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OVERVIEW 
 
 
 

This post provides an opportunity for a suitably qualified operations manager with the 
relevant skills to undertake a central role in this very well established and friendly 
medical practice. 
 
If after reading this you have any questions that may influence your decision to apply, 
then do please contact First Practice Management. Please note that previous NHS 
management experience is not a requirement, however may be considered as an 
advantage. 
  
Please complete the application form electronically and email it back to 
donna@firstpracticemanagement.co.uk.  Please note we will not accept CVs.  It 
is important that you provide a covering letter supporting your application and email 
back, together with the application form.   This letter should be a Word document of 
ideally no more than two pages of A4.  You should provide details of your experience, 
knowledge and skills in the following areas: 
 
 

• Change Management and Quality Improvement 
• Knowledge and application of IT systems 
• Health and safety and premises and risk management 

• Patient/Customer service 
• NHS experience (is desired but not essential) 
• HR, line management of employees and recruitment 
• Any other experience relevant to this post 

 
 
 
 

 
Your application for this post must arrive by 

 
9am on Friday 18th June 2021. 

 
 
 
 
 

mailto:donna@firstpracticemanagement.co.uk
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INTERVIEW DETAILS AND SELECTION PROCESS 
 
 

 
 
First interviews will take place remotely via the Zoom platform. 
 
Those selected for second interview (if required) may be invited to visit the practice, 
should this be appropriate (with consideration for current COVID government 
guidelines at the time - and safeguarding). 
 
Second interviews will take place on a date to be advised, within 1 week of the first 
interviews.    
 
You will be informed by email whether you have been short listed to attend for 
interview.  First Practice Management is assisting with the recruitment process and is 
not involved in the final decision-making process in terms of interview selection or 
appointment, this is the responsibility of the recruiting practice.   We regret we do not 
provide feedback for applicants who have not been short listed. 
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An outline profile of the practice 
 
The location 
 
Offering patient services for the past 24 years from 46 New Rd, Bromsgrove, B60 2JS, 
in a large purposely converted building specifically designed for modern GP practice 
medical services and facilities, New Road Surgery has been an established practice 
since 1933. The property is owned by the Partners. 
 
The Practice catchment area serves those living to the east, south and north of 
Bromsgrove town, including Bromsgrove, Lickey End, Burcot, Tardebigge, Tutnall, 
Finstall, Stoke Pound, Aston Fields, Stoke Heath, Charford and Hill Top. The area 
map can be seen on the practice website at the link below. 
 
https://www.primarycare.nhs.uk/publicfn/catchment.aspx?oc=M81021&h=400&w=6
00&if=0 
 
The patient population has a range of socioeconomic groups, however is 
predominantly professional, in a modern commuter town. 
 
The Surgery premises are accessible by road from the A38 and A448 leading to the 
M42 and M5, giving easy access to Birmingham, Warwick, Kidderminster and 
Stratford Upon Avon. Birmingham International Airport is just 25 miles north east of 
Bromsgrove and within an hour’s driving distance. There is also easy access to the 
public transport network. 
 
There is an excellent range of housing, schools, shops, sporting facilities and other 
public amenities within easy commute to the practice. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

https://www.primarycare.nhs.uk/publicfn/catchment.aspx?oc=M81021&h=400&w=600&if=0
https://www.primarycare.nhs.uk/publicfn/catchment.aspx?oc=M81021&h=400&w=600&if=0
https://www.primarycare.nhs.uk/publicfn/catchment.aspx?oc=M81021&h=400&w=600&if=0
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New Road Surgery and its philosophy 
 
This is a 5 partner, GMS (General Medical Services) training practice with a current list 
size of c.13,050 and has the capacity for further growth and development. 
 
New Road Surgery is one of 9 practices which form the Bromsgrove and District 
Primary Care Network (PCN), working collaboratively to ensure that good standards 
of healthcare are available for the local community. Looking after the needs of more 
than 77,000 residents as a collective, the PCN is able to focus on providing the 
best services for member practice patients, which also enables the practices to 
be managed efficiently and effectively. Dr. Louise Tibbetts is the Chair and a 
Director of the PCN. 
 
