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Better Health MCR Ltd 
 

JOB DESCRIPTION 
 

Practice Manager 
 
JOB SUMMARY 
 
The Practice Manager has responsibility for the day-to-day operation of the practices in our 
group (currently The Robert Darbishire Practice, The Whitswood Practice and New Bank 
Health Centre) and must ensure that the non-clinical staff and clinical service are well-
organised and well-run.  
 
Working with the Office Manager at each practice, the postholder leads and manages the 
practices’ non-clinical staff to ensure the provision of an efficient and effective service to 
patients and clinicians. The postholder must promote effective teamwork, foster high morale, 
and take a “can-do” positive approach, ensuring that there is continuous improvement of 
working practices and standards. In particular the postholder must ensure that the online 
consultation system is well supported and works efficiently and effectively. 
 
The postholder works with the Central Services Manager, directors and other staff to ensure 
the achievement of the organisation's aims and objectives and the efficient, effective, resilient 
and sustainable running of the service as a whole. 
 
The practice is a high quality and highly regulated customer service organisation and operates 
in the ever-changing environment of the NHS. The postholder must be willing and able to adapt 
to changing circumstances and be flexible in their work and approach.  
 
The postholder reports to and works under the direction of the Managing Director.  
 
JOB DESCRIPTION - Duties and responsibilities 
 
Following practice policies, protocols and guidelines, duties will include: 
 
Staff management responsibilities 

• Line management of the Office Manager at each practice and the Engagement and 
Communication Officer.  

• Work constructively with the Central Services Manager to ensure the smooth running of the 
organisation and cover for them in their absence.  

• Overall responsibility for all practice-based non-clinical staff and the systems and 
procedures they operate, delegating to the Office Managers where appropriate.  

• Set objectives and service standards and motivate staff to achieve them, promoting job 
satisfaction whilst maximising efficiency and customer service. Ensure that staff carry out 
their work on time, to a consistently high standard and in accordance with established 
protocol and policy. 

• Organise work and delegate clearly and appropriately, assessing the competence of those 
taking on delegated tasks. 

• Implement (with the Office Managers) the organisation's policies and procedures for annual 
leave, sickness absence, overtime, expenses, casual staff, new starters, contract changes, 
leavers, staff rotas, etc ensuring that appropriate records are maintained and that accurate 
information is submitted on time for payroll.  

• Implement the organisation's employment policies and procedures, including disciplinary, 
capability, grievance, harassment, equality and diversity, disability, appraisal, etc. This will 
include holding formal hearings when required.  

• Ensure that staff files are updated accurately and promptly.  

• Ensure that all staff have received and signed for specified policies.  
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• Responsibility for the recruitment and selection of relevant staff, including chairing selection 
panels. 

• Ensure that staff views are represented at the Executive Committee while maintaining a 
“cabinet approach” with the Executive Committee.  

• Ensure that staff keep waiting areas (including notice boards) and reception offices clean, 
tidy and well organised and that they present a welcoming and professional image to the 
public. 

• Ensure that staff are administering clinician rotas efficiently and promptly, that appropriate 
locum cover is arranged and that appointment quotas are implemented correctly. 

 
Patients 

• Be available as a contact for patients, although the Office Managers will be the first 
contacts. 

• Oversee the work of the Engagement and Communication Officer and cover for them in 
their absence. This work includes: 

o Acting as the Complaints Officer. 
o Educating and informing patients through social media, newsletters, email, SMS 

and other methods.  
o Engaging with patients, the community and community groups.  
o Organising the Patient Participation Group for each practice (the Practice Manager 

would also attend these meetings).  
o Responding to patient feedback (e.g. NHS.uk, Google).  

• Deal with patient or other incidents as appropriate, ensuring a thorough and balanced 
investigation which considers all perspectives and take appropriate actions (e.g. feedback 
to staff, patient warning letters or cancelling a patient’s registration).  

• Act as an advocate for patients, particularly vulnerable patients. 

• Ensure that patient views are represented at the Executive Committee. 

• Ensure that patient information (including written materials and web sites) is accurate, up-
to-date, uses our brand correctly, conveys a professional image and uses an appropriate 
level of language.  

 
Other management responsibilities 

• Responsibility for all administrative systems within practices, including their creation, 
development, operation, monitoring and improvement. This requires the development of 
expert knowledge of the various IT systems in use.  

