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Fakenham Medical Practice 

 
Job title: Patient Services Manager 
 
Hours: 37 hours per week 
 
Holidays: 28 days pro rata plus 8 bank holidays  
 
Reports to Operations Manager 
 
Direct reports Patient Coordinators, Apprentice Patient Coordinators                         
 
 
The Fakenham Medical Practice 
 
The Fakenham Medical Practice (FMP), is a ten doctor dispensing practice providing care to 
around 15,000 patients in and around Fakenham in North Norfolk. 
 
We work from modern, purpose-built premises. The partners and staff have a shared belief in 
the delivery of high quality, traditional personal family healthcare.  Patients’ interests are kept 
very much to the fore and there is a strong commitment to develop patient services.  To 
promote a multi-disciplinary team approach, we share our premises with other providers 
including a pharmacy, adult social services and local community services e.g. physiotherapy 
and midwifery. 
 
The practice is part of North Norfolk Clinical Commissioning Group and has a branch surgery 
at Walsingham. We are a training practice for GP Trainees. 
 
Practice Mission Statement 
 
Fakenham Medical Practice is committed to working with compassion and understanding to 
provide all its patients with accessible, responsive and efficient services that deliver good, 
safe and effective care. 
 
Main purpose of role 
 

• To work with the Operations Manager  to lead, train and encourage the Patient 
Coordinator Team and ensure that at all times it projects a positive, friendly and 
professional image of the practice to patients, carers, visitors and other contacts both in 
face to face and via the telephone. 

• To ensure the Patient Coordinator Team receives, assists and directs patients in a 
courteous and efficient manner, helping patients assess the primary care services and/or 
health professional they need in a timely fashion. 

• To support and encourage patient coordinator colleagues and the wider practice team 
and to undertake duties that contributes to the smooth running of the practice. 
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• To proactively facilitate efficient and effective communication between patients, clinicians, 
secondary care and other associated healthcare professionals/agencies.  

 
Key relationships 
 

Partners, salaried doctors, trainees, Chief Executive, Operations Manager, HR Lead, Patient 
Coordinators, all other Fakenham Medical Practice staff, patients, Patient Participation Group 
members, staff at member practices of North Norfolk Clinical Commissioning Group, local 
pharmacies and other community providers. 
 
Key Objectives: 

 
To assist and support the Operations Manager in maintaining and developing the efficient and 
effective running of the Reception to meet the required standards and targets, in particular to 
deliver continuous improvement of: 

• Reception services, procedures and performance in order to best meet the needs of 
patients, carers, clinicians and community colleagues. 

 
 
Job duties and responsibilities: 

 
1. Working with the Operations Manager, to deliver the continuous improvement of a high 

quality reception service to patients, carers, visitors and other contacts, particularly; 

• To support, train and mentor patient coordinator team members. 

• Provide first line support to all staff in order to promote excellence in customer 
service. 

• Maintain a high quality patient experience at both surgeries and offer timely and 
appropriate information and advice to patients. 

• To agree and communicate weekly rota, reviewing and updating as and when 
required. 

• To review, update and document reception procedures and communicate changes 
in a timely manner.  

• To support colleagues in dealing with difficult or unpleasant patients or situations. 

• To be the first point of contact for complaints and report to Operations Manager. 

• To deliver and document team meetings and ensure good communication both 
within team and with other relevant staff and suppliers  

• To contribute to the recruitment, appraisal and, when necessary, discipline of direct 
reports with the support of the HR Lead. 

• To contribute to probationary reviews and annual appraisals for direct reports with 
the HR Lead. 

• To attend and contribute to cross-practice management meetings as requested.  
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• Support the administration of room bookings to ensure best utilisation of clinical 
space while delivering high quality patient services. 

• To lead the signposting initiative, as the Signposting Champion, by delivering 
continuous training for Patient Coordinators and informing management of any 
updates. 

• Signposting patients to appropriate services and managing Triage and Duty team 
appointments. 

• To lead the Social Prescribing initiative in conjunction with the FWMS Coordinator, 
as the Social Prescribing Champion, by setting up and implementing the project. 

• To make changes to the SystmOne appointment system as required. 

• To work with the Operations Manager to identify dates of NHS campaigns that the 
Practice should take part in and advertise accordingly. 

• Member of flu vaccination implementation team, assisting with organisation, 
planning and promotion of flu clinics. 

• Member of Covid and flu vaccination implementation team, assisting with 
organisation, planning and promotion of vaccination clinics.   
 

