Houghton Close Surgery



JOB DESCRIPTION
Job Title
Deputy Practice Manager
Reports To:
Practice Manager
Accountable To:
GP Partners
Direct Reports:
Office Supervisor, Administration Team, Clinical Administration Team, QOF Administrators
Hours
33 hours per week (worked over a minimum of 4 days, with flexibility to meet the operational needs of the practice)
Job Summary
The Deputy Practice Manager is responsible for supporting the Practice Manager in the effective operational management of the practice and ensuring the efficient delivery of high-quality, patient-centred services.
The post holder will provide leadership and management of the Administration Team, Clinical Administration Team and QOF Administrators, ensuring that administrative systems and processes operate effectively and support the delivery of safe, efficient and compliant patient care.
The Deputy Practice Manager will lead on key areas including workforce management, human resources, clinical administration, patient access, Quality and Outcomes Framework (QOF) performance, governance and service improvement. The role includes deputising for the Practice Manager in their absence and contributing to the strategic and operational development of the practice.
Key Responsibilities
Operational Management
· Support the Practice Manager in the day-to-day management and operation of the practice.
· Deputise for the Practice Manager in their absence.
· Ensure the smooth and efficient operation of administrative and support services.
· Monitor workload, appointment availability and service demand to support effective resource allocation.
· Oversee administrative systems and processes to ensure services are delivered safely, effectively and efficiently.
· Identify opportunities for service improvement and support the implementation of change.
· Contribute to the strategic development of the practice.
Staff Management and Human Resources
· Manage and lead the Administration Team, Clinical Administration Team and QOF Administrators.
· Manage the Office Supervisor and provide oversight of administrative functions.
· Lead recruitment and onboarding processes for all staff.
· Conduct appraisals, one-to-one meetings and performance reviews.
· Support staff development and training to ensure competence and compliance.
· Monitor annual leave, sickness absence and workforce capacity.
· Ensure staffing rotas are maintained to support service delivery.
· Maintain employment records and HR documentation.
· Support the management of disciplinary, grievance and capability matters in accordance with practice policies and employment legislation.
· Ensure compliance with employment law, HR best practice and CQC requirements.
Clinical Administration and Patient Services
· Oversee clinical administration workflows to ensure the safe, effective and timely processing of patient-related tasks.
· Monitor the effectiveness of systems supporting referrals, correspondence and clinical administration.
· Ensure registration procedures and patient information processes are maintained.
· Support the delivery of high-quality patient services.
· Manage and investigate patient complaints, concerns and feedback as appropriate.
· Promote a patient-focused culture throughout the practice.
· Coordinate patient engagement activities, including support for the Patient Participation Group (PPG).


Quality and Outcomes Framework (QOF)
· Lead the administrative element of delivery, monitoring and optimisation of QOF performance.
· Monitor achievement against quality indicators and contractual targets.
· Work collaboratively with clinical teams to maximise achievement of QOF requirements.
· Produce reports and analyse performance data to support service delivery and quality improvement.
· Support the monitoring of chronic disease management programmes and annual review processes.
Patient Access and Workflow Management
· Provide operational oversight of patient access systems and appointment management.
· Support the effective operation of triage systems and patient pathways.
· Monitor demand and capacity to support service planning.
· Identify opportunities to improve patient access and service efficiency.
· Create and apply GP rotas.
Governance, Compliance and Quality Improvement
· Support the development, implementation and review of practice policies, procedures and protocols.
· Assist with CQC compliance activities and preparation for inspections.
· Support clinical governance and quality improvement programmes.
· Contribute to risk management, business continuity and emergency planning arrangements.
· Ensure compliance with information governance, confidentiality and data protection requirements.
· Promote continuous improvement across all aspects of practice operations.
Information Systems and Data Management
· Support the management and optimisation of SystmOne and associated clinical systems.
· Ensure accurate recording, monitoring and reporting of practice activity.
· Produce, analyse and interpret performance data and reports.


Workforce and Clinical Staff Support
· Support the administration and coordination of Salaried GPs, Registrars, Locums and Medical Students.
· Assist with induction, rota management and workforce planning activities for Registrars and Medical Students..
· Coordinate annual leave and study leave processes where required.
· Support training and educational placements within the practice.
Financial and Business Support
· Support the Practice Manager in the management of designated financial processes.
· Assist with payroll administration and workforce-related financial monitoring.
· Contribute to business planning and service development activities.
· Attend and support management and business meetings as required.
General Responsibilities
Confidentiality
The post holder will have access to confidential information relating to patients, staff and the business of the practice. All such information must be treated as strictly confidential and managed in accordance with GDPR, NHS guidance and practice policies.
Health and Safety
The post holder is responsible for maintaining a safe working environment and complying with all Health and Safety policies and procedures.
Equality, Diversity and Inclusion
The post holder will support and promote equality, diversity and inclusion, treating all patients, carers and colleagues with dignity, respect and fairness.
Training and Development
The post holder will participate in mandatory training and continuing professional development activities and maintain the knowledge and skills required to undertake the role effectively.
Quality
The post holder will contribute to the maintenance and improvement of quality standards and support the achievement of practice objectives.

PERSON SPECIFICATION
Qualifications
Essential
· Educated to A-Level standard or equivalent experience.
· Experienced in use of Excel and Microsoft Word
Desirable
· Management or leadership qualification.
· Business administration qualification.
Experience
Essential
· Minimum of 2–3 years' experience working within a GP Practice.
· Experience of managing or supervising staff within a Primary Care or healthcare setting.
· Experience of recruitment, induction, appraisal and performance management.
· Experience of implementing and managing organisational change.
· Experience of developing and implementing policies, procedures and protocols.
· Experience of analysing and interpreting performance data.
Desirable
· Experience in a Deputy Practice Manager, Assistant Practice Manager or Operations Manager role.
· Experience of financial administration and budget monitoring.
· Experience supporting CQC inspections and compliance activities.
Knowledge
Essential
· Detailed and up-to-date knowledge of SystmOne.
· Strong understanding of:
· Quality and Outcomes Framework (QOF)
· Patient access models
· Triage systems and processes
· Clinical administration workflows
· NHS Primary Care operations
· Information governance and data protection
· Employment legislation and HR processes
· CQC standards and regulatory requirements
Desirable
· Knowledge of Primary Care Network (PCN) structures.
· Knowledge of NHS contractual and commissioning arrangements.
Skills and Abilities
Essential
· Strong leadership and people management skills.
· Excellent organisational and planning skills.
· Effective communication and interpersonal skills.
· Ability to prioritise workload and manage competing demands.
· Strong analytical and problem-solving skills.
· Ability to interpret and use data to drive service improvement.
· Ability to work independently and make decisions appropriately.
· Ability to manage and implement change effectively.
· Strong IT and systems skills.
· Ability to maintain confidentiality and professionalism.
Personal Attributes
Essential
· Self-motivated and proactive.
· Professional and approachable manner.
· Solution-focused approach to problem solving.
· Adaptable and resilient.
· Commitment to continuous improvement.
· Ability to work collaboratively within multidisciplinary teams.
· Commitment to high standards of patient care and customer service.
· Flexible and responsive to operational needs.
Desirable
· Innovative and forward-thinking approach.
Ability to influence and engage stakeholders at all levels.
