




JOB DESCRIPTION

JOB TITLE:


Service Manager – Practice Assist
RESPONSIBLE TO:

Head of Service
ACCOUNTABLE TO:

Head of Service 
HOURS OF WORK: 

37.5 hours per week

LOCATION: 


Southall, with travel to other Care UK sites
Organisation: 
Care UK is building on its extensive experience in Primary Care. We are currently designing and making plans to deliver a new model of care for general practice; Practice Plus. Working with a leading Pharmacy Partner, the model aims to provide an enhanced general practice service to NHS patients through the use of technology, remote care and local clinical services delivered from our Pharmacy Partner sites. Practice Assist will be an integral part of this new innovative approach. This new way of delivering general practice services in the UK will utilise Care UK’s extensive clinical contact centre capability as well as optimising patient experience and service quality through use of a comprehensive online capability.

JOB SUMMARY

Care UK’s Practice Assist service is an innovative service with a central hub that supports a number of GP practices across the country by providing access to telephone appointments for patients with access to the patient’s medical record (acts as a virtual extension to a GP Practice in essence).

Your role will predominantly be the first line of operational and management support to both clinical and non-clinical staff. In addition, you will act as a subject matter expert to member practices and staff as well as ensure services are resourced and delivered to the required standards. For new services joining Practice Assist, the role holder will play a critical part ensuring that the service is mobilised on time, additional resources put in place, and go live on time. 

Working as part of the wider Leadership team the role of the post holder is to assist the Head of Service in delivering services to our patients to agreed quality standards and ensure that contractual targets are monitored and met within the required timeframes. 
The role will provide effective line management and support to the Practice Administrators, and Healthcare Advisors. The post holder will contribute to maintaining costs within the services planned budget and ensure the service meets all statutory and mandatory requirements. In addition the post holder is responsible for leading, motivating and developing all staff including Clinicians within the team.

Principal Duties and Responsibilities

Unit management – Southall
· Ensure clinical and non-clinical rotas are staffed and adequate capacity is provided for forecast demand.
· Ensure audits, reviews, and necessary reporting is undertaken (e.g. closure, productivity, outcomes, utilisation etc) with high levels of accuracy and at the appropriate frequencies in order for the Information Analyst and complete the necessary reports.
· Troubleshoot and resolve any issues impacting on service delivery in a timely manner.

· Compile service newsletter.
· Undertake Service calls, 

· Responsible for ensuring compliance for all staff in the service e.g indemnity insurance and mandatory training and maintain up to date HR files in accordance with QCQ standards.

· Update service documents including LOPs / SOPs and crib guides Management responsibility which includes support of all staff on a day-to-day basis under the direction of the Head of Service.
· Manage / support the delivery of Key Performance Indicators (KPI’s) and other organisational Quality and audit Metrics. 
· Assist with the implementation of policies & procedures, internal and external, which affect and influence the work of the service, particularly those with statutory implications. To ensure staff are made aware of these at the appropriate level.

· To develop and co-ordinate team processes, referrals, communication and management systems, to enable delivery of service objectives.
· Optimise management of all Practice Assist finances and to take appropriate actions to improve efficiency and value for money. 

· Ensure compliance with statutory responsibilities (CQC, HSE, NHS England). 
· Ensure arrangements are in place to manage and monitor patient access and quality. This will take into account the competence of the staff and the complexity of the work; statutory requirements; quality standards for example FFT, policies and procedures; and the management of risk.
· Maintain the Service risk register and produce monthly summary reports

· In conjunction with the Head of Service manage the complaints and significant events process, support front line staff with all reported incidents.
· To take responsibility for all aspects of data quality and data integrity ensuring compliance with statutory requirements in relation to security and confidentiality.

· To support the generation of all reporting required to ensure that the Key Performance Indicators, QOF and activity levels can be monitored and actively monitor these targets reporting variances to the Head of Service. 
· Responsible for IT troubleshooting and quality assurance. 

· Look for opportunities for Service improvement and development. 
· Site lead for Health and Safety and Information Governance. 
· Shared responsibility for the on-call management across all service operating hours.
· Management responsibility for arranging annual leave cover and shares responsibility for service ‘on call’ cover for all service operational hours.

Finance management

· Maintain accurate Rota Master records and publish to Netmaster

· Liaise with Payroll for any payroll queries 
· Maintain and authorise Agresso invoices (1st line approver) in a timely manner.

