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PRACTICE MANAGER (BUSINESS)
JOB DESCRIPTION

Queensway is committed to improving the care we give our patients. We also want our staff to have satisfaction in the job they do; the two should go hand in hand. To this end, we are including the same core responsibilities to all our managers so that they work as a team in order to achieve them. The management team consists of the Practice Manager (Business), Assistant Practice Manager (Operational), Nurse Manager and Governance Manager.

Core Responsibilities

1. Ensure that all statutory requirements are fulfilled in your area and adopt changes as and when they occur. 
2. Provide patient centered care at all times.
3. Plan ahead, in order to plan appointment capacity to meet demand. Plan to have as few surprises as possible. “Futureproof” patient care provision.
4. Ensure the effective recruitment, selection, pre-employment checks and induction of new staff.
5. Ensure that students who have a placement at the Practice have a session schedule, have an induction suitable to their work, and are assigned a mentor if appropriate.
6. Support colleagues in the work they do. Be constructive.
7. Develop and embed a teamwork approach to patient care provision.
8. Develop and embed sound Human Resources (HR) and training policies that support the best possible patient care, as well as the professional development of all staff.
9. Develop the communications structure in the Practice so that all meetings have an identified purpose, feed into each other and function effectively. 
10. Ensure that electronic patient information is kept confidential at all times. Make staff aware about the importance of accurate and timely entry of patient data. Make sure that all team members are aware of the implications of incomplete or inaccurate patient data

Job Summary

The role is for 37.5 hours a week, to be worked across 5 days with a full time salary of £40,000 but this is negotiable for the right candidate. There will be annual increments over 3 years based on successful targets agreed with the partners.

Provide leadership and business management to enable the Practice to increase its’ patient service and choice. 

Ensure all Practice/Partnership registration documents are up to date.

Lead for CQC compliance.

Meet the Practice’s agreed aims and objectives, which are the provision of high quality patient care.

Line manage/appraise:
1. Governance Manager
2. Financial administrator
3. Administrative staff
4. Assistant Practice Manager
5. Nurse Manager 
Support the Assistant Practice Manager (Operational) in:
1. Managing staffing levels that reflect the activity in the Practice
2. Staff development
3. Marketing Practice services and availability to external agencies
4. Networking and creating links and alliances

Oversee the arrangement of, and contribute to, Partners’ and management team meetings; ensure that any papers for the meetings are circulated well prior to the meetings so that attendees make the best use of their time.

Work to ensure that the Partners’ vision for the Practice is shared with all relevant individuals, bodies and organisations. Represent the Practice and its vision whenever necessary.

Be collaborative in approach, and discuss any options about changes with the Practice management team, and the Partners if appropriate.

Act as a liaison person between the Partners and external agencies.  Ensure that Partners are fully briefed about the opportunities there are. Provide the Partners, and the management team (if appropriate) with any and all information needed to have an informed discussion and to make an informed decision.

General managerial oversight of the practice.

Accountability 

Accountable to the Partners, with one nominated Partner to act as mentor and provide one-to-one support as needed

Location 

The post is based at 75 Queensway, Southend on Sea, and at any other current or future practice premises. 

Main Duties 

1. Business Promoting and Planning 

Regularly review the effectiveness and efficiency of the Practice. 

Be aware of developments within and outside the Practice, which will impact on the Practice, either directly or indirectly.  This includes involvement in local and national agencies, which formulate and influence primary health care strategy. 

1. Develop business plans, options papers and collate any relevant information for the Partners if considering undertaking new work. 
2. Participate in strategic decision-making at forums set up by the CCG and other agencies to shape future health care resources and planning. 
3. Develop business cases and tenders to provide future services. 
4. Explore innovative ideas for provision of services to suit the needs of the practice population and the professionals working within the Practice.
5. Explore opportunities to optimise the use of practice facilities, agree contracts and ensure appropriate legal requirements are in place. 
6. Manage any future growth of the Practice. Demonstrate that all aspects of any growth have been planned and allowed for. Ensure all income-generating opportunities are explored and maximised.
7. Liaise with the CCG, NHSE and other NHS groups as necessary. 
8. Liaise with other local practices through the practice managers’ forum and other relevant forums. 
9. Use opportunities that may arise to promote the Practice, it’s clinicians and its capacity, being always mindful that the needs of the Practice patients are of most importance
10. Review and ensure that all operational systems including the appointments system, messages, visits, results, prescribing systems, access, incoming mail, scanning etc. function at an optimal level at all times.

