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SYMPHONY HEALTHCARE SERVICES LTD

JOB DESCRIPTION

	Job Title:
	Assistant Operations Manager

	Department:
	Crewkerne Health Centre & West One Surgery

	Accountable To:
	Operations Manager 


1. JOB SUMMARY

To support the operations manager to enable the Practice to meet its agreed aims and objectives within a profitable, efficient, safe and effective working environment.

To be responsible for the leadership for all operational functions delivered by the administration staff. They will be responsible for overseeing the smooth and effective running of the patient services within the practice.

They will be required to work closely with the medical and nursing leads within the practice to ensure the safe and effective staffing of the practice and to build, develop, support and motivate the admin assistant’s team within the practice.

2.  MAIN DUTIES AND RESPONSIBILITIES

Policies and Procedures

Contribute to the continuous improvement and updating of processes, systems, policies and procedures, including proposing and implementing changes to those which impact the practices.

Workforce
Ensure staffing levels are adequate across all areas

· Support the development of systems and processes to record, monitor and report on workforce issues and staffing levels.

· Ensure all staff within the admin assistant’s team have up to date appraisals and are compliant with mandatory training requirements.

· Support the development of staff and manage performance and employee relations issues in line with advice and support from the Symphony HR team.

· Manage staff induction and training and ensure that all staff are adequately trained to fulfil their role

· Support and mentor staff, both as individuals and as team members.

Patient Care

· Monitor and review patient access and focus on continual improvement of patient services 
· Ensure the practice has sufficient clinical staff to meet demand and ensure that appointment capacity is sufficient to meet both planned and unscheduled demand.

· Ensuring the smooth running of reception procedures - front desk and telephone - ensuring adequate levels of staffing, training and supervising reception staff, helping recruit new staff and helping carry out staff appraisals

· Ensuring requests for repeat prescriptions are managed appropriately; ensuring that scripts are being signed and that requests are being managed as expediently as possible

· Ensuring clinical administration is done in a timely manner and that letters are scanned/coded appropriately 

· Acting as the primary point of contact in reception for clinicians – a provider of service to the clinical team
· Co-responsible with the Operations Manager for agreeing use of temporary/locum staff where required ensuring that the financial approval is sought. 
Operational Management

· Support the implementation of the Enhanced Primary Care model within the practice and work with clinical and non-clinical staff to implement new working practices.

· Support that the practice links with Complex Care services.

· Monitor and review performance and delivery of key operational targets and milestones for the area on a monthly basis.

· Ensure protocols and procedures are in place, and are reviewed regularly and updated as required which support from the Operating Company.

· Ensure regular reporting on operational performance is shared with the practice team.
· Assist the Operations Manager to ensure that the Practice remains within agreed budgets.

· Payroll - ensure timesheets are completed correctly each month. Collate payroll information and documentation and submit to payroll provider on a monthly basis including timely submission of information relating to new starters, leavers and changes of circumstances. 

· Rota Management – Ensure all clinical and non-clinical rotas are planned (at least three months in advance) and reviewed regularly.  

· Ensure effective planning and management of annual leave for all disciplines of 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

Health & Safety

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 (but not limited to):

· 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

· Making effective use of training to update knowledge and skills, and initiate and manage the training of others
· Using appropriate infection control procedures, maintaining work areas in a tidy and safe way and free from hazards

· Reporting potential risks identified
· Ensuring colleagues across the practice 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 up to date knowledge of health and safety and infection control statutory and best practice guidelines and ensure implementation across the whole pracrice. 
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 recognizes 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 which is welcoming to and of the individual, is non-judgmental and respects their circumstances, feelings priorities and rights.

Personal/Professional Development
The post-holder will participate in any training programme 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 own performance and take accountability for own actions, either directly or under supervision

· 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

· Work effectively with individuals in other agencies to meet patients’ needs

· Effectively manage own time, workload and resources

Communication

The post-holder should recognize the importance of effective communication within the team and will strive to:

· Communicate effectively with other team members
· Communicate effectively with patients and carers
· Recognize people’s needs for alternative methods of communication and respond accordingly
Contribution to the Implementation of Services

The post-holder will:

· Apply Practice policies, standards and guidance

· Discuss with other members of the team how the policies, standards and guidelines will affect own work

· Participate in audit where appropriate

This job description is not exhaustive and you will be expected to work with in any area not specifically covered or referred to within this document, for the wellbeing of the practice.

Person Specification
	
	Essential
	Desirable

	Experience
	· Previous management or supervisory experience 

· Experience of implementing / managing administrative services 

· Experience of inducting, training, appraisal and supporting staff 
· Experience of managing budgets

	· Supervisory / Management experience within general practice or other NHS roles 



	Qualifications
	English and Maths GCSE (A* - C) or equivalent 
	· Formal leadership or management training/qualification



	Knowledge & Skills
	· Excellent interpersonal skills and ability to communicate effectively at all levels

· Work well under pressure and meet deadlines
· Demonstrate the ability to work without direct supervision and determine own workload priorities in  a changing working environment
Willingness to work flexibly as necessary
· Ability to adapt and respond to change.

· Strong organisational and time      management skills

· A logical approach to problem solving

· Computer literacy, including good word processing skills

· Understanding of the importance of high standards of medical care

· Understanding of the importance of confidentiality
· Willingness to work across dual sites 
· Driving Licence


	· Knowledge of the Symphony programme
· Previous experience with EMIS Web 
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