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PRACTICE PLUS GROUP
JOB DESCRIPTION

Job title:			Assistant Patient Services Manager 

Location: 		 	Ophthalmology Services 

Managerially 		Patient Services Manager
accountable to:		


About Practice Plus Group

Practice Plus Group is an independent sector healthcare company with a first-class record of high quality patient care, excellent clinical outcomes, innovation and efficiency. 

Practice Plus Group works with its local NHS partners to offer NHS patient’s high-quality, rapid access to planned treatments across a range of specialties at their Centres. 

Delivery at Practice Plus Group 

Practice Plus Group believes in strong teamwork and partnership amongst its people. This approach is at the heart of everything they do to deliver a high level of patient care. 

Significant time and resources are invested in recruitment to ensure that rigorous standards are met, and that staff share the same focus on teamwork and delivery. Employing high calibre people in roles that require personal responsibility and close interaction with patients allows everyone the opportunity to make a difference to patients during their treatment and deliver high quality outcomes. 

Supporting employees in their careers at Practice Plus Group with great opportunities to learn and develop through training, Practice Plus Group is an organisation that’s continually innovating to raise standards of best practice in healthcare. 

Practice Plus Group delivers services to create the best experience for their patients, through best standards of care, clinical excellence and low infection rates. A focus on selected procedures and skills in their delivery means that as a healthcare provider they can consistently improve their performance and in turn benefit their patients.

Purpose of Role

The Assistant Patient Services Manager is responsible for overseeing the day-to-day operations of the patient services team, ensuring the efficient and effective delivery of front-line administrative services. This role includes line management of Patient Services Assistants, maintaining high standards of patient care, achieving key performance indicators (KPIs), and managing electronic referral systems.

Scope of role


Principal Duties and Responsibilities

    Team Leadership & Line Management

    •    Supervise, support, and develop a team of Patient Services Assistants.
    •    Conduct regular one-to-one meetings and performance appraisals.
    •    Manage staff rotas, annual leave, and sickness cover to ensure adequate staffing levels.
    •    Facilitate staff training and induction for new team members.

  Administration & Service Delivery
    • Ensure the delivery of a high-quality, patient-focused administrative service including   telephone management and improvement of patient satisfaction objectives.
    •    Handle escalated patient queries and complaints professionally and effectively.
    •    Oversee reception as necessary and call-handling processes to maintain service standards.

  Performance & KPI Management
    •    Monitor and report on service performance in line with agreed KPIs.
    •    Identify areas for improvement and implement action plans where necessary.
    •    Work collaboratively with management to meet operational targets including RTT, DNA and Clinic Utilisation and Capacity.
   
   E-Referral System Management
    •    Maintain and manage electronic referral systems (e.g. e-RS).
    •  Ensure accurate and timely processing of referrals in line with clinical and administrative processes. 
    •    Liaise with clinical staff and external providers to resolve referral queries and issues.

   Compliance & Governance
    •    Ensure compliance with GDPR, confidentiality, and safeguarding policies.
    •    Adhere to all internal procedures and NHS guidelines relevant to patient administration.

General

· To undertake any other duties at the request of the DSD which are commensurate with the role.
· To develop and improve the professional profile of the team and lead by example.
· [bookmark: _Hlk178939168]To engage in shared learning across sites hosting visitors as appropriate.
· Experience in administration and team management, preferably in a healthcare setting.
· Strong leadership and communication skills to effectively manage and support the administration team
· The ability to work independently and make decisions within procedural guidelines.
· Flexibility and adaptability to respond to changing service needs.
· Excellent organisational skills for managing rotas, appointments, and patient information systems.
· Problem-solving abilities to handle complex patient enquiries and complaints.
· NHS / Healthcare experience. 
 

Additional information

In addition, the successful candidate will be required to adhere to the following:

Education and development 
To participate in appropriate training courses or updates in accordance with mandatory requirements and individual Personal Development plans in line with Practice Plus Group policies and procedures. 

Professional 
To adhere at all times to the Professional Code of Conduct, and any other professional guidelines/documents. To comply with guidelines issued from time to time by the UK professional body or any other professional association relating to the practice of your speciality, together with guidance issued from time to time by other competent agencies on clinical, medical and ethical issues 

Regulatory framework 

To adhere at all times to the regulatory frameworks set out by the Care Quality Commission incorporating the requirements for Independent Health Care, as well as The Department of Health Standards for Better Health by working to Practice Plus Group policies and procedures. 

