Performance and Information Directorate:  Job Summaries


1. IT Infrastructure 
Heads of Services

1.1. Head of IT Services (Band 8b):  

Provides leadership to the IT support services comprising support (helpdesk and faults resolution), procurement and installations, IT security and IT systems management.  Supports the service in offering highly specialised technical expertise, co-ordination of teams and performance management of delivery of service.  Strategic planning for management of infrastructure to ITIL standards.  Includes delivery of specialist technical advice to the PCT in development of the services and in support of IM&T programmes across the PCT.  Management of Service Level Agreements and service user relationships.


1.2. Head of IT Education, Training and Development (ETD) (Band 8a):  

Provides leadership to the ETD team to plan and deliver the IT training programme.  Income generation and optimisation of funding opportunities to deliver value for money to the PCT whilst maintaining a high quality of service.  Training Needs Assessment.  Performance management of delivery of service.  Integration and support with PCT overall organisational and personal development programmes.  Support to IM&T programmes.


Supporting roles spanning multiple teams


1.3. Administration Manager (Band 5):  

Office management and senior administrative role to support operational management of IT Infrastructure teams.  Attendance recording and management.  ID Badge service.  Administrative support to Heads of Services, arranging meetings, minute taking, stationery stock control and ordering, HR policy advice and implementation across the teams.


IT Support and Logistics Team

Delivery of IT support service to the PCT co-ordinating site visits for resolution of technical faults and issues on site.  This team handles all procurement of IT kit for the PCT and primary care contractors from advising on suitable kit, quotation and ordering through to installing the kit at the point of use.  Also responsible for testing new software or upgrades for compatibility with existing software / hardware configurations and for development and maintenance of images for PC build.


1.4. IT Support & Logistics Manager (Band 7):  

Responsible for hardware and software support, maintenance, procurement and installation of the PCT’s IT assets for over 4,500 staff over 150+ sites.  Delivery of a customer-focused, responsive IT support service.  Management and development of processes to support procurement of IT equipment in line with SFIs and other regulations.  Problem / incident management.  Performance management of service.  Implementation of ITIL standards.  Member of IT Support senior management team contributing to overall delivery of IT Support Service.  Management of Logistics and Support teams.


1.5. Senior IT Logistics Officer (Band 6):  

Development of images for new PCs incorporating upgrades or new software.  Testing of new or upgraded software.  Delivery of specialist technical advice to technicians from within the team and the IT support team.  Specialist technical support to PCT.  Management of IT Configuration Technicians.


1.6. Senior IT Support Technician (Band 6): 

Delivery of the at-desk / on-site faults resolution service to staff across all sites.  Provision of senior level, specialist expertise for resolution of complex incidents escalated from IT Support  and Installation Technicians and Helpdesk Analysts.  Co-ordination of installations across all PCT supported sites including general practices. Development of procedures for installations. Full troubleshooting and advisory service at the frontline directly to users.  Management of IT Support and IT Installation Technicians.  Responsible for maintenance of information held on helpdesk system to monitor problem resolution progress.  Project management for small scale IT projects e.g. office moves, relocation of premises, team reconfigurations, software upgrades.


1.7. IT Configuration Technician (Band 4): 

Imaging of new PCs.  Delivery of operational testing in support of the Senior IT Logistics Officer.  Repair and maintenance of IT kit.


1.8. IT Support Technician (Band 4):

Delivery of the at-desk / on-site faults resolution service to staff across all sites.  Provision of IT expertise to support troubleshooting and advice directly to users.  Maintenance of information on helpdesk system to monitor problem resolution progress.


1.9. IT Installation Technician (Band 4):  

Delivery and installation of IT kit at PCT and GP bases across Manchester.  Testing of newly installed kit.  Planning and scheduling.  IT support to users.  Operational implementation of software upgrades.  


1.10. IT Logistics Officer (Band 4):  

Administrative support to procurement processes.  Management of requests for advice on IT purchases and quotations.  Ordering and management of delivery of goods.  Scheduling of installations.  Liaison with finance for invoicing processes.  Liaison with suppliers.  


IT Systems Team

This team is responsible for the planning, management, operation and development of the IT “systems” which together constitute the IT infrastructure of the PCT.  The range of “systems” as defined here is wide and includes Helpdesk, servers, networks, clinical administration systems (e.g. Lorenzo) and user management systems together with all the processes that are required to deliver a robust, fit for purpose infrastructure supporting business objectives seamlessly with maximum availability.