2. Patient Services

1. Develop services that best serve the needs of the Practice patients.
2. Liaise with the PPG.
3. Ensure health promotion campaigns are targeted to relevant groups.
4. Carry out and review patient satisfaction surveys.
5. Manage patient complaints, either informal or formal, using the Practice complaints procedure.
6. Ensure significant event audits and learning plans are implemented
7. Ensure patient information is up-to-date and available, such as the practice brochure, patient newsletter and patient leaflets.

3. Management of Financial Resources

Be aware and responsible for budgetary controls across the Practice. Work with the Partners to ensure that costs are managed, whilst providing care that patients require. Working closely with the Management Team, financial administrator and practice accountants, plan effective budgetary control to ensure efficiencies and profitability are maximised.  In addition:

1. Ensure that Practice resources are used in the most effective and efficient way possible, whilst keeping patient care of paramount importance.
2. Ensure sensible control of expenditure whilst ensuring necessary investment in resources.
3. Ensure policies and procedures to protect the practice against fraud and financial mismanagement.
4. Ensure correct payment of supplies and expenses.
5. Ensure correct billing for services and systems to reclaim monies owed to the practice.
6. Ensure appropriate control of the petty cash account.
7. Work closely with the Partner responsible for finance to ensure that any generated income is clearly identified. With this Partner explore other potential roles that the Practice Manager could have.

4. Human Resources

1. Provide clear and up-to-date contracts of employment, employment policies and procedures and staff handbooks in line with good employment practice. Involve other members of the management team as and when necessary.
2. Recognise the need for area specific induction, which will enhance the Practice’s general induction.
3. Deal with grievances and disciplinary matters as may be required in conjunction with the Partners. 
4. Ensure that accurate personnel and attendance records are kept and that they are kept secure.
5. Review pay and conditions of staff as and when necessary, involving others of the Management team as and when necessary. Produce written options for the Partners if recommending any changes.
6. Ensure training needs are identified. Agree with the Assistant Practice Manager the development of each staff member. Prepare an annual training plan as part of the appraisal system.  Ensure that training is carried out either in-house or externally.
7. Ensure the Practice meets the legal requirements relating to Health and Safety issues and has processes in place to keep accurate and necessary records relating to staff induction, manual handling and computer usage.

5. Staff Management

1. Ensure optimum staffing levels for all activities. Manage holiday and sickness absences. If there is a shortage of locum staff, suggest other ways to manage patient access that will provide as many appointments (patient contacts) as possible within a safe environment.
2. Review work patterns, methods of work and skill-mix in order to ensure efficient and effective use of staff and other resources (e.g. room availability). Involve other Management Team members and Partners if and when necessary. Investigate innovative options in order to maximise the use of resources, including staff and premises.
3. Encourage team working. Ensure that there are regular well attended staff meetings. Suggest ways that will reinforce the bond of working as a cohesive Practice team (such as away days, teambuilding days etc.)
4. Ensure that the direction of personal development and training of staff is in line with the direction that supports the Partners’ vision and that of the CCG and NHSE.
5. Monthly Managers’ meetings followed by team briefing meetings.

6.	Management of Information Technology Systems

1. Ensure that information produced within the Practice matches that which is produced by outside agencies.
2. Develop the Practice’s IT strategy in concert with the Assistant Practice Manager.
3. Ensure that any and all relevant reports are produced for the Partners and Management Team. These reports (e.g. appointments, DNAs, complaints)  will provide information on the Practice’s effective and efficient use of resources, and will inform future direction.
4. Ensure development of the Practice’s internal intranet and other IT systems.
5. In conjunction with the Assistant PM, ensure systems that protect security of data are in place.
6. Prepare business cases for future changes or developments and explore all relevant avenues of funding.
7. Explore further development of the Practice and clinical website, on-line appointments and prescribing systems.
8. Ensure confidentiality of data and conformity to the Data Protection Act and Medical Records and Reports Acts, the Freedom of Information Act and the Caldicott Report.


[bookmark: _GoBack]7.	Management of Partnership Issues

Provide support to the Partners and the partnership to ensure excellent team working and a sound legal framework.

1. Ensure effective Partners’ meetings with clear agendas, minutes and action plans.
2. Ensure appropriate and up-to-date partnership deed for the Practice.
3. Provide management advice and information to the Partners in order for them to make decisions about the running of the Practice.
4. Organise Partners’ away-days and planning meetings from time to time to develop strategy and team working.
5. Assist in the recruitment of new Partners.
6. Ensure decision-making relating to the partnership is documented.
7. Ensure appropriate profit-share payments of partnership drawings and advise on payment of Partners’ individual tax liabilities.
8. Ensure medical indemnity for all clinicians is up-to-date.
9. Ensure GP rotas and holiday arrangements are managed efficiently.