The practice is committed to high quality care, with consistently high Quality and 
Outcomes Framework (QOF) achievement and continues to aspire to meet the 
challenges and targets of the NHS and National Standards requirements.  
 
As a training practice it offers training for both GP registrars and student nurses, and 
has 3 GP trainers. Four of the Partners had also completed their post graduate training 
at New Road Surgery and then went on to become partners here. 
 
Falling within the boundary of Hereford and Worcester CCG (Clinical Commissioning 
Group), the practice is registered with the CQC (Care Quality Commission) and last 
inspected in February 2019. The report issued in March 2019 rated the practice as 
GOOD across all key lines of enquiry.  
   
With a clear vision to deliver high quality care, the practice has core values which were 
developed by the whole health care team and is a respected and long established 
practice with an excellent reputation for patient care and accessibility.  
 
There is a strong team ethos within the practice and it is very important to the partners 
that this is maintained and developed. The Partners believe in investing in 
development and training and are happy to embrace change. 
 
Whilst being patient centric and clinically driven, the practice presents as a strongly 
democratic, supported, happy and balanced team with good communication between 
the clinical team, partners and administration teams. The practice is an equal 
opportunities employer and is a very comfortable, appealing place to work, with a 
relaxed atmosphere and friendly staff.   
 
The operations manager is a new post created to support the practice business 
manager in the day to day running of the practice, and to continue encouraging 
development within the existing practice team.  
 
The successful candidate will take up the post at an agreed date. 
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The Doctors 
 
There are five partners and four salaried GPs  
 
 
Partners 
 
Dr William Dowley: MBChB DGM DRCOG, MRCGP (Birmingham 1988) 
Dr Dowley joined the practice in 1992 after completing his training as   
a registrar at this practice. He is practice lead for respiratory and joint injections.  
 
Dr Kevin Hollier: MBChB MRCGP (Bristol 1997) 
Dr Hollier joined the practice in 2003 after completing his training as a registrar at this 
practice. He is practice lead for diabetes, research, and the business finances. He is 
also a GP trainer. 
 
Dr Louise Tibbetts: MBChB DRCOG MRCGP (Birmingham 2004) 
Dr Tibbetts joined the practice in 2010 having completed her training as a registrar at 
this practice. She is Chairperson and a Director of the PCN, and practice lead for family 
planning and dermatology.  
 
Dr Tom Groves: MBChB MRCGP DCH DRCOG (Birmingham 2005) 
Dr Groves joined the practice in 2010 having completed his training as a registrar at 
this practice. He is the practice lead for palliative care and IT. He is also a GP trainer. 
 
Dr Lindsay Hyde: MBBS MRCGP (east Anglia 2010) 
Dr Hyde joined the practice as a salaried GP in 2015 and became a partner in 2019. 
She is the practice lead for healthcare navigation and planning clinical manpower. She 
is also a GP trainer. 
 
Salaried GPs 
 
Dr Elizabeth Millar 
Dr Lucy Tromans 
Dr Rosie Pepler 
Dr Ahmed Rizk 
 
Current GP Registrars 
 
ST3 Dr Caroline Harker 
ST2 Dr Syed Hyde 
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Services provided 
 
In addition to general healthcare, the practice offers the following services  
 

• Antenatal Care 
• Chronic disease management 
• Asthma 
• COPD 
• Contraceptive coil and implant fitting/removals 

• Dermoscopy 
• Diabetes 
• Heart Disease 
• Family Planning 
• Flu Vaccinations 

• Joint Injections 
• NHS Travel Vaccinations 
• Phlebotomy 
• Cryo Clinic 
• Physiotherapy 

• Cervical screening 
• Family Planning 
• Child development &  Immunisation 
• Non-NHS services 
• On-line consultations 
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Staff 
 
The practice has a team of 35 health care professionals and administration support 
who are all practice employed. 
 
Practice staff 
1 practice business manager 
1 operations manager (new post vacancy)  
6 business/clinical support administrative staff 
13 receptionist/administrative staff 
 
Clinical staff 
2 nurse practitioners 
5 practice nurses 
2 pharmacists 
2 HCAs 
1 phlebotomist 
 
Attached Staff 
First Contact Physio 
Social/lifestyle prescribers 
 
 
Premises 
 
There are 23 consultation rooms, 1 large conference room, 1 GP library, 3 patient 
waiting rooms, 1 open plan reception area, mezzanine, administration rooms and  staff 
facilities. There is also free on-site parking.  
 