• Ensure that written protocols are in place for all procedures (Standard Operating 
Procedures) and are up-to-date, accessible and actively used, including when new staff are 
trained.  

• Be a member of the Executive Committee, ensuring problems are addressed constructively 
and decisions are implemented effectively.  

• Use initiative to deal with issues as they arise, solving problems where possible, and 
referring issues to others as appropriate.  

• Implement contingency plans as required, e.g. in the event of staff absence (supporting 
Clinical Leads as required for clinician absence).  

• Provide an initial response to staff issues (including clinical staff) in the event that other line 
managers are unavailable (e.g. in surgery). 

• Lead or participate in service planning, implementation, improvement and development, as 
required. 

• Ensure that the online consultation system is working as effectively and efficiently as 
possible and that incoming forms are signposted correctly and/or allocated promptly to the 
correct team members. For example this may include staff training, reviewing protocols, 
monitoring standards, analysing data, ensuring that capacity is matched with demand, 
requesting system changes, responding to feedback from patients and clinicians and 
supporting Office Managers.  

• When there is clinical staff turnover, ensure (in conjunction with relevant staff) that there is 
a clear plan for cover (appointments and administration) and that this plan is communicated 
clearly to the relevant staff. 
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• When there is turnover of “list holders” (clinicians that have named responsibility for 
individual patients), and in addition to the above, ensure (in conjunction with relevant staff) 
that there is a plan for replacement and adjust patient list sizes accordingly.  

• Ensure “list holder” patient list sizes continue to be appropriate, i.e. balanced according to 
WTE, and that student registrations are shared in that same proportion.  

• Carry out delegated tasks and manage or implement projects, as required. 

• Organise, lead or participate in meetings or presentations, taking minutes when required, 
and implement agreed actions.  

• Carry out audit or collate data, as required.  
 
Communication 

• Ensure appropriate and constructive communication within the organisation. 

• Liaise with members of the organisation, Primary Health Care Team, other NHS 
organisations, suppliers and other outside agencies as appropriate, to ensure the smooth 
running of the organisation, the provision of appropriate care for patients and to secure the 
organisation's interests and reputation.  

• Communicate sensitively and effectively with patients and carers, using active listening and 
adapting communication style and method as necessary to meet their needs. 

• Represent the organisation externally where required. 

• Be an ambassador for the organisation, by delivering a high standard of work and 
interaction with external partners and by promoting the organisation positively.  

 
Team working 

• Understand own role and scope in the practice. 

• Work as an effective and responsible team member, supporting colleagues in a flexible 
manner. 

 
Organisation/Quality 

• Ensure (as relevant to the role) that the organisation complies with its contractual and legal 
obligations, particularly in relation to its PMS/GMS/APMS contracts, any other contracts for 
services, the PMS/GMS/APMS Regulations, the Data Protection Act and other law relating 
to confidentiality, health and safety legislation and employment law. 

• Respect and protect patient confidentiality at all times. Understand and follow the practice 
Information Governance Policy, the requirements of the Data Protection Act and the 
common law of confidentiality.  

• Ensure that patients are identified correctly and that any data entered into the computer is 
done accurately.  

• Understand the requirements of the Freedom of Information Act and refer on any queries as 
appropriate. 

• Ensure that all staff follow the practice Information Governance Policy. 

• Report incidents, near misses and concerns, using the published procedure.  

• Participate in or lead quality improvement initiatives, including Significant Event Analysis. 

• Within the scope of the role, ensure that the organisation continually attains required 
standards and targets and that projects are delivered on time, e.g. CQC requirements, NHS 
contract, H&S requirements, Quality and Outcomes Framework, enhanced services 
requirements, national and local standards, medicines management, commissioning, etc. 

• Seek continual improvement by identifying and implementing improvements to systems, 
procedures, documents, training, etc. This could be in response to incidents, feedback, 
experience, complaints, internal review, etc.  

• Be aware of estates problems and report them appropriately. 

• Support the aims and objectives of the organisation and contribute to the ongoing 
development of the organisation as required. 

• Understand and follow organisation policies. 
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Training, learning and development 

• Ensure that all staff have regular, documented one-to-one review meetings and annual 
appraisal with their manager.  

