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1. AN OUTLINE PROFILE OF THE PRACTICE

The Location

The Practice

Florence Road Surgery, situated in Central Ealing is a 5 GP partner Primary Care training practice serving approximately 16,000 NHS patients, who make up a wide spectrum of ethnic and social groups.  In October 2009 the practice took over another practice, Bramley Road Surgery, which is based in South Ealing, and is currently run as a branch surgery.  The practice also provides medical services to the University of West London and runs dedicated surgery sessions at Bramley Road Surgery for students of UWL during term times.  The practice lies within the administrative boundaries of Ealing Clinical Commissioning Group (ECCG).

PRACTICE PROFILE

Florence Road Surgery, the main site, is situated in a quiet residential street south of the Uxbridge Road, close to Ealing Common. Ealing Broadway Shopping Centre is only 5 minutes walk.  Patients are drawn primarily from the W.5. postal district, although we do register patients who move from W.5. to certain parts of W.13. and W.7. 
The main surgery is a converted Victorian 4 storey semi-detached house and provides attractive surroundings for patients and pleasant working conditions for staff. There are 10 consulting rooms, 4 toilets, 4 offices, reception and waiting rooms, staff room and kitchen.  There is wheelchair access at the front and a lift between the basement and ground floor for the disabled and infirm. 

Bramley Road Surgery, the branch surgery, is on the ground floor of a converted 1930’s end of terrace house.  It has 3 consulting rooms, 3 admin rooms, a waiting room and 2 toilets.   
The computer system is TPP SystmOne, one of the leading clinical systems, and the computer is used exclusively in the consultation.  All hospital letters are either scanned into the patient’s notes or arrive electronically along with pathology and x-ray results.  The appointments system is computerised, and we use an electronic LED display to call patients at the main site.  We are linked to NHS England for registrations and items of service via GP Links.  The majority of our records are summarised, and all the repeat prescribing is computer based.  All members of the team are enthusiastic users. We offer patients SystmOne Access via our surgery website.  Patients can book appointments, order repeat prescriptions, see detailed coded records and results and send simple messages via the internet once they have signed up for the service.  

The list size is 16,000.  Due to the mobility of the population of Ealing, the turnover is approx. 16%. This creates administrative burdens in terms of summarising notes etc.  There is a wide social and ethnic mix of patients, as the practice area covers the whole of W.5. and includes council estates, homeless family units, many flats and bedsits and some large residential properties.  

The practice also looks after approximately 67 patients at St. David’s Nursing Home.  In early 2006 St David’s opened up a new rehabilitation unit.  The purpose of this unit is to provide support and rehabilitation for recently disabled patients, many of them young, with the aim of getting them back to living independently.  The care plan is that the patients will be at St David’s for approximately 6 months and then discharged back home once they can look after themselves. The doctors attend twice weekly for ward rounds at St David’s.  We also look after the patients in 3 other large nursing homes in Ealing through our branch surgery, where weekly ward rounds take place.

The core hours of the main surgery are between 8.00a.m. and 6.30p.m. Monday to Friday.  (Closed between 12.30p.m. and 1.30p.m.), but we offer extended hours, starting at 7.30 a.m. on Tuesdays and Wednesdays and finishing at 8.30 p.m. on Tuesday evening. The core hours of the branch surgery are 8.00 a.m. to 6.30 p.m. Monday to Friday, with extended opening until 8.00 p.m. on Thursdays and 8.30 a.m. to 12.00 noon on Saturdays.   The practice has opted out of providing out of hours cover. All patients can be seen at the surgery of their choice. We operate a nurse led telephone triage system for patients who need to be seen the same day in the morning and a pharmacy led telephone triage system in the afternoon.

We have a comprehensive timetable of meetings covering all aspects of management, clinical and staffing matters.

