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Induction Suggestions For The Newly Appointed Practice Manager

If this is your first appointment as a Practice Manager and if, like many other new appointments to this role, you have had no experience to the NHS then welcome to general practice!

Many practices are appointing Managers with little or no experience of the NHS, but with plenty of experience of managing people, finance and computers and the like, and you join a growing group of people in the UK joining general practice from outside the NHS, who are embarking on a steep learning curve. These notes contain some suggestions about what you might find helpful.

Other consultancy and training work we do with Practice Managers, reinforces the relative “isolation” of the Practice Manager and at no time is this more sharply focussed than in the first few months of appointment; NHS terminology, GP contract law, the GP remuneration system and the (sometimes strange) practice culture and traditions, all combine to make you feel very vulnerable! 

The appointment of a new Practice Manager with a more business-like approach is usually very new territory for a practice and there is usually no formal induction programme for them to fall back on! We have given the GPs some suggestions about ways to help you settle down as soon as possible and these notes are intended to help you do the same.

So what sort of things have other Managers found helpful in the first six months or so?

Feedback on your performance and progress

Make sure that one of the partners finds some regular protected time (this means not fitting it in between seeing patients or doing paperwork!) on a regular basis to help you to settle in properly and answer your questions. This person will be your manager from among the partners. This may mean on a daily basis in the first week or so and then perhaps moving to weekly or fortnightly after that and then on to a regularity with which you are both comfortable. If this time is not forthcoming in the early days then do say so to the partner, because it is in your interests and that of the practice.

We hope it will be the case that the partner who takes on the role will be the one who also gives you appropriate feedback during your first few months and at the end of your probationary period. Try to get formal feedback at the end of three months and six months – the latter to see that your probationary period has been satisfactory.

Don’t let a vacuum develop concerning your progress – demand that you be given an honest assessment of your progress!

Getting to know all the practice staff

The staff will almost always be suspicious of the newcomer and many Managers coming in new to a practice tell us that getting to meet and know all the staff as soon as possible was one thing that if they did it very soon, it was a really good move and if they did not, they wish they had done!

Getting to know the individual partners

Chances are that you will have met each of the partners at interview. Whether you did or not, it is useful to take the time to meet them all individually as soon as possible. Each of them may have an area of special interest in the practice (finance or staff or audit or computers etc) and will want to share with you what they feel is important. Talking to each of them at an early stage and to find out “what makes them tick” and what their views are will give you a good payback. Book an hour with each of them to show them that you want to get to know them and what makes them tick.

Getting to know the PCO Officers

Try to get one of the GPs to arrange an early meeting at the Primary Care Organisation (PCO) with key people in finance, contracts, personnel and training. If they can’t do that, then do it yourself, perhaps with the help of a local Practice Manager. Trying to understand what the challenges and priorities are for the PCO officers helps you. And you might get some feedback on how your practice has been perceived or any problems the practice had (as far as the PCO are concerned) that you might help to put right.

Join the local Practice Manager Group

In almost all English PCT areas (and equivalents in Scotland, Wales and Northern Ireland), there exist groupings of Managers and they meet to discuss a whole range of issues. Go to these meetings to meet colleagues and peers and to get a broader feel of issues within the PCO “patch”. Many of these groups organise training activity and discussion groups and they are very valuable to a newcomer in the early months.

Get a mentor

Consider whether a mentor may be helpful. Our interpretation of a mentor in this context is an experienced Practice Manager or other person, who might provide wise counsel or support, or a listening ear, or to whom you might go if you had any problems, particularly during the first twelve months or so. The person may not be within your PCO area but might be in a neighbouring area. The PCO might help with this. Contact us at First Practice Management if you feel we could help you with this.

Join A National Network

We run a free learning and discussion network involving Practice Managers from all parts of the UK and they discuss every aspect of running a practice, ask questions and share experiences. Details of how to join the forum are set out on our website at http://www.firstpracticemanagement.co.uk/forum.htm. There is an archive with previous threads of discussion. The forum helps you keep in touch with developments, ideas and opinions throughout the UK.

