
 

Operations Manager – MW V1 Sept 2021  
Page 1 of 5 

Combe Coastal Practice 
 

Operations Manager 
 

JOB DESCRIPTION 
 

 

Position:  Operations Manager 
 
Hours:   Full Time: 37.5 hours per week 
 
Responsible To: Strategic Business Manager 
 
Salary:   £33,000 - £36,000 dependent on experience 
 

 
Combe Coastal Practice 
 

Combe Coastal Practice is the largest Practice in North Devon caring for over 18,500 

patients; we are a vibrant and innovative Practice which believes that the doctor patient 

relationship remains at the heart of effective health care. 

Combe Coastal Practice is part of the North Devon Coastal Primary Care Network serving 

approximately 45,000 patients covering the majority of the North Devon Coastline from the 

Somerset border to Georgeham and Croyde. 

In 2021 post Pandemic the Practice decided to review its Strategic Direction and Planning to 

ensure it was well placed to meet the challenges of the next ten years. This was done 

through a full Practice review and development of new strategic objectives; this included a 

restructuring of the Senior Management team and the development of this new role. 

 
Job Summary 
 

The Operations Manager (OM) will form part of the new Senior Management Team (SMT) 

working alongside the Strategic Business Manager (SBM).  

 

The Operations Practice Manager will take full line management responsibilities for 

numerous areas within the Practice and be expected to manage and resolve these issues 

dynamically and proactively. 

 

This role will be overseeing and managing all of the operational responsibilities within the 
Practice to ensure that we maintain our strong operational foundations and values. This will 
enable the SBM to focus on the Strategic priorities of the practice alongside wider Primary 
Care Network/North Devon Collaborative Board work, which is crucial in developing and 
influencing new opportunities, especially with the implementation of Integrated Care 
System (ICS) structures in 2022. 
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Primarily the job summary will be (not exhaustive): 
 

1. To line manage the Patient Services Team, the Estates and Policy Manager role and 
the Senior Urgent Care Team/Pharmacist Team lead and to work alongside the 
Senior Nursing Lead overseeing the operational delivery of the nursing team and 
Urgent Care Team. 

 

2. Undertake a variety of duties to lead the smooth running of the Practice, overseeing 
day to day operations, providing leadership and support to the Practice Team, 
Salaried GPs and Partners. 

 

3. To oversee the rotas and shifts of the Patient Services Team and the GP’s alongside 
the Patient Services Team leader. To ensure annual leave and cover is in place to 
allow the smooth running of the Practice. To act dynamically on a daily basis to 
manage last minute absence and changes, to ensure continuity of care to patients  
 

4. Ensure all operational functions are carried out in accordance with agreed 
procedures, protocols and time scales. Reporting to the SBM, SMT and Executive 
Team as necessary. 
 

5. Project a professional, positive and friendly image to patients, visitors and the whole 
Practice team. 
 

6. Attend, participate and lead Practice meetings when and where required. 
 

7. To work dynamically on a daily basis as the first point of contact for resolving 
operational issues. 
 

8.  To deal with any issues through a thorough and effective understanding of 
SystmOne, where needed to interrogate the system and generate reports and 
searches which aid contractual delivery of service and/or detailed work flow 
analysis.     
 

Key responsibilities of the Post: 
 
This Job Description is neither exhaustive nor exclusive and will be reviewed periodically in 
conjunction with the post holder and based upon the presenting business needs. 
 
The post holder will be expected to work effectively using their own initiative and in the 
absence of the SBM will take responsibility for the overall running of the Practice. The post 
holder is required to carry out any duties that may reasonably be requested by the SBM or 
Partners, these duties and responsibilities may include any or all of the items in the following 
list. These duties may be varied from time to time under the direction of the SBM, 
dependent on current and evolving Practice workload, NHS priorities and staffing levels. 
 
One of the priority elements of the OM role will be to act as the primary interface 
between the SMT and the Patient Services Team and the GPs. Combe Coastal Practice has 
a large team and ensuring that issues on the front line are dealt with quickly, 
professionally and with empathy is crucial to the Practice.    
 

 To act as the primary contact for the Practice team and patients regarding any 
queries or concerns. Escalating to the SBM or Partners as necessary. 
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 To ensure that the Patient Services Team have up to date working shifts and annual 
leave rotas’ in place. This will be done alongside the Team leader. Rotas’ should 
ensure that all work flows are covered and that adequate team cover is in place. 
(see more information on Patient Services Team below) 

 

 To ensure that the GP’s have an up to date working shift and annual leave rota in 
place.  Rotas’ should ensure that all work flows are accounted for and that adequate 
GP cover is in place up to six weeks in advance. 
 

 To oversee the booking for locum cover and identify potential changes to the rota to 
cover shortfalls. 
 

 To oversee the management of the GP retainers, GP Trainees, Med Students and 
placements and liaise with their representing body i.e. UEMS, HEE 
 

 Oversee the day to day general running of the practice and two branch sites. 
 