1.11. IT Systems Manager (Band 7):  

Management of IT systems team.  Management and development of IT infrastructure and systems and access to those systems including hardware, environment, capacity, back-up, disaster recover, user accounts.  Implementation of ITIL and other appropriate standard processes.   Performance monitoring of services.  Security of infrastructure.  Member of IT Support senior management team contributing to overall delivery of IT Support Service.


1.12. Senior IT Systems Technician / Senior Development Technician (Band 6):  

Management and technical development of key areas of the IT infrastructure including networks.  Specialist technical expert role for troubleshooting and maintenance of key areas.  Management of Assistant IT Systems Technician(s).  


1.13. Assistant IT Systems Technician (Band 4):  

Support senior technicians in technical support and operational delivery of key areas of the IT infrastructure.  Management of user accounts.  Troubleshooting and maintenance of key areas.  Technical administrative processes including documentation, back up processes etc.


1.14. Senior IT Helpdesk Analyst (Band 5):  

Management of the IT Support helpdesk service to all PCT sites.  Implementation of ITIL standards.  Maintenance of the helpdesk system.  Analysis of helpdesk system information to inform development of support, training needs, system problems etc.   Production of reports for support performance management of the service. Telephone and first-time fix (including through remote access) of user IT problems.  Liaison with the National Service Desk (CfH) and other supplier helpdesk as appropriate for resolution of problems requiring third party support.  Management of IT Helpdesk Analysts.  


1.15. IT Helpdesk Analyst (Band 4):  

Delivery of a customer-focused, responsive telephone support service to users at all PCT sites.  Responsible for developing expertise in all PCT systems to a level to facilitate first time fixes through telephone and remote access support.  Maintenance of the Helpdesk system.  Liaison with third party suppliers where applicable.


Support for Connecting for Health Systems


1.16. Registration Authority Manager (Band 5):  

Responsible officer for management of access, through smartcards, to all Connecting for Health systems e.g. Lorenzo, Choose and Book, SUS.  Application of national legislation for Registration Authorities.  Development and management of processes to run the RA ensuring patient confidentiality and protection of patient information.  Support to IM&T programmes.  Management of RA Agents.


1.17. Registration Authority Agent (Band 4):  

Operational delivery of Registration Authority services to the PCT including independent contractors.  Responsible for correct conduct of all processes leading to issue of smartcards to users and all associated document management.  Maintenance of audit trails.


1.18. Community Services System Manager (Band 6):  

Management of system administrative functions including system set up, reference data, clinic admin, records management and data standards.  Specialist product advice, training and user support.  PCT representative for product testing for upgrades.   Working with specialist advisors to improve consistency and quality of use of system.  Product specialist support to other technical functions e.g. reporting, RA, helpdesk.  Management of Lorenzo support team.


1.19. Assistant System Manager (Band 5):  

Support to System Manager in administration of system.  Management of records - merging, duplicate validation, deaths.  Liaison with National Service Desk for resolution of incidents.  User support (telephone).  Product specialist - supporting activities requiring specialist knowledge of Lorenzo e.g. testing.


1.20. Lorenzo System Support Officer (Band 2):  

Administrative support to users and the Lorenzo support team.  Data quality work.  Data input support to services.  User support (telephone).


IT Education, Training and Development Team

Team responsible for full cycle of ETD processes including needs assessment, design and delivery of both tailored and nationally accredited training programmes and evaluation to provide PCT staff with the necessary skills to undertake their role.  To ensure the PCT has a skilled workforce facilitated in optimising the benefits of technology.

1.21. Information & Knowledge Skills Trainer (Band 5):  

Planning, preparation of materials and delivery of IT training to users with a range of levels of expertise from basic to advanced.  Evaluation of training.  Training needs assessment.  Professional development in areas of training to maintain up to date knowledge of latest systems deployed across the PCT.  Support to IM&T programmes.

1.22. IT Trainer (Band 5):  

Planning, preparation of materials and delivery of IT training to users with a range of levels of expertise from basic to advanced.  Evaluation of training.  Training needs assessment.  Professional development in areas of training to maintain up to date knowledge of latest systems deployed across the PCT.  Support to IM&T programmes.


1.23. ETD Office Manager (Band 5):  

Management of office processes including ordering of suppliers, dealing with suppliers, liaison with finance, management of invoices.  Senior administration support.  Training suite co-ordination.  Support to Head of ETD.  Management of support administrators.


1.24. Support Administrator (Band 3):  

General administrative support to the ETD team.  Course bookings and management of information in connection with courses.  Responsibility for Reception and management of course attendees on site.  Information to service users.