The individual will be required to participate in information requirements/ requests as per regulation. 


Infection control 
It is the responsibility of all individuals to comply with infection control policies and to attend any appropriate training requirements in line with Practice Plus Group’s responsibility to comply with Government Directives and associated codes of practice and take appropriate action where non-compliance is evident. 

Conflict of interest 
It is responsibility of all staff to ensure that they do not abuse their official position to gain or benefit their family or friends. 

Confidentiality 
The post holder must preserve the confidentiality of any information regarding patients, staff (in connection with their employment), and Practice Plus Group business and this obligation shall continue indefinitely. This is also in accordance with the Code of Confidentiality and the Data Protection Act 1998. 

Health and safety 
Employees must be aware of the responsibilities placed on them under the Health and Safety at Work Act (1974), to ensure that the agreed safety procedures are carried out to maintain a safe environment for patients, employees and visitors. 

Risk management 
All staff have a responsibility to report all clinical and non-clinical accidents or incidents promptly and when requested to co-operate with any investigations undertaken. 

Privacy, dignity and respect and quality of opportunity 
The treatment centre is committed to ensuring that all current and potential staff patients and visitors are treated with dignity, fairness and respect regardless of gender, race, disability sexual orientation, age, marital or civil partnership, religion or belief. Staff will be supported to challenge discriminatory behaviour. In particular staff will protect the privacy and dignity of all patients at all points of their contact with the organisation. It is paramount that staff deal sensitively with individual circumstances and adhere strictly to the single sex requirements.  

Vulnerable Adults Abuse 
The patients referred to us for care must be able to trust that not only will they be safe from any abuse, bullying or intimidation from any member of staff  but that suspicions of external abuse will be dealt with appropriately. 

Raising Concerns 
It is everyone’s responsibility to draw attention to any practice or behaviour which could put patients or staff at risk.   

Equal opportunities 
Practice Plus Group is committed to promoting equal opportunities in employment and will keep under review its policies and procedures to ensure that the job related needs of all staff working in Practice Plus Group are recognised. 


Practice Plus Group will aim to ensure that all job applicants, employees or clients are treated fairly and valued equally regardless of sex, marital status, domestic circumstances, age, race, colour, disablement, ethnic or national origin, social background or employment status, sexual orientation, religion, beliefs, HIV status, gender reassignment, political affiliation or trade union membership. Selection for training and development and promotion will be on the basis of the individual’s ability to meet the requirements of the job.
 
This job description is subject to change in consultation with the post holder to take into account changing organisational needs. 



Signature                                             Date                                         	  
Signature of 
Head of Department                              Date                                         	  



PRACTICE PLUS GROUP 
PERSON SPECIFICATION FORM

Job title:			 Administration Manager
Department:			

	FACTORS
	Essential
	Desirable

	1.  Physical requirements

	· Satisfactory Occupational Health clearance for the role specified
· Satisfactory relevant DBS clearance
· Good attendance record
	

	2.  Education and                          qualifications
	· Appropriate equivalent managerial experience
· Maths and English pass at GCSE or equivalent level
	· Management qualification NVQ level 4 in Business Administration


	3.  Previous experience
	· Experience and evidence of effectively managing teams within last 12 months
· Awareness of risk assessment
· Excellent time management
· Demand / capacity / utilisation experience
· Previous experience of referral management systems

	· Experience in the private sector
· Experience in a healthcare setting

	4.  Skills, knowledge and abilities
	· Excellent communication skills, verbally and in writing
· IT literate
· Able to demonstrate critical reasoning skills and decision making
· The ability to work co-operatively with senior teams, external agencies and to develop effective working relationships
· Quality focused with innovative approach, the ability to solve problems and implement action plans
· A strong understanding of multi-disciplinary issues and commitment to multi-disciplinary working
· Experience of effective staff support and management
· Experience of staff development 
· Experience of business development
· Able to organise own workload and support others
· Able to present and chair meetings with multidisciplinary backgrounds
	





	5.  Aptitude and personal characteristics
	· Commitment to self-development 
· Commitment to promoting equality and diversity in the workplace and in service delivery and development
· Able to work autonomously or as part of a team
· Ability to be flexible with regard to working hours
· Good sense of humour
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