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Referrals Manager
Job Description

Reporting to

Director of Occupancy and Revenue

Department

Referrals
Purpose of the job
The Referrals Manager is responsible for leading and developing Leonard Cheshire’s (LC’s) referrals function, ensuring the effective management of referrals, admissions and occupancy across social care services.

The role has overall accountability for delivering occupancy targets through the development and implementation of a proactive referrals strategy, effective stakeholder engagement and strong operational oversight. As our Referrals Manager you will lead the referrals process, manage referral relationships, provide strategic insight to support service growth, and work collaboratively across LC to maximise occupancy and improve commercial performance.

The postholder will ensure that all referrals activity is delivered to a high standard, supports positive customer outcomes, and aligns with organisational objectives and commercial principles.

Key responsibilities
Strategic leadership and service development
· Develop and implement the referrals strategy to support occupancy growth across Leonard Cheshire services.

· Lead the continuous improvement of referral processes, systems and performance measures to maximise conversion of enquiries into admissions.

· Provide strategic leadership and expertise to services on occupancy management, referral pathways and market opportunities.

· Identify emerging trends, changes in commissioning priorities and unmet needs, making recommendations for service development and growth opportunities.

· Work collaboratively with senior stakeholders across Operations, Commercial,
· Quality and Marketing teams to improve occupancy performance and 
     customer acquisition.
Referrals and occupancy management

· Oversee the coordination, monitoring and management of all referrals, admissions, enquiries and placement-related activity across LC services.

· Ensure all enquiries, referrals and placements are managed effectively in line with agreed quality standards, service expectations and timescales.

Information management and reporting

· Maintain oversight of the occupancy and referrals management system, ensuring data quality, accuracy and compliance.

· Develop and produce regular performance reports, dashboards and forecasts relating to referrals, admissions, occupancy and business growth.

· Analyse referral and occupancy trends, identifying performance risks, opportunities and areas for improvement.

· Provide senior leadership with accurate forecasting information, including admissions projections, occupancy targets and market intelligence.

· Monitor and analyse referral conversion rates, identifying barriers to admissions and implementing actions to improve performance.

· Use qualitative and quantitative data to drive informed decision-making and support strategic planning.

Leadership and team management
· Contribute to a culture of accountability, collaboration, customer focus and continuous improvement.

· Operate in accordance with Leonard Cheshire policies, procedures and regulatory requirements
Other Responsibilities
· Maintain a comprehensive understanding of Leonard Cheshire services and undertake service visits as required.

· Support the wider objectives of the Commercial and Quality functions and contribute to organisational initiatives.

· Undertake any other reasonable duties commensurate with the level and responsibilities of the role

Person specification
Essential requirements
· Significant experience within the social care, health or care support sector.

· Proven experience of leading a referrals, placements, occupancy, business development or commissioning-related function.

· Experience of managing and developing teams in a performance-driven environment.

· Demonstrable experience of building and maintaining relationships with Local Authorities, NHS stakeholders, commissioners and other referral partners.

· Experience of analysing complex data and producing management information to support business decision-making.

· Experience of managing databases, CRM systems or occupancy management systems within a large, multi-site organisation.

· Willingness to travel across the UK, including occasional overnight stays.
· To have a genuine commitment to the values and ethos of Leonard Cheshire.
Desirable
Knowledge of commissioning processes within health and social care.

Understanding of funding pathways, self-funding arrangements and direct payments.

Key competencies and skills
· Excellent communication, influencing and relationship management skills.

· Highly commercial with a strong understanding of occupancy, growth and revenue drivers.

· Strategic thinker with the ability to translate insights into practical action plans.

· Excellent analytical and problem-solving capabilities.

· Strong stakeholder management skills with the ability to engage effectively at all organisational levels.

· Highly organised with excellent project and time management skills.

· Results-driven with the ability to work under pressure and deliver against challenging targets.

· Exceptional attention to detail and commitment to data accuracy.

· Strong negotiation and influencing skills.

· High levels of professionalism, discretion and confidentiality.

· Proactive, resilient and able to work independently while fostering collaborative working relationships.

· Advanced IT literacy, including Microsoft Office applications and reporting systems.

· Strong audit, reporting and data analysis skills, using both qualitative and quantitative information.

· A commitment to delivering excellent customer outcomes and promoting Leonard Cheshire’s values.

Our values at Leonard Cheshire

Positive      warm and empathetic, we always look to progress and improve.

Proud         strong-willed and spirited, we are firm in our beliefs.

Pioneering confident and imaginative, we are creative change makers.

Leonard Cheshire welcomes applications from all sections of the community. We actively encourage applications from people with a disability, supporting where possible, your requirements for reasonable adjustments.

[image: image2.jpg]Leonard \
Cheshire ®




              Referrals Manager – JD                                                                   Page 1 of 1
              V2 2.7.26   