Library and Knowledge Resources


1.25. Library & Knowledge Services Manager (Band 7):  

Management, planning and delivery of the PCT’s library and knowledge management service and Public Health Development Service resource centre.  Responsibility for performance management of service including accreditation processes.  Management of physical location and stock and virtual resources.  Management of library staff.  Marketing and promotion of service.  Management and strategic development of customer focused library and knowledge services, responsive to PCT and user need.  Delivery of access to physical and virtual resources optimising budgets to deliver the widest range possible.  Specialist support for information retrieval including literature searches.  


1.26. Librarian (Band 5):  

Management of the physical library environment and resources.  Support and guidance to users of library services.  Operational delivery of access to wide range of library services.  Specialist advice to support access to knowledge.


1.27. Resource and Information Support Worker (Band 3)

Support and management of public health / health promotional and educational resources.  Administrative support to librarian and manager.  Support to library users e.g. inter-library loans, monitoring of loans for all materials, general administrative duties.

2. Performance 
Performance Team
The performance team will support delivery of key areas such as Healthcare Commission’s healthcheck components, operating framework priorities (including the 18 week from GP referral to treatment target) and the PCT’s priorities around scheduled and unscheduled care, and reducing health inequalities.  The team will link with and provide support to all directorates particularly: commissioning through PBC hubs, public health, operational services, contracting and finance to improve performance and the quality of care and experience that patients receive.
2.1. Delivery managers (Band 8b): 

Working primarily with the three hubs (but each may act as a ‘lead’ on specific areas such as primary care, health inequalities) the postholders will support planning and monitoring of progress against objectives and targets/standards.  They will also:

· Support the promotion of a performance management culture across the PCT
· the development of improved performance focussing on service delivery in a range of areas across the directorates and the health economy
· Monitor delivery of action plans put in place to improve performance
· Support quality improvement and liaise with the clinical governance team
· Liaise with providers about performance, monitoring and evaluating, undertaking ad-hoc reviews, determining and agreeing metrics,
· Develop performance frameworks.


2.2. Project Manager (temp for 1 year funded by DoH) (Band 7): 

Project managers within the site/health economy delivery of the 18 week plan (early achiever).  Supports, facilitates and monitors progress of the project and supports service improvement within scheduled care.


2.3. Performance Support Manager (Band 6):

Provides business support to the performance team and responsible for managing the development of the performance accelerator.  Develops and delivers a programme of learning throughout the year to support new users and/or development of the system. Coordinates and contributes to a robust performance monitoring process and the development of subsequent action plans and follow up arrangements.  Ensures appropriate systems are in place within the directorate in terms of supporting corporate governance, HR practice and risk management.
2.4. Performance Administration Officer (Band 4): – Coordinates the performance team ‘office’, provides support to the AD for performance management and delivery managers (diary management, files, first point of contact, generates reports from the performance accelerator).  Data input into the performance accelerator and manages day to day changes to the system and ensures that timely updates are made to information within the performance accelerator.

3. Information
Information Analysis
The information team will provide a fully responsive information service across all directorates within the PCT.  The teams will support delivery of key areas such as Healthcare Commission’s healthcheck components, operating framework priorities (including the 18 week from GP referral to treatment target), and the PCT’s priorities around scheduled and unscheduled care, and reducing health inequalities.  They will work across primary care (independent contractors), mental health, PCT operational services, acute trusts and practice based commissioning, linking and supporting all directorates particularly: public health, operational services, commissioning, finance (contracting) & performance building intelligence within the PCT.

3.1. Senior Information Analyst (Band 7):

Develop and manage team of analysts to provide analytical advice, and information delivery across the range of health care delivery supporting the performance, finance and commissioning directorates with specialisation in one of; Data Management processing, systems development, commissioning and contracting
Performance, Planning & Primary Care Reporting
Statutory & Provider Services Reporting

Ensures specialist or complex IM&T information is processed in accordance with policies & procedures. 

Investigate specialist or complex IM&T issues 

Specialist advice to staff/customers on systems / policy or develop or adapt complex software, information reports or install or maintain interpret complex information / data or deliver specialist IM&T training 

Develop aspects of a training programme 

Management of staff 
3.2. Information Analyst (Band 6):

Provide Senior Analytical support to the Senior Information Analysts
Provide specialist support in one of the following areas;