We work closely with our local 5 practices (South Central Ealing Network) and have scored high points on the Quality and Outcomes Framework over the past few years.  We are signed up to most of the Out of Hospital services and Enhanced Services Schemes.  
CURRENT ORGANISATION

1.
Human Resources

Partners:

Dr David Evans



Dr Sarbjit Kaler



Dr Ghazala Aziz-Scott


Dr Rohendra Sri-Pathmanathan 
Dr Daisy Lund 

Associated GPs:

Dr Lesley Bradley

Dr Nana Owusu-Ansah
Dr Edmund Ibrahim (GP Registrar)

Dr Dipesh Hindocha (GP Registrar)

Dr Amy Wheelwright (regular locum)

Dr Sureena Bhattacharya (regular locum)
i. Practice Staff/Hours

Additional Clinical Staff:
Nurse Practitioner/Manager

Full time




2 Practice Nurses


1 Full-time, 1 Part-time





3 Healthcare Assistants 

Part-time





1 Phlebotomist


Part- time

Administrative Staff:

Practice Manager


Full time




     
Reception Manager


Full time 





Patient Administration Manager
Full time

1 Practice Administrators 

Full time

1 Finance Administrator

Part-time

11 Receptionists


Part-time





2 Secretary/Receptionist

Part-time





7 Administrative Staff


Part-time





1 Summary Clerks


Part-time

(Several of the staff has dual reception and admin roles)

We are a team of just under 40)

Attached Staff:
Health Visitors

Offering a full range of services to our patients

District Nurses

Providing a service exclusively to the practice

Team of Midwives
Providing a full antenatal and postnatal service to our maternity patients

2. Current Management Structure
We have a Practice Manager who has been at the practice for almost 4 years.  She came to the practice as a Practice Manager in September 2012 following an interim manager for 18 months, and before that the retirement of the previous Practice Manager who had been working in the practice for almost 20 years.  She looks after the day to day staffing of the practice, including HR, patient services, finance, enhanced services, QOF, health and safety and complaints.  
We have a new Reception Manager (Line Manager) who manages the reception area and staff, looks after the day to day running of the reception and co-ordinates the rotas. 
We also have a very experienced Patient Administration Manager (Line Manager) who manages the patient administration staff, looks after the administrative and secretarial roles in the practice ensuring templates relating to referral forms and letters are up to date, notes are summarised, and patients are registered and de-registered in a timely and accurate manner.
We have a very experienced Nurse Manager (Nurse Practitioner) who manages all aspects of nursing services including nurses and healthcare assistants, the triage system, ordering of medical supplies and vaccines and designated chronic disease management registers.
We have a Practice Administrators who deals with the appointment system, IT, premises, ordering of supplies and parking permits, arranging and minuting meetings, preparing audits for enhanced service claims, maintaining holiday and training records, and other general administrative functions.  
We have one Finance Administrator who maintains the Iris accounts system, creates and pays invoices, carries out bank reconciliations and prepares the reimbursement claims.

The Line Managers, Practice Administrators and the Finance Administrator will report to the new Practice Manager who will take overall responsibility for areas of their work, with the exception of the clinical management of the Nurse Manager who will report to the GP Partners clinically and the Practice Manager administratively.
3. Services to Patients
The practice provides the traditional range of general practice medical services including ante natal and post natal care, family planning, minor surgery, travel vaccinations, child health, diabetic and coronary heart disease review, anti-coagulation and near patient testing, ECGs, 24 hour blood pressure monitoring.
The practice has an excellent reputation locally and is patient centred, with a partnership team of people who bring a wide range of skills and interests. We have been a training practice for many years, and consequently the team embraces strongly the principles of training and learning into the practice ethos.   The partners are forward-looking and like to be at the forefront of change.

Future Developments
We are continually looking for ways to expand and develop the practice within the physical limitations of surgery space.  Ealing CCG and NHS England are aware of our space problems, and we are in discussions with them regarding the acquisition of larger premises/extension to existing premises.  The new Practice Manager will be heavily involved in any new development.

2.
THE PERSON WE ARE SEEKING
General

The person specification provides specific information about the skills, qualifications and experience we are looking for but some further information about the sort of person we want and the challenges they will address, may be helpful.  

Medical practice management has grown in importance over the last few years.  GPs face many changes in the way the NHS operates and the consequent impact on their practices and their ways of working.  The need to ensure that the practice is financially efficient, has well-trained and motivated staff and complies with an increasing range of health and safety and other legislation, is as important as ensuring that proper arrangements are made for patient care. A good manager is an essential part of a successful medical practice.

The role has at least two dimensions.  On the one hand the Practice Manager will be expected to ensure that the day-to-day running of the practice is carried out efficiently, effectively and profitably.  The person appointed will also need to demonstrate an ability to think ahead, assessing the impact of potential NHS changes on the practice and be proactive in change management.  