• Ensure that new staff receive a thorough induction and good structured training, have 
regular performance review meetings during their probationary period and that any issues 
are identified and acted on promptly.  

• Undergo regular appraisal, supervision and training as necessary to update skills and 
knowledge. 

• Participate in the induction of new staff, students and other attached professionals as required.  

• Collaborate with the Central Services Manager in the maintenance of the staff Induction 
Pack, particularly in relation to the Induction Checklists.  

• Take the lead for the provision of regular structured training, feedback and development for 
all non-clinical staff, including an ongoing programme of training events, collaborating with 
the Central Services Manager as appropriate. 

• Provide training within the team and for other staff (both clinical and non-clinical) as 
appropriate. 

• Feed back learning and information to colleagues in order to share good practice and 
important developments (e.g. from courses and meetings). 

 
Equality and diversity  

• Act as a role model and enable others in the observance of equality and diversity good 
practice. 

• Respect the privacy, dignity and beliefs of patients, carers, visitors and co-workers. They 
must be treated equally, irrespective of gender, gender reassignment, gender identity, 
ethnic origin/race, age, disability, sexual orientation, religion/belief, marriage/civil 
partnership, pregnancy/maternity, etc.  

• Be aware of procedures regarding protection of children and vulnerable adults, including 
practice and NHS policies. Follow the guidance and policies and take action in an 
appropriate manner. 

 
Management of risk, health, safety and security 

• Follow Health and Safety policies and guidelines. Use safe working procedures and report 
incidents using the incident reporting system. 

• Use the personal security systems within the workplace according to organisation 
guidelines. 

• Take a lead in responding to incidents and emergencies. 

• Monitor work areas and practices to ensure they are safe and free from hazards and 
conform to health, safety and security legislation, policies, procedures and guidelines, and 
take action as necessary to correct any defects.  

• Ensure that health and safety arrangements are being adhered to, including the prompt 
completion of periodic responsibility checklists. 

• Ensure that required assessments are carried out (e.g. Display Screen Equipment 
assessments, eyesight tests for computer use, Access to Work assessments, Occupational 
Health referral, risk assessments for pregnant women) and any required actions are carried 
out or reasonable adjustments are made (e.g. for disabled staff).  

 
Other 

• The practice occasionally provides relevant services out of normal hours (e.g. flu clinics and 
student registration) and the postholder may be required to take part in this.  

• Give good and regular attendance. 

• Maintain a tidy and organised work area. 

• Any other duty as requested, including covering for absent colleagues. 
 
This job description is subject to periodic review and amendment in consultation with the 
postholder in the light of changing circumstances.  
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PERSON SPECIFICATION  
 
Essential requirements 
 
Knowledge, training and experience 

• A degree and/or relevant qualification at level 6 or higher. 

• At least three years’ experience in a management role.  

• Evidence of successful performance management of a team and individuals. 

• Evidence of being a competent administrator. 

• Evidence of good numeracy and analytical skills.  

• An excellent standard of grammar and spelling. 

• Excellent computer skills, including Microsoft Office and keyboard skills. 
 
Personal skills and abilities 

• Highly motivated, enthusiastic, adaptable and flexible in approach to work.  

• The ability to manage time effectively to complete projects and meet deadlines. 

• The ability to work independently, demonstrate sound judgement and use initiative, while 
working within organisational policy. 

• The ability to produce work that demonstrates a conscientious approach showing excellent 
attention to detail.  

• The ability to read and digest long documents and take appropriate action.  

• A friendly and approachable manner, with good people skills. 

• The ability to communicate clearly and effectively, both verbally and in writing, using tact 
and diplomacy in difficult situations. 

• The emotional resilience to cope with frequent change and competing priorities.  

• A commitment to learn new skills and become expert in a diverse range of areas.  
 
Other 

• Has an understanding of the organisation and the patient group and demonstrates 
commitment to working in this setting to improve health.  

• A full, valid UK driving licence and access to a car on a daily basis, so that you can visit our 
sites at short notice as required (alternatives will be considered).  

 
Desirable requirements 
 

• Experience of working with the general public in a customer service setting. 

• Experience of working in a general medical practice or other healthcare setting. 

• Experience, training and/or qualifications in staff management, HR, administration, finance, 
H&S, IT or other related areas.  

• Experience of making changes and improvements to working practices and/or 
implementing projects. 
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