External practices including mobilisation 

· Support the Head of Service and Mobilisation team with implementation of new practices joining the service.
· Ensure appointment profiles for practices are correct on clinical systems

· Act as a main contact for Practice Managers.
· Support early identification and timely resolution of issues.
· Establish and maintain effective relationships with all GP practice staff.
IM&T

· EMISWeb -Generate all reports and provide basic training to staff.
· Ensure that there is adequate staff training in the use of technology, identifying a minimum knowledge base for all staff and appropriate levels for development. 

· Ensure compliance with the requirements of the Data Protection Act and other legal aspects of data management and storage, which may be implemented nationally from time to time.
· Complete annual IG returns (IG toolkit)
· Uphold the information confidentiality and security policy, in line with national guidelines. 
· Act as the central point of contact with systems and IT related enquiries and issues

· Provide UAT as required

· Act as systems trainer and clinical systems super user

· Update and maintain iTrent. 
· Issue and monitor Home working equipment in line with policy

· Any other IT tasks required for the hub to run smoothly.
Human Resources
· Maintain a well-motivated and proactive workforce. 

· Manage the Practice Administrator or Operational lead and Healthcare advisors. 
· Provide appropriate induction programmes for new staff. 

· Supervise staff rosters to ensure that the service is adequately staffed at all times and ensure that payroll documentation is completed.

· Manage and report sickness/performance monitoring, disciplinary and grievance concerns and escalate where appropriate.
· Uphold company policies and procedures.
· Identify training needs for direct reports and deliver or organise the delivery of training to meet these needs where appropriate.

· Assist with the management of the Practice Complaints Procedure and deal with general queries from patients, as and when necessary. Report all complaints to the Head of Service.
· Review and sift non clinical CVs for Operations Assistants

· Lead on non-clinical interviews for Operations Assistants and liaise with HR to ensure staff are compliant prior to and during employment. 

· Prepare and facilitate an effective induction programme for new staff
Management

· To undertake performance reviews for direct reports on an annual basis ensuring feedback on performance is given at regular intervals throughout the year.

· Communicate effectively with the team on a timely basis ensuring robust systems exist and ensure staff are kept informed.
· Organise and evaluate team staff meetings to ensure good communication and achieve appropriate staff involvement. 
· Attend all Service meetings.

· Providing support to the team on shift as and when required e.g. to overcome technical difficulties and to maintain service delivery.
· Providing support, motivation and supervision to clinical and non-clinical staff and influencing positive change within the unit.
· Ensure mandatory training modules are undertaken both at induction and at the required frequency as advised by the training team.
· Undertake non clinical staff performance reviews and appraisals in accordance with company guidelines.
· Be responsible for first line management of HR related issues to non-clinical staff.
· Manage planned and unplanned non-clinical leave ensuring adequate levels of cover 

· Act as the main contact for HR admin ensuring all starter and leaver forms are issued promptly, sickness recorded etc.
General

· Contribute to ‘on call’ Duty Manager responsibilities.
· Appropriate level liaison with CareUK service partners.

· Undertake training as necessary in line with the development of the post and as agreed with line manager as part of the personal development planning process.

· To achieve and demonstrate agreed standards of personal and professional development within agreed timescales.

· To contribute positively to the effectiveness and efficiency of the teams in which you work.
· Service hours are 8am – 8pm weekdays & weekends. Working hours for this post will reflect the needs of the business and require the post holder to work flexibly across service hours. 

About this Job Description

           This job description is not exhaustive therefore you will be expected to undertake any other duties from time to time at the request of the Head of Service which are commensurate with the role, for example project work and absence cover.
	Person Specification – Service Manager Practice Assist


We are seeking a forward thinking and positive individual to be a key member of our Practice plus management team. You will be a passionate and motivated individual particularly in regard to providing excellent primary care services to our patients. In return the right candidate will receive a competitive salary a competitive package of support and development with excellent career opportunities.
	CRITERIA
	ESSENTIAL
	DESIRABLE

	Qualifications


	· Supervisory Management qualification or equivalent
· Educated to GCSE level
	· Management Qualification  
· Management/Supervisory experience.          

	Experience
	· At least 2 year’s experience in a NHS Primary Care Service supervisory or management role; 
· Understanding of clinical governance.
· Has managed or supervised Clinical Staff.
· Excellent computer skills
· Experience in a NHS GP/APMS Practice environment.
· Practical EmisWeb clinical system experience.