Commissioning and Contracting activity North Hub

Commissioning and Contracting activity Central Hub

Commissioning and Contracting activity South Hub

Performance, planning (including public health) and primary

care reporting

Statutory and provider community services reporting

Data Management and processing
Analyses and interpretation of data 

Provides advice and guidance on specialist analyses 

Leads on discrete projects, development and design of health related

data sets and information, 

Management of staff


3.3. Assistant Information Analyst (Band 5):

Provide Analytical support to the Senior Information Analyst and Information Analyst
Provide specialist support in one of the following areas;
Performance, and planning (including public health) and primary

care reporting

Performance and primary care reporting

Statutory and provider community services reporting
Analyses data, interprets and reports on results 

Provides advice and guidance on analyses 

Develops and designs health related data sets 

Supervise, train or manage other staff


3.4. Information Officer (Band 4):


Provide Information support to;

Statutory and provider community services reporting team 
Data management / warehousing team
As directed by the Associate Director of Analysis, Monitoring and Information

Maintains quality and content of data held within information systems. 

Supports analytical work of business area.

Inputs and processes information in accordance with procedures. 

Responds to enquiries from customers and data providers.


3.5. Data Warehouse Facilitator (Band 6)
Data Warehouse Support Officer (Band 5)

Manages data flows and data processing to establish data warehouse to support overall work of the information and analysis team.  

Data quality work.  

Access to data warehouse – e.g. SQL and web technologies.



4. IM&T Programmes 
Programme Support Office

4.1. Programme Support Manager (Band 5):
To ensure the programme complies with standards and is supported through:

· Assurance of Programme and Project Methodologies,

· Risk and Issue Tracking

· Tracking and Reporting Progress for Programme/Project Boards

· Ensuring Project Quality and Change Control is carried out

· Support for Project Teams

· Programme and Project Progress Reporting

Programme Delivery 


4.2. Programme Manager (Band 8b):

Responsible for setup, management, and operation of all programmes and projects.

· Programme Planning 

· Programme Risk and Issue Management

· Programme Budget Control

· Programme Reporting

4.3. Senior Project Manager (Band 7):
Responsible for setup, management, and operation of projects.

· Project Planning & Management

· Risk and Issue Management

· Project Budget Control

· Programme Reporting

4.4. Project Manager (Band 6):
Responsible for setup, management, and operation of projects.

· Risk and Issue Management

· Budget Control

· Programme Reporting


4.5. Systems Development Manager (Band 7):
Responsible for managing the software development team and ensuring all software developments are scoped, managed and implemented according to best practice methods.

· Business Analysis (Problem specification)

· System Design

· Managing software Development projects

Business Change and Development

4.6. Senior Business Change Manager (Band 8a):
Responsible for Benefits Management, from identification through to delivery, and ensuring the implementation and embedding of new capabilities delivered by projects.

· Process Redesign

· Stakeholder Comms.

· Benefits Planning, Management and Realisation

· Ensuring Uptake is achieved and systems are used in line with strategic direction of programme

4.7. Business Change Manager (Band 7):
Responsible for Benefits Management, form identification through to delivery, and ensuring the implementation and embedding of new capabilities delivered by projects.

· Process Redesign

· Stakeholder Comms.

· Benefits Management

· Ensuring Uptake is achieved and systems are used in line with strategic direction pf programme


4.8. Primary Care Information Manager (Band 6):

To identify the information and technical issues that will result from implementation of the IM&T Programme:

· Data Standards changes
· Data Migration issues of moving to new systems
· Project Compliance with data quality standards
· Links to Information Governance in Primary Care

4.9. Primary Care Facilitator (Band 4):
To provide advice, guidance and facilitation support on primary care systems, and data standards.

· Disease Registers

· Primary and community Care Coding standards

· Practice Audits

· Assessments and Accreditation of practice / community care data standards

· User Documentation

4.10. Specialist Adviser Team Leader (Band 6):
To lead the team of Specialist Advisors providing advice on CfH systems

Key outcomes:

· Improving Uptake and best use of systems

· Data standards are enforced

· Developing Policies and procedures for using systems

· Help to managing change and transition to new systems through support and facilitation

· Ensuring User Documentation is in place for all services and maintained

4.11. Specialist Advisor (Band 5):
Provide specialist advice on using CfH systems:

· Improving Uptake 

· Data standards

· Developing Policies and procedures for using systems

· Help to managing change and transition to new systems through support and facilitation

· Testing of new systems

· User Documentation 

4.12. RBMS Manager (Band 6) 

Management of RBMS call centres

· RMBS Staff Management

· Call Management

· Ensuring Targets for bookings are met

4.13. Senior RBMS Administrator (Band 4)

· Patient Advice

· Taking RBMS Calls

· Managing referrals and bookings

· Booking Transport for patients


4.14. RBMS Administrator (Band 2):


· Taking RBMS calls

· Supporting referral and booking processes

· General administration