Computing and Information Technology 
 
The Practice has embraced Digital Transformation.  
 
The Covid 19 pandemic has accelerated the ongoing utilisation of digital technology 
and different ways of working and the practice will continue to look for management 
input and support to enable it to progress and develop further. 
 
The practice uses EMIS clinical systems and also uses an online e-consult package 
which allows the patient to contact the practice on line.  
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An outline profile of the post 
 
 
The successful candidate will need to demonstrate excellent leadership and 
communication skills, be well organised, and highly motivated. There is a requirement 
of the role to support the practice business manager in all aspects of the business 
when necessary, but a large part of the role will require autonomous working, focusing 
on the day-to-day running of the practice.  
 
An understanding of current NHS initiatives would be helpful; however, the NHS is 
changing substantially and rapidly and the introduction of new ideas and methods 
from outside the NHS presents an attractive proposition to the management team.   
 
References will be requested along with an enhanced DBS check.  The successful 
candidate will take up the post as soon as possible. 

  

 
Key requirements for the role are: 
 

• Commitment to supporting the practice business manager in the delivery of 
excellent patient care with vision, willingness and drive 

• Demonstrate excellent organisational and effective communication skills 

• Ability to manage change through motivation and leadership 
• Ability to deliver against key targets 
• Knowledge and skills of HR and the ability to act sensitively and effectively 
• Line management of administrative staff  
• Ensure compliance with CQC requirements and assessments 

• Develop and co-ordinate systems to improve the efficiency and effectiveness of 
the practice 

• Capable of handling and diffusing complaints 
• Ability to self-motivate, prioritise organise and/or delegate workload 
• Excellent IT knowledge and experience 
• Ensure practice policy and standards compliance 
• Ability to identify, develop and deliver initiatives 
• The ability to enjoy diversity and sometimes – the unexpected 
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Key responsibilities 
 

 
Human Resources  
 
Responsibility includes; 
 

• Recruitment and selection of non-clinical staff, including contracts of 
employment and job descriptions  and managing staff 

• Ensure Employment Law compliance for the disciplinary and dismissal process 
and after discussion with the practice’s legal HR company , take any legal advice 
necessary 

• Be aware of current employment legislation  
• To develop and maintain good employee/employer relationships 
• To ensure that members of the existing staff team are aware of any changes 

that occur in the practice 
• To maintain good communication at all times with the practice team 
• To oversee rotas which allow good staff cover at all times as well as giving the 

flexibility required at short notice to cover for illness, etc. 
• Responsibility for appropriate paperwork for doctors/staff DBS (Disclosure and 

Barring Service) checks  
• To ensure that suitable facilities are available to enable all staff to work within 

the practice 
• Be responsible for the health and safety policy and its implementation 
• To ensure efficiency coverage at all times of the telephones, the front desk, 

repeat prescriptions, document handling and office administration (to include 
deductions and registrations, calling of patients for tests and appointments, 
dealing with requests for legal or insurance reports, office supplies) 

• To ensure a friendly, team-based, welcoming and productive atmosphere in 
the office 

• To monitor the statistics of the office work including telephone answering, 
number of outstanding administrative tasks, speed of response to requests for 
medical reports and other statistics that may be felt to be of benefit to the 
business 

 
Information Technology 
 

• Ensure the update of appropriate information governance systems  
• Ensure all Practice IT and telephone systems are functioning effectively  
• Ensure that all office personnel are trained appropriately in the use of the 

practice’s clinical software system 
• Ensure the IG and DSP toolkits requirements are met 
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Patient Services (supporting the Business Manager) 
 

• Ensure that the Practice complies with NHS contractual obligations in relation 
to patient care 

• Maintain registration policies and monitor patient turnover and capitation 
• Oversee and manage effective appointment systems ( 
• Routinely monitor and assess practice performance against patient access and 

demand targets  
• Responsibility for the practice website and social media presence 
• Manage the complaints management system  
• Manage the significant events system  

• Manage the Patient Participation Group  
• Rresponsibility for arranging, running and recording monthly Significant Event 

Meetings to ensure the business learns and develops in this area 
 

 
 
Premises and Equipment (supporting the Business Manager) 
 

• Responsible for the management of the building  

• To be responsible for the smooth maintenance of the estate, including 
cleaning, repairs, decoration and gardening. 

