomes.
Workforce planning and resource utilisation
• Own operational workforce planning within approved establishments and budgets. Work with Managers to match clinical sessions, nursing skills, reception and call handling capacity to planned demand.
• Ensure rotas, leave and cover arrangements support safe service delivery. Review vacancies, absence, overtime, temporary staffing and unused capacity, taking action to address gaps and avoid unnecessary cost.
• Hold managers and team members accountable for effective use of contracted hours and approved establishment. Present evidenced proposals where changes are required.
• Work with the People Team on recruitment, induction, retention, attendance, development and succession planning. Ensure mandatory training and role-specific competence gaps have named owners and completion dates.
Business performance and financial control
• Own the operational performance dashboard and ensure data is accurate, complete, timely and reconciled with relevant teams for data driven decision making and evaluation.
• Monitor agreed measures including activity against contracts, service targets, clinic and chair utilisation, appointment availability, cancellations, non-attendance, workforce use, patient experience and expenditure against budget.
• Explain and correct material variances, forecast likely outcomes and implement recovery plans with clear actions, owners and deadlines with continual tracking.
• Manage delegated budgets and spending approvals, working with the Business and Commercial Manager to understand costs, income and productivity. Ensure purchasing and commitments comply with financial controls.
• Provide concise monthly assurance to Senior Leaders, highlighting action being taken, results, risks, overdue actions, recovery progress and decisions required. Supply accurate evidence for Senior Leadership Team and Board reporting.
Governance quality and patient experience
• Work with Practice Managers as the CQC Registered Managers, and the Clinical and Governance Compliance Lead to maintain operational compliance and inspection readiness. Keep evidence current and ensure identified gaps are addressed.
• Ensure incidents, complaints, safeguarding concerns and operational risks are reported and escalated through the appropriate systems. Deliver assigned investigations and improvement actions, checking that learning is embedded.
• Maintain operational risk registers and deliver upon action plans with clear controls, owners and review dates. Escalate unsafe staffing, service restrictions and unresolved risks immediately through agreed routes.
• Ensure effective operational arrangements for infection prevention, decontamination, premises, equipment maintenance, emergency readiness and information governance, working with the responsible specialists.
• Use patient feedback and complaints to improve access, communication and service experience. Maintain confidentiality and ensure teams follow information governance and data protection policies.
Service improvement growth and relationships
• Lead prioritised improvements with a defined problem, baseline, expected benefit, delivery plan and review date. Demonstrate improvements in patient care, efficiency, access, resilience.
• Lead the operational elements of agreed service changes and contract mobilisation, ensuring workforce, facilities, systems, training and governance arrangements are ready.
• Work with the Business and Commercial Manager on business development providing realistic capacity, workforce, cost and implementation assumptions.
• Build effective relationships with stakeholders representing Smile Together within delegated authority and communicate service changes clearly to affected teams.
General responsibilities
• Promote an inclusive working environment, staff wellbeing and a culture in which colleagues raise concerns and learn from mistakes while remaining accountable for their work.
• Undertake other reasonable duties consistent with the scope and level of the role. This job description will be reviewed with the postholder as organisational needs develop.
How performance will be assessed
• Objectives and numerical targets will be agreed with the line manager and reviewed regularly. Assessment will consider delivery against contractual and business targets, workforce and budget control, compliance action completion, patient experience and sustained improvement.
• The postholder must demonstrate that Practice Managers and other designated operational staff understand their results, deliver agreed priorities and address gaps promptly. Assurance must be supported by evidence of outcomes and proportionate action where standards are not met.


Other:
This job description is not exhaustive and may change at the companies discretion, consultation will take place between the post holder and their manager.



Job Description Acknowledgment

I confirm that I have received and reviewed this job description, and I understand all my duties and responsibilities.

I have discussed any questions I may have had about this job description prior to signing this acknowledgment.


Employee’s Signature……………………………………………………..

Employee’s Name…………………………………………………………

Date…………………………………………………………………………
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