Few people can claim to be in touch with all aspects of employment law and every manager will want some support /advice arrangement and there are many options around. 

Also on this website (www.firstpracticemanagement.co.uk) is a Members section which provides guidance about employment issues as they affect general practice staff. There is a wide range of employment policies, regular notification of employment legislation changes and an email help-line. The Members section also a Library of downloadable policies, procedures and protocols, which subscribers to the Members section can download and customise, plus a Buying Club through which Members can save hundreds of pounds on products and services.
As part of our recruitment service we give free access to the Members section to you/the practice for one year. If you wish to take this telephone the consultant who worked on your appointment and say that you want to take up this option.

There is a wide range of free information about a range of practice management issues, plus useful websites, details of training providers and providers of products and services, all available from our homepage.
Professional Organisations
There is no, one, recognised professional organisation for Practice Managers. Information sources would suggest that less than 30% of Practice Managers belong to a professional organisation. But the two organisations that do have Practice Managers as members are:

AMSPAR – the Association of Medical Secretaries, Practice Administrators and Receptionists: http://www.amspar.co.uk  

IHM – The Institute of Health Care Management

http://www.ihm.org.uk  

Training 

If you want an exercise to identify your training needs (in the context of this post) get a copy of “A development framework for General Practice Management” from 

Aeneas Press

P.O. Box 200

Chichester

PO18 0YX

01243 779378

It’s a useful read and it gives you an idea of how to identify your training needs. It is not so good on publishing details of training programmes. 

In fact training and development opportunities for the Practice Manager are not very well structured. The body of general practice management is very diverse. Many Managers are long experienced in practice management; some (perhaps like you) are experienced in management issues, but short on practice manager experience. Some have a major management role in the practice; some have a less influential role. Some Managers are professionally qualified and some just came through the ranks. For these reasons providing appropriate training is not easy and you will have to search around to find activity to meet your specific training needs. If your practice is like the majority, monies for your training will be hard to come by from the practice income and may not be there at all unless they are provided by the PCO!

Ascertain whether the PCO run programmes for the Manager, or can direct you at a programme or other development for the Manager. 

Find out whether the PCO supports a mentor programme or offers the Learning Set approach both of which give your Manager some scope for independent development. Find out too what the funding support would be! The best time to review the need for training is at the end of your probationary period.

Magazines/Journals

Try to ensure that you have access to a copy of magazines. Weekly free magazines for GPs such as GP, Doctor or Pulse  should be skimmed as they keep you in touch with the pulse of general practice nationally, although note that they are well know as being “doom-mongers”! 
So far as Journals for Practice Managers are concerned Practice Management and Management in Practice are worth reading. Details of how to obtain these and other journals are on our website.
The Partnership agreement

A document that the Manager should see and understand. It governs the way partners operate together.

The GMS Contract

A GMS contract for general practice started on 1 April 2004 and radically changed the way GPs are contracted to provide services and how they are paid. 

For more information see:
http://www.bma.org.uk   

http://www.nhsconfed.org/gmscontract  

or look at the information on our website www.firstpracticemanagement.co.uk 

Other booklets

Radcliffe Medical Press (01865 790696) and http://www.radcliffe-oxford.com offer a free catalogue of other possible booklets that may interest you in your new role. 

Loose-leaf regularly updated "Handbook of Practice Management" by The Royal

Society of Medicine Press Limited is a very good - sensible, practical and

readable. Some managers have also found Croner's "General Practice Manager" of use. 

If you are a dispensing practice "The Complete Dispenser" by David Roberts available through the Dispensing Doctors Association is invaluable and is written in language that the novice can understand. 

Details of any of these can be found through the Internet using any of these key words.

And finally...
We are happy to help answer any questions you have in settling down, so don’t hesitate to contact us.

mail@firstpracticemanagement.co.uk  
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