8. Management of Operational Systems

Ensure the effective and efficient working systems and operational systems within the practice in association with the Assistant Practice Manager.

1. Review the telephone system and advise on its development in the future.
2. Ensure the summarising of clinical information onto the patients’ medical records and summarising of notes is kept up to the necessary levels.
3. Ensure the correct registration and deduction of patient records is in line with recommended procedures.
4. Liaise with the Partners and practice nurses regarding systems for the management of information systems to and from patients.
5. Ensure systems under the Quality and Outcome Framework (organisational and clinical) and Enhanced Services operate at optimal levels in order to achieve the highest targets possible.

9. Management of Premises, Equipment and Stock

Advise the Practice in making full and effective use of its current premises, equipment and stock.

1. Ensure that the purchase and control of supplies, drugs and equipment meets the current and future needs of the Practice.
2. Ensure maintenance, decorating and cleaning of premises is effectively carried out.
3. Review best use of premises.
4. Manage any future premises developments.
5. Ensure appropriate insurance of premises, equipment and stock.
6. Ensure security measures of premises and personnel, including intruder alarms, fire alarms and panic buttons are fit for purpose.
7. Ensure adherence to health and safety and fire procedures throughout the practice and relevant training and updates are undertaken as required by all Practice staff.
8. Ensure risk assessments are regularly carried out and documented.
9. Produce a robust system that ensures that Practice security is covered out of hours.


10. Personal Development

1. Manage own time effectively, plan and meet personal and practice targets. 
2. Ensure own personal development through reflection and feedback from Partners and colleagues. 
3. Ensure that personal continuing training needs are identified and met.

11. Other Appropriate Duties

Any other duties which may arise appropriate to the Manager of a General Practice. It should be recognised that there may be times when it is necessary to work additional hours in order to produce work in the required timeframe. This timeframe may be outside the Practice’s control. 

12. Confidentiality

1. In the course of seeking treatment, patients entrust us with, or allow us to gather, sensitive information in relation to their health and other matters.  They do so in confidence and have the right to expect that staff will respect their privacy and act appropriately.
2. In the performance of the duties outlined in this job description, the post-holder may have access to confidential information relating to patients and their carers, practice staff and other healthcare workers.  They may also have access to information relating to the Practice as a business organisation. All such information from any source is to be regarded as strictly confidential
3. Information relating to patients, carers, colleagues, other healthcare workers or the business of the Practice may only be divulged to authorised persons in accordance with the Practice policies and procedures relating to confidentiality and the protection of personal and sensitive data.

13. Health & Safety

The post-holder will implement and lead on the full range of promotion and management of their own and others’ health, safety and security as defined in the Practice Health & Safety policy and published procedures. This will include (but will not be limited to):

1. Ensuring job holders across the practice adhere to their individual responsibilities for infection control and health and safety, using a system of observation, audit and check, hazard identification, questioning, reporting and risk management.
2. Maintain and update knowledge of health and safety and infection control statutory and best practice guidelines and ensure implementation across the business

14. Equality and Diversity

The post-holder will support the equality, diversity and rights of patients, carers and colleagues, to include:

1. Acting in a way that recognises the importance of people’s rights, interpreting them in a way that is consistent with practice procedures and policies, and current legislation.
2. Respecting the privacy, dignity, needs and beliefs of patients, carers and colleagues.
3. Behaving in a manner which is welcoming, is non-judgmental and respects the individual’s circumstances, feelings, priorities and rights.



PRACTICE MANAGER (BUSINESS)
PERSON SPECIFICATION

The person specification is used for both shortlisting and selection purposes for recruitment into the Practice.  Candidates must show that they have the experience and qualifications to benefit the practice.


	FACTOR
	ESSENTIAL
	DESIRABLE

	QUALIFICATIONS 
	3 years’ experience in a management position
	Management Qualification

Member of IHM or other recognised professional management body

	EXPERIENCE
	Demonstrates good management skills which include: 
· Leadership 
· Strategic Management
· Organisational Management
· People Management 
· Financial Management
· Information Technology 
	NHS background

General Practice background

Good understanding of the role of business planning within general practice


	KNOWLEDGE AND EXPERIENCE
	Able to demonstrate effective communication skills on an individual, organisational and external basis
	Understands the importance of communication skills in a variety of situations 

	TEAM WORKING
	Able to motivate the practice team to deliver all organisational and business objectives
	

	PERSONAL ATTRIBUTES
	Understands personal strengths and weaknesses.

Ability to demonstrate effective leadership and management skills
	

	OTHER
	The post will require travel between two surgery sites
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