The person appointed will be an integral part of the team and will be expected to provide leadership where necessary.  Additionally, if appointed, you will need to be confident enough at times to exert your authority to ensure that the business of the practice gets carried forward efficiently. 
The partners want their Practice Manager to assess the practice systems and the best use of resources – both people and other resources.   They want a manager who can work autonomously, with their full support, and provide them with business advice and backup so that they can concentrate on providing excellent patient care. 
While we do not expect you to be an expert in every area in the job description, we would expect you to have good people management skills, understand and be comfortable with I.T. and health and safety, and have proven experience in the management of finances and financial analysis.  

Every opportunity for training will be given to you to help you to develop your skills where necessary.  
Practice Manager – Person Specification

	
	Essential
	Desirable

	Academic/ Vocational Qualifications
	Evidence of a sound education or equivalent relevant experience.
Evidence of a commitment to continuing professional development.
	Educated to degree level.

Relevant business management or finance qualification.

	Experience
	Business planning.
Experience of, and success at, motivating and managing people.

Experience of working in teams and able to promote a team spirit.

Familiar with employment law and employment related legislation.

Working in an IT-dependent environment.

Financial management experience including managing budgets and financial forecasting.
	Contingency planning to ensure business continuity.
Project management.

Facilities management.

Health and Safety.

Risk Assessment.

	Skills
	Delegation.
Leadership.

A “solutions focused” approach.

Makes things happen.

Excellent communication (oral and written) and inter personal skills.

Ability to listen and empathise.

Competent to manage IT systems/networks.

Competent with use of office IT.

Chairmanship and co-ordination.
Managing “upwards”.
Good time management.

Problem solving skills.
Negotiating skills.

Able to manage change effectively.
Networking skills.

Facilitation skills.

Managing conflict skills.


	

	Qualities
	Empathy for the healthcare/public service environment.
Self motivating – able to work with minimal direction.

Adaptable, innovative, forward looking.

Enthusiasm, with energy and drive.

Gains respect by example and leadership.

Honest, caring and sympathetic.

Strategic thinking with vision.

Good sense of humour, personable.

Hard working, reliable and resourceful.

Willing to work flexible hours as necessary.

Considered, steady approach.

Diplomacy.
	

	Other
	
	Car driver/clean licence.


3.
THE PRINCIPAL CONTRACT TERMS
· An annual salary up to £45,000 - £50,000 pa is negotiable depending on experience and qualifications. This will be reviewed on an annual basis. 

· It is anticipated that this post will be full-time (36 hours per week over five days a week).  Flexibility is one of the key elements of the post.  It is important that the manager is willing to attend evening meetings or work longer or irregular hours from time to time to ensure that the work is done.   

· Annual leave entitlement for this post will be five weeks plus statutory Bank Holidays.

· Optional access to the NHS Superannuation scheme with 12.5% employee contribution and 14.3% employer contribution.
· The post will be divided between Florence Road Surgery and Bramley Road Surgery.
· The contract will provide for a 6 month period of mutual assessment/probation.

· The notice period during the first 6 months will be one week on either side and thereafter, three months on either side.

The Partners would expect the person appointed to complete an occupational health medical questionnaire.
PRACTICE MANAGER

ROLE SPECIFICATION AND JOB DESCRIPTION

1.
Job Purpose

Responsibility for the smooth running of the business aspects of the practice and maintaining a happy and committed team.   Keeping the partners abreast of forthcoming changes in the NHS and giving them options for responding to, and where necessary, managing change. Provide leadership and management skills to guide and develop the Practice plan to meet future business needs. 

2.
Accountability 

Accountable to the Partners.   

3.
Manages

Directly managing the Line Managers, Practice Administrators and Finance Administrator in the practice in accordance with the line-management structure. In respect of the Nurse Manager, the post-holder will manage the employment and resource implications of her/his work. (For her/his clinical work the Nurse Manager is accountable to the partners.)
4.
Location
The post is based at both Florence Road Surgery and Bramley Road Surgery.  
5.
Principal Responsibilities

Management of Human Resources:

Working closely with the Partners and Line Managers to ensure that the practice is staffed and resourced within the budget by people with appropriate skills, experience and commitment to provide the professional, technical, administrative and inter-personal expertise needed.  This will be achieved through the following:

· The effective recruitment, selection and induction of new staff.