• Be responsible for Health and Safety within the estate, including regular 
checking of the Fire Alarm and Panic Alarm systems 

• Acting as the practice Health & Safety representative 
• Represent the practice to negotiate leasing contracts and their renewals  

• Liaise with NHSE in notional rent review  
• Ensure property owned by the partners is safe, effective and fit for purpose 
• To ensure that the Business Contingency Plan is up to date at all times 

 
CQC (supporting the Business Manager) 
 

• Oversee and maintain compliance with CQC regulations and ensure the practice 
is always inspection ready  

 
 
Education (supporting the Business Manager) 
 

• Work closely with the trainers and trainees to facilitate the educational process  
 
Communication 
 

• Ensure compliance with the latest NHS recommendations and GDPR 

• Understand the practice communication systems 
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• Represent the practice at meetings and seminars if required 
• Present a professional image and always promote the practice 
• Share skills and expertise with others 

 
 
Other duties 
 

• Expected to attend and contribute to the annual Business Planning Away Day 
and to ensure that its decisions are put into action 

• Support the Business Manager at all times 
• In the absence of the practice business manager, provide an immediate 

response when necessary and will handover on their return 
• The operational manager is not expected to attend outside meetings on 

behalf of the business manager unless it is particularly appropriate to do so 
• Expected to take on new roles and duties from time to time as required by 

the business, but only after full consultation 
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Operations Manager - Person Specification 

 Necessary Desirable 

Academic/ 
Vocational 

Qualifications 

• Evidence of a sound education to A level standard or 
equivalent 

• Evidence of a commitment to continuing professional 
development 

• Degree level certification 

• Relevant management 
qualification 

 
 
 
 

Experience 

• Experience and success of communicating with and 
managing people 

• Experience of working in teams; able to promote 
teamwork and employee satisfaction 

• Working in a computer environment 

• Experience as an operational manager or equivalent 
management role  

• Management experience 
in the NHS or in practice 
management 

• Experience of working 
with regulatory bodies 
and preparing for 
inspections 

 
 
 
 
 
 
 

Skills 

• A “solutions focused” approach to problem solving 

• Intelligent with a fast learning ability 

• Effective communication (oral and written) and excellent 
inter-personal skills 

• Approachable with the ability to listen and empathise 

• Delegation and empowerment of staff 

• Appropriate IT skills 

• Leadership skills, including excellent people management 
skills 

• Excellent time management 

• Computer literate 

• Customer service and complaints resolution 

• Negotiating and managing conflict 

• Able to manage change and cope with pressure 

• Networking and facilitation 

• Motivational 

• Project management  

• Change management 

 
 
 
 
 
 
 

Qualities 

• Personable and approachable 

• Self-motivated and confident – able to work with minimal 
direction 

• Adaptable and innovative 

• Enthusiasm, with energy and drive 

• Gains respect by example, fairness. Integrity & leadership 

• Trustworthy, honest, reliable, caring and sympathetic 

• Proactive strategic thinking with a clear vision 

• Confidential and conscientious 

• Hard working, reliable and resourceful 

• Willing to work flexible hours as necessary 

• Considered, steady approach 

• Diplomacy 

• Good sense of humour  
 

Other • Non-smoking environment 

• Sufficient English language fluency as required under the 
Immigration Act 2016 

• The ability & willingness 
to travel to meetings & 
courses 
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The principal contract terms 
 

• An annual salary of £28,000- £35,000 (depending upon experience). 
 

• The post is full-time (37.5 hours), working over 5 working days and the hours 
required will be as the post requires.  

 
• Annual Leave entitlement will be 25 days per annum, plus all statutory bank 

holidays. 
 

• Access to the NHS Pension Scheme. 
 

• There will be a mutual assessment period of six months (interim review at 3 
months) with then annual reviews.  During this probationary period notice will 
be one week. 

 
• Period of notice will be twelve weeks upon successful completion of the 

assessment period. 
 

• Start date – to be agreed. 
 