 To assist in HR matters, team appraisals for the Patient Services Team, recruitment, 
training and performance.*  Prepare advertisements, job descriptions, and person 
specifications; arrange and participate in selection interviews; take up references 
and write to successful and unsuccessful applicants 

              (*Overarching HR will be overseen by the SBM, training will be overseen by the Estates and 
Governance manager) 

 

 Maintain a thorough knowledge of Practice procedures, policy and protocols; ensure 
all functions are carried out in accordance with these. 

 

 To manage first line complaints and communicate with Practice Team and patients. 
This may be through initial investigations and verbal or written communications 
with the patient. Combe Coastal Practice will attempt to deal with all complaints 
informally in the first instance; however this should be done in line with Practice 
Policy and be recorded for audit and review purposes. 
 

  Contribute to the effectiveness of the team by reflecting on team activities and 
making suggestions on ways to improve and enhance the teams’ performance. 
 

 Oversee the Practice working day and appointment management, including patient 
appointment changes and alterations through the SystmOne clinic system. 
 

 With the SBM and IT team, continue to develop the digital aspects of the Practice, 
liaising with DELT  (the local IT support organisation) as required.    This will include 
updates and developments to Primary care management on SystmOne; this will be 
done ensuring conformity and compliance with the NHS standard policy and 
communications guide. 
 

 To use SystmOne to effectively understand day to day performance, to ensure 
where needed the system is used to produce reports and searches for the purposes 
of understanding patient clinical flow and addressing presenting issues. 
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 To ensure that an overview of work flow pressures is in place, and where possible 
put in place systems to mitigate any risk which may occur due to this.  
 

 To undertake alongside the SBM the operational submissions required for 
conformity to the contractual obligation of the Practice. This may include 
submissions and declarations for CQRS, Quality Outcomes Framework, EDEC, 
Information Governance Data Protection Toolkit, Public Health contracts, PCN DES 
for example. 
 

 To oversee key Practice meetings, this may include Patient Participation Group 
(PPG), Staff Rep meetings, Practice meetings, nurse meetings, Flu & vaccination 
meetings, Medication Optimisation meetings, GP educational meetings. 
 

 To foster relations with the PPG. 
 

 Support the SBM with implementing new services as funding from both Primary 
Care Networks and Collaborative Board is established. 
 

Providing support to the patient services team undertaking the following duties 
 

 Opening up/locking up of Practice, setting up of systems at the start of the day and 
ensuring all workflows are completed at the end of the day. 

 Ensuring an effective and efficient reception service is in place during core hours, 
this includes front desk and administrative duties  

 Dealing with general enquiries, booking appointments, managing secretarial work 
and dealing with e-consults and online booking 

 Managing the agreed care pathways for all patients including Urgent and Routine 
processes. 

 All management of patient data and inputting, this will include new registrations, 
medical record coding, and prescription management.  

 Ensure all of the practice team are working within the Data Protection and 
information governance guidelines. 

 Managing requests for information and medical reports appropriately, this will 
include request for medical records relating to potential clinical negligence claims 
and complaints. 

 
 
Providing support to the GP’s who are undertaking the following duties 
 

 Responding to requests for changes to appointments. 

 Ensuring that rotas and allocation of appointments and protected time are in line 
with GPs portfolio and lead area. 
 

 
Providing direct reports to the SBM and SMT undertaking the following duties 
 

 Ensure direct reports are ready for submitting to the SMT as per meeting schedules. 

 To attend SMT meetings and report against key areas of delivery. 

 To actively input on areas of development and integration into the current system. 

 To support the SMT in implementing new ways of working. 
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Information Management and Technology 
 

 Evaluate and plan practice’s’ IT implementation and modernisation 

 Keep abreast of the latest development in primary care IT including DoH initiatives 
and regularly update the practice management team 

 Motivate, support and monitor staff in the use of IT; organise, oversee and evaluate 
IT training 

 Set targets and monitoring standards for data entry and data collection  

 Ensure that the practice has effective IT data security, back-up, maintenance and 
disaster recovery plans in place 

 Liaise with the PCO regarding systems procurement, IT funding and national IT 
development programmes. 

 
Information Governance 
 

 Liaise with PCO IG personnel on behalf of the Practice to ensure the development of 
an Information Governance policy that sets out at a high level the organisation’s 
intended approach towards IG 

 Ensure that an annual assessment of the Practice’s’ performance against the 
standards in the Information Governance toolkit is completed 

 Ensure that an IG plan is in place for each Requirement to enable improvements to 
be made against the assessment 

 Ensure policy and procedures are reviewed on an annual basis and arrange for 
amendment as necessary 

 Maintain and update own knowledge of developments in information management 
and, in light of the National Programme for IT, in records management systems 

 Monitor the Practice’s information handling activities to ensure compliance with law 
and guidance 

 Assist with investigations into complaints about breaches of confidentiality, Data 
Protection Act 1998 or Freedom of Information Act 2000 provisions and undertake 
reporting/remedial action as required. Maintain a log of any incidents and remedial 
recommendations and actions 

 Provide expert advice to the Practice on Information Governance issues 
 
Personal/Professional Development 
 
The post-holder will participate in any training programme implemented by the practices 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. 

 
Other 
 

 To undertake any other duties that may be requested by the Partnership 
 
 


