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Job Description
Position:			PRACTICE MANAGER
Accountable to:		PARTNERS                                   
Hours:				30 - 37 HOURS PER WEEK (On-site)
Pay:	Depending on experience 

About us
Mortimer Medical Practice is a well-established rural dispensing GP practice serving approximately 9,000 patients across three sites in Kingsland, Orleton and Leintwardine, in the heart of Herefordshire. We are a community-focused practice with a strong reputation for delivering high-quality, patient-centred care and building lasting relationships with the communities we serve.

We are proud of our friendly, knowledgeable and supportive multidisciplinary team. Our culture is built on respect, kindness, professionalism and collaboration, and we believe that creating a positive working environment is fundamental to delivering excellent care. We encourage open communication, continuous learning and the development of our people at every level.

The practice is led by an experienced Partnership comprising GP Partners and a Managing Partner, supported by a strong operational leadership team including an Assistant Practice Manager, Operational & Compliance Lead, Dispensary Manager, Care Navigation Team Leader and Lead Nurse. This collaborative structure enables shared leadership while ensuring the practice continues to evolve and improve.

As a three-site rural practice, we provide a varied and rewarding working environment where teamwork, adaptability and a hands-on approach are highly valued. We are committed to continuous improvement, embracing innovation where it benefits our patients and staff, while retaining the personal, community-focused values that are at the heart of general practice.

Mortimer Medical Practice is an organisation where people are encouraged to contribute, develop professionally and take pride in making a positive difference to the health and wellbeing of our patients.

Job Summary
The Practice Manager will have overall day-to-day oversight of the practice, ensuring the effective, safe and efficient operation of all three sites. Working closely with the Partners and wider management team, the postholder will provide visible leadership, coordinate activity across the practice and ensure that appropriate systems, processes and standards are maintained.
While the postholder will have support from a strong management and leadership team, they will be expected to be visible and actively involved in the day-to-day running of the practice. The successful candidate will be comfortable getting involved, supporting colleagues and stepping in to resolve issues when required, particularly during busy periods or where additional leadership is needed. They will need to be practical, approachable and solutions-focused, with the ability to move comfortably between strategic oversight and the immediate operational needs of a busy, three-site practice.
Main Duties
Leadership, Management & Governance
· Provide effective day-to-day leadership and oversight of practice operations across all three sites.
· Lead and coordinate Senior Management Team, Partners’, Strategy, Quality, MDT, Nursing, Dispensary and Protected Learning meetings, ensuring actions are followed through.
· Attend relevant PCN, LMC and other external meetings and provide appropriate liaison and representation on behalf of the practice.
· Support the Partners with strategic planning, business development and implementation of agreed priorities.
· Maintain effective staff communication and ensure appropriate information is shared across the practice.
People Management & Workforce
· Lead recruitment, selection and onboarding processes, including pre-employment meetings, DBS checks, contracts and associated paperwork.
· Oversee employment contract changes, appraisals, performance management, absence management, return-to-work processes, exit interviews and staff welfare.
· Authorise annual leave and payroll, ensuring appropriate workforce cover and effective staffing arrangements.
· Maintain the Staff Handbook and oversee mandatory staff training and workforce planning.
· Undertake workforce analysis and support the development of the practice workforce plan.
· Promote a positive, supportive and inclusive working environment.
Quality, Compliance & Patient Experience
· Maintain oversight of CQC compliance and ensure appropriate action is taken in response to regulatory and governance requirements.
· Lead the practice complaints process, compliments, significant events and patient feedback, including the annual KO41b submission.
· Oversee the Data Security and Protection Toolkit, GDPR responsibilities, Subject Access Request support and wider data security requirements.
· Maintain oversight of safeguarding updates, accident reporting, zero tolerance arrangements and other practice policies and procedures.
· Coordinate staff surveys and other activities designed to monitor and improve staff and patient experience.
· Ensure appropriate systems are in place to monitor compliance with NHS and General Practice requirements.
Contractual, Financial & Performance Management
· Maintain oversight of the GMS Contract and associated contractual obligations, including contract variations and commissioning requirements.
· Coordinate practice submissions and performance requirements including CQRS, GPES, QOF, Enhanced Services, IIF, NHDF and QPMS.
· Liaise with the ICB, PCN, NHSE and other commissioning bodies as required.
· Oversee practice insurance arrangements, including premises insurance and Partner/GP indemnity insurance.
· Authorise payroll and support effective financial and resource management within the scope of the role.
Premises, Business Continuity & Operations
· Maintain overall oversight of practice premises and liaison with relevant external providers and stakeholders.
· Ensure effective business continuity arrangements are maintained and regularly reviewed.
· Provide oversight of operational issues across all three sites, ensuring appropriate escalation and resolution.
· Work with relevant managers and external partners to support safe, effective and efficient practice operations.
Digital, IT & Service Development
· Lead and coordinate the practice's digital, IT and AI improvement plan, working with relevant colleagues and external providers.
· Support the implementation and embedding of new systems, technology and ways of working.
· Provide leadership for major service developments, including Care Navigation and Total Triage.
· Support the practice's ongoing development and innovation in response to changes in primary care.
Clinical Governance & Service Development
· Support the clinical leadership team in maintaining effective governance arrangements.
· Oversee relevant practice-wide initiatives including PGDs/PSDs, flu vaccination campaigns, research activity and significant events.
· Support the delivery of enhanced services, neighbourhood health initiatives and other commissioned programmes.
· Liaise with Lead Employer and other external organisations where required.
Additional Responsibilities
· Act as a key point of contact for the Friends of Mortimer and other community stakeholders where appropriate.
· Ensure NHS Digital and other statutory information requirements are met.
· Maintain awareness of developments in primary care and ensure the practice responds appropriately to changes in national and local requirements.
· Undertake other duties commensurate with the role and level of responsibility, as required by the GP Partners or Managing Partner.
The Practice Manager will work collaboratively with the wider management team, with responsibility for specific areas delegated appropriately to other managers and leads. The postholder will retain overall operational oversight, ensuring that delegated responsibilities are effectively managed, risks are identified and escalated appropriately, and the practice operates as a coordinated and cohesive organisation.
Place of Work:
We aim for the main location of work to be at Kingsland Surgery, but there will be requirements to travel to both Orleton Surgery and Leominster Surgery as required by the needs of the business.