· Clear and up-to-date employment policies and procedures in line with good employment practice.

· Management of performance and supervision of staff.

· Ensuring optimum staffing levels at all times and management of holiday and sickness absences.

· Develop the existing excellent teamwork.

· Develop and run effective staff appraisals.

· Ensure the personal development and training of all staff.

· Review patterns and methods of work and skills-mix to ensure the efficient functioning of the team.

· Deal with grievances and disciplinary matters as required.

· Ensure proper personnel and attendance records are maintained.

· Review pay and conditions of staff and advise the partners accordingly.

· Ensure that all statutory requirements are fulfilled and adopt changes as and then they occur.

· Ensure confidentiality is maintained at all times and encourage the professionalism of staff.

Policy and Planning:

Regularly review the organisation and developments within and outside the practice which will impact directly or indirectly.  This includes involvement with local and national agencies which formulate and influence primary health care strategy.  This will be achieved through the following:

· To have a pro-active awareness of current trends and developments within the NHS and the wider healthcare community, to anticipate and plan for future initiatives, and to work with partners and management team on the formulation of a business plan for all aspects of the Practice.

· Work with the partners to provide presentation of the practice on groups determining future policy, including CCG and Federation groups.

· Participate in strategic decision-making at forums set up by the CCG and Federation and other agencies to shape future health care resources and planning.

· Develop business cases to provide future services.

· Explore innovative ideas for provision of services to suit the needs of the practice population and the professionals working within the practice team.

· Liaise with the CCG and Federation and other NHS groups as necessary.

· Liaise with other local practices through the managers’ forum and other relevant forums.

Management of Financial Resources:

Responsible to the Partners for the effective use of practice finances, planning effective budgetary control, ensuring cost efficiencies and maximisation of profitability.  This will be achieved through the following:

· Ensure efficient working methods and best use of resources.

· Ensure sensible control of expenditure whilst ensuring necessary investment in resources.

· Ensure all income-generating opportunities are explored and maximised.

· Provide budgetary forecasting to the partners.

· Ensure policies and procedures to protect the practice against fraud and financial mismanagement.

· Manage the payroll (currently outsourced) including payment of staff salaries, partners’ drawings, PAYE, and management of the NHS Pension Scheme as required.
· Manage the practice’s bank account.

· Manage the recording of all income and expenditure; maintain credit control systems, billing for services, bank reconciliations and liaison with the practice accountants for year end financial reporting.
Management of Information Technology Systems:

Working closely with the Partners, Line Managers & Practice Administrators to ensure the effective management of information within the practice and with outside agencies.  This will be achieved through the following:

· Policy development of IT strategy.

· Ensure the functioning and best use of the practice’s clinical computer system and implementing new software systems to aid the efficiency of the practice.

· Ensure that appropriate computer searches and reports are carried out.

· Ensure development of the practice’s internal network and other IT systems.

· Ensure maintenance of hardware and replacements as required.

· Lead on IT crisis prevention and develop systems to protect security of data.

· Ensure policies against the misuse of the Internet and emails.

· Prepare business cases for future changes or developments and explore all relevant avenues of funding.

· Explore development of practice website, on-line appointments and prescribing systems.

· Develop the practice’s appointments system and choose-and-book system when fully implemented.

· Ensure confidentiality of data and conformity to the Data Protection Act, Medical Records and Reports Acts, the Freedom of Information Act and the Caldicott Report.

Management of Partnership Issues:

Provide support to the Partners and the partnership to ensure excellent team working and a sound legal framework.  This will be achieved through the following:

· Ensure effective partners meetings with clear agendas, minutes and action plans.

· Provide management advice and information to the partners in order for them to make decisions about the running of the practice.
· Deal with partnership changes - retirement, new appointment, legal, financial and patient related implications.

· Ensure an up-to-date partnership agreement which complies to national and local changes.

· Help in the recruitment of new partners, GP registrars and salaried doctors.

· Ensure appropriate contracts for salaried doctors, locums, etc.

· Advise the partners regarding the best use of clinical resources and seek innovative ways of managing the clinical workload.  

