The Tile House Surgery

JOB DESCRIPTION

Position		Deputy Practice Manager (Maternity Cover)

Reporting to		Practice Manager


General Description 
The Deputy Practice Manager will support the Practice Manager in the effective operational management and day-to-day running of the practice, ensuring the delivery of high-quality, patient-centred services. Working within a busy 4-partner, 4-salaried GP practice, the post holder will oversee administrative functions, manage operational processes, and provide leadership and support to the administrative team to ensure the smooth and efficient delivery of services.
The role requires extensive knowledge of general practice systems, processes and the NHS e-Referral Service (e-RS), together with the ability to proactively resolve operational issues, maintain service standards and support the achievement of practice objectives. 
The Deputy Practice Manager will work collaboratively with clinicians, administrative staff and external stakeholders to promote continuous improvement, regulatory compliance and excellent patient care, while deputising for the Practice Manager when required.

Hours
30 Hours per week, split into 4x 7.5-hour shifts. Monday/Wednesday/Thursday/Friday.

Main Duties
The following are the core responsibilities of the Deputy Practice Manager. There may be on occasion, a requirement to carry out other tasks; this will be dependent upon factors such as workload and staffing levels.

Staff Support and Operational Management
· Act as a primary point of contact for staff queries regarding practice policies, procedures, systems, and day-to-day operations.
· Provide guidance and support to clinical and administrative teams to ensure efficient service delivery.
· Assist with admin recruitment, training, and ongoing development.
· Support the Practice Manager in implementing practice policies, procedures, and service improvements.
· Undertake a variety of ad hoc administrative and operational tasks to support practice management objectives.
· Provide management cover and operational support in the absence of the Practice Manager.
· Monitor the effectiveness of systems supporting referrals, correspondence and clinical administration.
· Ensure registration procedures and patient information processes are maintained.
 
Workforce and Personnel Administration
· Coordinate onboarding and offboarding processes for all staff, including system access, Smartcards, telephony, and relevant NHS platforms.
· Manage annual leave approvals for designated staff groups.
· Monitor mandatory training and e-learning compliance and follow up with staff where required.
· Coordinate Medical Student rotas and placements.
· Assist with workforce planning and rota management across clinical teams. 
· Medical Secretary knowledge of eRS system and local referral pathways. 

Information Technology and Systems Management
· Manage and coordinate staff access to clinical and administrative systems.
· Liaise with IT providers and internal teams regarding system access, functionality, and troubleshooting.
· Support telephony systems, including X-on configuration, messaging updates, and issue resolution.
· Maintain communication systems and oversee administration of Comms-Annex presets and messaging functions.
· Ensure effective use of practice systems and support staff with technical queries.
· Have good knowledge of the practice computer clinical system (SystmOne) and undertake training of staff as required
· Use the reporting system within SystmOne and carry out audits and other tasks as required. 

Information Governance and Compliance
· Act as the Practice Privacy Officer, supporting compliance with data protection legislation and information governance requirements.
· Ensure records and documentation are maintained in accordance with NHS and practice requirements. 
· Support compliance with CQC standards, NHS contractual requirements, and relevant legislation.
· Promote safe working practices and adherence to health and safety regulations.

Clinical Service and Appointment Management
· Manage and amend nursing appointment rotas to maximise capacity and service availability.
· Create, amend, and monitor appointment slot types according to service demand.
· Coordinate housebound vaccination services and associated patient lists.
· Assist in managing seasonal vaccination programmes, including flu and COVID-19 campaigns.

Research
· Support the delivery and administration of practice research projects.
· Arranging research study clinics
· Dealing with all enquiries from the study teams or patients
· Scheduling rotas and appointments.
· Assist in identifying eligible patient cohorts and coordinating research activities.

Communications and Patient Information
· Maintain and update practice website content to ensure information remains accurate and accessible.
· Support internal and external communications on behalf of the practice.
· Record meeting minutes and ensure actions are appropriately documented and followed up.

Information Technology and Systems
· Provide support and troubleshooting guidance for staff using clinical and administrative systems.
· Ensure staff are appropriately trained in practice software and procedures.
· Assist with the implementation of new systems and service developments.

General Duties
· Maintain confidentiality in line with GDPR, NHS guidelines, and practice policies.
· Participate in team meetings and contribute to continuous service improvement.
· Undertake any other duties appropriate to the role and grade as required by the Practice Manager.
· Demonstrate a commitment to equality, diversity, and inclusion.

Person Specification
Essential
· Significant experience within an NHS GP Practice environment.
· Experience supporting and advising multidisciplinary teams.
· Knowledge of primary care operational processes.
· Experience working with SystmOne, eRS referral system, ICE pathology system and clinical pathways.
· Knowledge of vaccination programme delivery and NHS contractual requirements.
· Excellent organisational and prioritisation skills
· Ability to manage confidential information appropriately.
· Excellent communication and interpersonal skills.
· Strong problem-solving abilities.
· Experience supporting and advising staff.
· Ability to manage competing priorities and work under pressure.
· IT systems administration and troubleshooting skills.
· Ability to work independently and use initiative. 
· Competent in Microsoft Office and SystmOne clinical practice system.

Desirable
· Experience of rota coordination.
· Experience supporting research activity within primary care
· Knowledge of CQC standards and NHS contractual requirements.


General Responsibilities for all staff 
The post holder is expected to adhere to practice policies and procedures and relevant legislation including the requirements of any professional bodies.

Confidentiality:
· The post holder must maintain the confidentiality of information about patients, staff and practice business in accordance with the General Data Protection Regulations 2018 and Caldecott principles.
· 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:
· Employees must be aware of the responsibilities placed upon them under the Health Safety at work Act (1974), to ensure that the agreed safety procedures are carried out to maintain a safe environment for employees and visitors.
· 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:
· The practice has adopted an equal opportunities policy and all employees must be aware of their obligations to abide by the spirit and nature of the policy to avoid direct and indirect discrimination.
· 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.
· 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:

· Attend mandatory training as identified by the practice.
· Highlight potential development areas.
· 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.
· Undertake an annual Information Governance e-learning toolkit.

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 patients’ needs.
· Effectively manage own time, workload and resources.

Communication:
The post-holder should recognise the importance of effective communication within the team and will strive to:
· Communicate effectively with other team members.
· Communicate effectively with patients and carers.
· Recognise people’s needs for alternative methods of communication and respond accordingly.

Contribution to the Implementation of Services:
The post-holder will:
· report all clinical and non-clinical accidents, incidents or near-misses promptly and when requested to co-operate with any investigations under-taken.
· Apply Practice policies, standards and guidance.
· Discuss with other members of the team how the policies, standards and guidelines will affect own work.
· Participate in audit where appropriate.

THE DUTIES LISTED ABOVE MAY CHANGE IN THE LIGHT OF DEVELOPMENTS WITHIN THE PRACTICE AND ARE SUBJECT TO REGULAR REVIEW.