· Excellent people Management skills.
· Fully conversant with all Microsoft office products.

	· Experience in the private sector
· Experience of effectively managing teams

· EMIS WEB Experience

· Experience generating searches and reports.
· Knowledge of CQC principles and requirements.

· Knowledge of QOF and other current quality systems and reporting requirements within Primary Care. 

	Skills and Knowledge
	· Excellent communication skills,.

· The ability to work in a multi-disciplinary environment; 

· Proactive and a forward thinker 

· Quality focused with innovative approach, the ability to solve problems and implement action plans.

· A strong understanding of multi-disciplinary issues and commitment to multi-disciplinary working.

· Experience of staff development.


	 

	Other Factors


	· Commitment to self-development 

· A commitment to promoting equality and diversity in the workplace and in service delivery and development.

· Fit to undertake the duties of the post.

· Ability to be flexible with regard to working hours

	


Additional Information
Appraisal

Care UK operates a system of individual performance review/appraisal for the purpose of agreeing performance objectives and discussing development needs in line with requirements of service need in the operational plan.

Clinical Governance

To have responsibility for a commitment to maintaining a high quality service to patients by continual development of practice in the light of research evidence and by audit, based against clinical relevant standards.

Code of Conduct for Professional Group

All members of staff are required to work in accordance with their professional group’s code of conduct (e.g. NMC, GMC, HPC).  This job description is intended as a basic guide to the scope and responsibilities of the post and is not exhaustive.  It will be subject to regular review and amendment as necessary in consultation with the post holder.

Confidentiality

The post holder is required not to disclose such information, particularly that relating to patients and staff.  All employees are subject to the Data Protection Act 1998 and must not only maintain strict confidentiality in respect of patient and staff records, but the accuracy and integrity of the information contained within.  The post holder must not at any time use personal data held by Care UK for any unauthorised purpose or disclosure such as data to a third party.  You must not make any disclosure to any unauthorised person or use any confidential information relating to the business affairs of Care UK, unless expressly authorised to do so by Care UK.  Further guidance on confidentiality is contained within Care UK Information Security Management System (ISMS).

Data Protection 
The post holder must at all times respect the confidentiality of information in line with the requirements of the Data Protection Act and the company’s ISO27001 accreditation.  This includes, if required to do so, obtain, process and/or use information held on a computer in a fair and lawful way, to hold data only for the specified registered purposes and to use or disclose data only to authorized persons or organizations as instructed.
Conflict of Interests

You may not without the consent of Care UK engage in any outside employment and in accordance with Care UK Conflict of Interest Policy you must declare to your manager all private interests, which could potentially result in personal gain as a consequence of your employment position in Care UK.  Interests that might appear to be in conflict should also be declared.

Criminal Records Bureau

It is a requirement of this position that a Criminal Records Bureau disclosure at the enhanced level is undertaken.

Education and Training

Personal continuing professional development is encouraged and an annual appraisal system is in place to discuss CPD and ongoing objectives.

Equal Opportunities

The post holder is required at all times to carry out responsibilities with due regard to Care UK Equal Opportunities Policy and to ensure that staff receive equal treatment throughout their employment with Care UK.

Health and Safety 

As an employee of Care UK, the postholder has a duty under the Health and Safety at Work Act 1974, to:-

Take reasonable care of the health and safety of themselves and all other persons who may be affected by their acts or omissions at work.  In addition, to co-operate with their employer to ensure compliance with Health and Safety legislation and the Health and Safety policies and procedures of the treatment centre, not intentionally or recklessly interfere with, or misuse, anything provided in the interests of health, safety, or welfare, in pursuance of any of the relevant statutory provisions.

Philosophy of Care

We aim to provide a safe and clinically sound environment, where the immediate and urgent need of individuals using the centre is recognised and suitably skilled staff are available to see and treat the users of this service. To ensure that we meet the needs and expectations of the patient we provide a culture of continuing learning and development.

Risk Management

All members of staff have a responsibility to report all clinical and non-clinical accidents or incidents promptly and when requested to, co-operate with any investigation undertaken.

This list of duties and responsibilities is by not exhaustive and the post holder may be required to undertake other relevant and appropriate duties as reasonably required.

This job description is subject to regular review and appropriate modification.

I confirm I have read and understand this Job Description 

Name of Postholder: 
……………………………………

Signature: 


…………………………………...

Date:



…………………………………...
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