Health & Safety:
Working within a healthcare environment, the post-holder must take responsibility for their own and others’ health, safety and security. This will include (but will not be limited to):

· All staff within the department adhere to their individual responsibilities for infection control and health and safety, using a system of observation, audit and check, hazard identification, questioning, reporting and risk management.
· Maintain an up-to-date knowledge of health and safety and infection control statutory and best practice guidelines and ensure implementation across the Practice.
· 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 across the Practice.
· Making effective use of training to update knowledge and skills and initiate and manage the training of others in these areas.
· Using appropriate infection control procedures, maintaining work areas in a tidy and safe way and free from hazards, and initiation of remedial / corrective action where needed.
· Actively identifying, reporting on and correcting health and safety hazards and infection hazards immediately when recognised.
· Keeping own work areas and general / patient areas generally clean, identifying issues and hazards / risks in relation to other work areas within the business, and assuming responsibility in the maintenance of general standards of cleanliness across the business in consultation (where appropriate) with other staff. 

Confidentiality:
· 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.

Equality and Diversity:
	The post-holder will support the equality, diversity and rights of patients, carers and colleagues, to include:
· 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 that is welcoming to the individual, is non-judgmental and respects their circumstances, feelings priorities and rights.

Personal/Professional Development:
	The post-holder will participate in any training program implemented by the Practice as part of this employment, such training to include:

· 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.

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 their own performance and take accountability for their own actions, either directly or under supervision.
· Contribute to the effectiveness of the team by reflecting on their own and the team’s activities and making suggestions on ways to improve and enhance the team’s performance.
· Work effectively with individuals in other agencies to meet patient 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.
Notes  
This is not intended to be an exhaustive list of responsibilities. This is a role which requires flexibility and adaptability, and it is expected that you will participate in a wide range of activities which are appropriate to your position, level of expertise and employment grade.


Person Specification – Practice Manager

	Qualifications
	Essential
	Desirable

	Relevant management, business, administration or healthcare qualification, or equivalent experience. 
	
	

	Evidence of continuing professional development relevant to practice management.
	
	

	AMSPAR qualification or equivalent Practice Management qualification
	
	

	Relevant leadership or management qualification
	
	

	Training or qualification in employment/HR, finance, governance or health and safety
	
	

	Experience
	Essential
	Desirable

	Significant experience in a management role within primary care or a comparable healthcare environment.
	
	

	Experience of financial management within a business
	
	

	Experience of managing and supporting staff, including recruitment, performance, absence and wellbeing
	
	

	Experience of working with GMS/primary care contractual requirements and NHS regulatory expectations
	
	

	Experience of managing competing priorities within a busy organisation. 

	
	

	Experience of managing multi-disciplinary teams and working collaboratively with clinicians and other professional groups. 
	
	

	Experience of successfully developing and implementing projects, identifying problems, implementing solutions and driving improvement
	
	

	Previous experience as a Practice Manager or Deputy/Assistant Practice Manager with substantial management responsibility
	
	

	Experience of managing a multi-site practice or organisation
	
	

	Experience of working within a rural or dispensing GP practice
	
	

	Experience of CQC preparation and compliance
	
	

	Experience of PCN, ICB and wider primary care relationships
	
	

	Experience of supporting financial accounting
	
	

	Skills
	Essential
	Desirable

	Excellent communication and interpersonal skills, with the ability to communicate effectively both verbally and in writing, including presenting information to a range of audiences. 
	
	

	Strong leadership skills, with the ability to motivate, support and develop teams, enhance morale and maintain a positive working environment
	
	

	Strong organisational and time-management skills, with the ability to prioritise competing demands, delegate effectively and meet tight deadlines within a fast-paced environment
	
	

	Effective problem-solving, analytical and decision-making skills, with the ability to identify issues, assess risks and develop practical solutions. 

	
	

	Ability to negotiate and identify opportunities to improve and enhance service delivery. 
	
	

	Ability to build and maintain effective professional relationships and networks, both within the practice and with external organisations and stakeholders. 
	
	

	Ability to develop, implement and embed policies, procedures and improvements effectively. 
	
	

	Strong general IT skills and confidence in using a range of digital systems and technologies.
	
	

	Experience and confidence in using EMIS Web. 
	
	

	Experience using Docman 10. 
	
	

	Experience of using NHS primary care reporting and performance systems
	
	

	Qualities/attributes
	Essential
	Desirable

	Flexible
	
	

	Proven organisational skills
	
	

	Ability to perform under pressure
	
	

	Ability to work well in a team and also on own initiative
	
	

	Punctual and committed to supporting the team effort
	
	

	Excellent Interpersonal skills
	
	

	Trustworthy, with a high level of integrity
	
	

	Understand the importance of patient confidentiality
	
	

	Self-motivated and proactive
	
	

	Clean Driving Licence to carry out home visits
	
	

	Attention to detail
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