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	Job Title 
	Administration Manager  

	Line Manager 
	Assistant Practice Manager

	Hours 
	37.5 per week 



Job Summary 

To support the practice management team in delivering exceptional patient care. Leading, training, and developing the administration teams to be at our best for patients. To proactively facilitate efficient and effective communication between patients, clinicians, and other healthcare professionals.


1. Main Duties / Key Tasks 
1.1. Supporting the Practice Manager in the day-to-day operations of the practice, ensuring staff achieve their primary responsibilities. 
1.2. Providing leadership and guidance to staff ensuring that they always adhere to policy and procedure.
1.3. Line manager to the administration team
1.4. Provide first line support to all staff, to promote excellence in customer service.
1.5. To support colleagues in dealing with difficult or unpleasant patients or situations
1.6. Ensure compliance with CQC regulations and standards. 
1.7. Reviewing and regularly updating job descriptions and person specifications, ensuring all staff are legally and gainfully employed.
1.8. Supporting the Assistant Practice Manager with recruitment.
1.9. Evaluating, organising, and overseeing the staff induction programme for administration team, medical students and Doctors in training.
1.10. Overseeing an effective staff appraisal process for administration team.
1.11. Lead for rota planning and delivery. 
1.12. Overseeing an effective practice and staff development plan for all administration team whilst maintaining a robust training record.
1.13. Actively encouraging and promoting the use of patient online services.
1.14. Lead support for medical students and registrars, including but not limited to induction, rotas, recording absences.
1.15. Maintaining updates to website and social media
1.16. Support Complaints lead supporting patients to have their concerns listened to and investigated, responding appropriately and timely.  Following our policy.
1.17. Lead contact for our patient participation group.  Attending meetings, building relationships with members of the PPG.
1.18. Manage the significant event database, providing advice to staff and briefing the team at meetings as required.
1.19. Supporting the Assistant Practice Manager to identify trends and devise solutions to reduce risk and repeated occurrences of significant events.
1.20. Supporting the administration team with push back work to secondary care, ensuring efficiency in the process.
1.21. Lead for ordering no medical supplies ensuring cost effective purchasing in line with our policies.
1.22. Deputising for the Patient Services and Quality Manager when absent.  Supporting the reception team. 
1.23. Supporting the Practice Manager with ensuring all staff are aware of the management of the premises, including health and safety aspects and undertake risk assessments and mandatory training as required.
1.24. Monitor and disseminate information to relevant teams. 
1.25. Support the Assistant Practice Manager in reviewing and updating of policies and procedures. 
1.26. Support the practice and management team with continuous improvement and change initiatives. 
1.27. Other responsibilities may be passed to you as deemed appropriate and necessary by the practice management team.
2. Confidentiality 
2.1. 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.
2.2. 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.
2.3. 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.
3. Health and Safety 
3.1. 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:
3.1.1. Using personal security systems within the workplace according to practice guidelines
3.1.2. Identifying the risks involved in work activities and undertaking such activities in a way that manages those risks
3.1.3. Making effective use of training to update knowledge and skills
3.1.4. Using appropriate infection control procedures, maintaining work areas in a tidy and safe way and free from hazards
3.1.5. Reporting potential risks identified.
4. Equality and Diversity 
4.1. The post-holder will support the equality, diversity and rights of patients, carers and colleagues, to include:
4.1.1. Acting in a way that recognizes the importance of people’s rights, interpreting them in a way that is consistent with practice procedures and policies, and current legislation
4.1.2. Respecting the privacy, dignity, needs and beliefs of patients, carers and colleagues
4.1.3. Behaving in a manner which is welcoming to and of the individual, is non-judgmental and respects their circumstances, feelings priorities and rights.
5. Personal/Professional Development:
5.1. The post-holder will participate in any training programme implemented by the practice as part of this employment, such training to include:
5.1.1. Participation in an annual individual performance review, including taking responsibility for maintaining a record of own personal and/or professional development
5.1.2. Taking responsibility for own development, learning and performance and demonstrating skills and activities to others who are undertaking similar work.
5.1.3. Attend annual mandatory up-dates on Fire Safety, Resuscitation and Safe Lifting.
6. Quality:
6.1. The post-holder will strive to maintain quality within the practice, and will:
6.1.1. Alert other team members to issues of quality and risk
6.1.2. Assess own performance and take accountability for own actions, either directly or under supervision
6.1.3. 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
6.1.4. Work effectively with individuals in other agencies to meet patients needs
6.1.5. Effectively manage own time, workload and resources.
7. Communication:
7.1. The post-holder should recognize the importance of effective communication within the team and will strive to:
7.1.1. Communicate effectively with other team members
7.1.2. Communicate effectively with patients and carers
7.1.3. Recognize people’s needs for alternative methods of communication and respond accordingly.
8. Contribution to the Implementation of Services:
8.1. The post-holder will:
8.1.1. Apply practice policies, standards and guidance
8.1.2. Discuss with other members of the team how the policies, standards and guidelines will affect own work
8.1.3. Participate in audit where appropriate
















Person Specification
	Qualifications / Education
	Essential
	Desirable

	Educated to A-level/equivalent or higher with relevant experience 
	√
	

	Evidence of a commitment to continuing professional development 
	√
	

	Leadership and/or management qualification
	
	√

	Experience 
	
	

	Experience of working with the general public
	√
	

	Experience of working in teams and able to promote morale 
	√
	

	Experience of working within a GP surgery
	
	√

	Experience of, and success at, motivating and managing people 
	
	√

	Experience of successfully developing and implementing projects 
	
	√

	Skills 
	
	

	Ability to recognise opportunities to enhance service delivery 
	
	√

	Excellent communication skills 
	√
	

	Excellent leadership skills 
	√
	

	Ability to prioritise, delegate and work to deadlines in a fast-paced environment 
	√
	

	Ability to implement and embed policy and procedure 
	√
	

	Qualities 
	
	

	Ability to motivate teams, enhance morale and maintain a positive working environment
	√
	

	Ability to work under pressure 
	√
	

	Ability to work steadily towards goals regardless of distractions 
	√
	

	Gains respect by example and leadership 
	√
	

	Ability to drive and deliver change effectively 
	√
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