· Ensure decision-making relating to the partnership is documented.

· Ensure appropriate profit-share payments of partnership drawings.

· Advise on insurance policies for partners to cover sickness absences, locums, etc.

· Ensure GPs’ rotas and holiday arrangements are managed efficiently, arranging locum cover when necessary.

· Liaise with professional advisors on key business matters.

· Liaise with the out-of-hours provider as necessary.

Management of Operational Systems:

Ensure effective and efficient working systems and operational systems within the practice.  This will be achieved through the following:

· Ensure that all operational systems, including the appointments system, messages, visits, results, prescribing systems, access, incoming mail, scanning, etc. function at an optimum level at all times.

· Monitor the telephone system is adequate for the needs of the practice and advice on its development in the future.

· Ensure the correct registration and deduction of patient records.

· Together with the doctors and nurses, ensure the management of information to and from the patients.

· Ensure systems under the Quality and Outcome framework and Out of Hospital Specifications and enhanced services operate at optimum levels to achieve the highest targets possible.

Management of Premises, Equipment and Stock:

Advise the partners in making full and effective use of its current premises, equipment and stock.  This will be achieved through the following:

· Oversee the purchase and control of supplies and equipment, meeting the current and future needs of the practice.

· Ensure maintenance, decorating and cleaning of premises is effectively carried out.

· Review best use of premises.

· Ensure proper insurance of premises, equipment and stock.

· Ensure security measures of premises and personnel, including intruder alarms, fire alarms and panic buttons.

· 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.

· Responsible for overall management of the premises

· Co-ordinate remodelling and room moves as required.

· Arrange valuation.

Patient Services:

Develop the engagement of patients and ensure services which best serve the needs of the patient population.  This will include:

· Develop and maintain new and existing services. Actively identify new opportunities, assess viability and prepare business plans for assessment.

· Approve LES, DES and other contractual services

· Assess and control special clinic implementation.

· Develop patient forum and groups.

· Embrace links with other healthcare providers and social services as laid out in the Government’s recent plans and white paper to develop a patient-led NHS.

· Ensure participation in health promotion campaigns targeted at relevant groups.

· Develop child and family-friendly policies.

· Carry out and review patient satisfaction surveys.

· Manage patient complaints, either informal or formal, using the practice’s in-house complaints procedure.

· Ensure significant event audits and learning plans.

· Develop information for patients, such as the practice brochure, website, patient newsletter, patient leaflets, notice-boards, etc.

Confidentiality:
· 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.

· 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.

· 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.
Health & Safety:
The post-holder will assist in promoting and maintaining their own and others’ health, safety and security as defined in the Practice Health & Safety Policy, to include:

· Using personal security systems within the workplace according to Practice guidelines

· Identifying the risks involved in work activities and undertaking such activities in a way that manages those risks.

· Making effective use of training to update knowledge and skills.

· Using appropriate infection control procedures, maintaining work areas in a tidy and safe way and free from hazards.

· Reporting potential risks identified.

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

· Acting in a way that recognizes the importance of people’s rights, interpreting them in a way that is consistent with Practice procedures and policies, and current legislation.

· Respecting the privacy, dignity, needs and beliefs of patients, carers and colleagues.

· Behaving in a manner which is welcoming to and of the individual, is non-judgmental and respects their circumstances, feelings priorities and rights.

Personal/Professional Development:
The post-holder will participate in any training programme implemented by the Practice as part of this employment, such training to include:

· Participation in an annual individual performance review, including taking responsibility for maintaining a record of own personal and/or professional development.

· Taking responsibility for own development, learning and performance and demonstrating skills and activities to others who are undertaking similar work.

Quality:
The post-holder will strive to maintain quality within the Practice, and will:

· Alert other team members to issues of quality and risk.

· Assess own performance and take accountability for own actions, either directly or under supervision.

· Contribute to the effectiveness of the team by reflecting on own and team activities and making suggestions on ways to improve and enhance the team’s performance.

· Work effectively with individuals in other agencies to meet patient’s needs.

· Effectively manage own time, workload and resources.

Communication:

The post-holder should recognize the importance of effective communication within the team and will strive to:

· Communicate effectively with other team members.
· Communicate effectively with patients and carers.
· Recognize people’s needs for alternative methods of communication and respond accordingly.
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