• Assist with planning and delivery of additional reception training in order to 
maximise the potential of individual members of staff and their teams. 

 

2. Working with the Operations Manager, to agree, review and improve Patient Coordinator 
Team standards for: 

• Meeting and greeting patients; dealing with front and back office enquiries; 
explaining procedures; making new and follow-up appointments and cancelling 
appointments when necessary. 

• Explaining practice services and procedures to new patients and those seeking 
registration as a temporary resident; ensuring all required documentation is 
complete prior to hand over. 

• Processing requests for appointments, visits and telephone consultations and 
ensuring callers are directed to the most appropriate healthcare professional. 

• Taking messages and passing on information. 

• Contacting patients to rearrange appointments if clinical session is amended. 

• Responding promptly and appropriately to patient needs e.g. queues, confusion, 
sickness, calling for help as and when required to do so. 

• Opening and closing the surgery and all procedures relating to this. 

• Advising patients of charges for non-NHS services accept payment and issue 
receipts. 

• Checking and signing for deliveries made to the Practice – contact other agencies 
on the premises if deliveries are for them and ask them to come and collect. 
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3. To use the Practice clinical system (SystmOne) to process and record information in an 

accurate and timely fashion in accordance with Practice policies and procedures and to 
ensure all members of the Patient Coordinator Team are appropriately trained and 
confident to do the same. 

4. To ensure the reception area and waiting rooms, notice boards and leaflet dispensers are 
kept clean, tidy and free from obstructions and clutter. 

5. To provide cover for members of the Patient Coordinator Team during periods of sickness 
and annual leave. 

6. To communicate politely and effectively with patients, carers, colleagues and other 
contacts, recognising people’s needs for alternative methods of communication e.g. 
translation services and responding accordingly. In this way, through good communication 
and working collaboratively with colleagues and other agencies to support the provision of 
a seamless co-ordinated multidisciplinary service. 

7. To highlight any potential problems i.e. complaints, significant incidents, disciplinary 
issues, grievances, broken or damaged equipment, health and safety risks to patients, 
staff or visitors to the Operations Manager as and when they become apparent. Taking or 
recommending corrective action as appropriate to minimise impact of problems/risks 
identified. 

8. At all times, to maintain the highest standards of behaviour, to comply with and follow 
practice and CQC policies, protocols and procedures, including information governance, 
confidentiality, health and safety, infection control, equality and diversity and to report any 
breach or suspected breach immediately. 

9. To undertake regular training and development, to keep personal development plan up to 
date and to attend staff meetings. 

10. To undertake any other activities that may from time to time be reasonably requested by 
the HR Lead, Operations Manager, Chief Executive or Partners.  

This job description is not exhaustive. You are required to carry out all duties and obligations 
of which you have been advised, and also to comply with any rules, instructions, directions,  
policies, protocols and procedures as may from time to time relate to your employment.  You 
will also be provided with oral instructions as to your job duties and responsibilities, and you 
should follow such instructions.   
 
You should understand that your job title and job description may be amended from time to 
time, and that you may be called upon to carry out additional or other duties as may 
reasonably be required.  There may also be times when you are asked to transfer to an 
alternative job either on a temporary or permanent basis.  You will not be assigned to duties 
or required to perform services which you cannot reasonably be expected to perform.   
 
The nature of our business and the changing needs of the National Health Service mean that 
you must be flexible in your approach to your work and in the duties that you may be required 
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to undertake in order to provide service to our patients, and that the obligations upon you will 
inevitably vary and develop. 
 
 
 
Signed and agreed 
 
Post holder ....................................................................... 
 
Name .......................................................................  
 
Date ....................................................................... 

 
Signed and agreed 
 
Operations Manager ....................................................................... 
 
Name ......................................................................  
 
Date ...................................................................... 
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Person Specification – Patient Services Manager 
 

Qualifications Essential Desirable 

Good standard of general education ✓  

GCSE Mathematics & English C or above ✓  

Supervisory management qualification  ✓ 

AMSPAR Receptionist certificate or equivalent  ✓ 

NVQIII in Customer Care or equivalent ✓  

Health care or nursing qualification  ✓ 
 

Experience Essential Desirable 

Experience of working with the general public both face to 
face and on the telephone 

✓  

Experience of leading/supervising a team ✓  

Experience of reception work ✓  

Experience of working within healthcare setting  ✓ 

Working knowledge of SystmOne clinical system or equivalent  ✓ 
 

Skills Essential Desirable 

Excellent communication skills (Written and Oral) ✓  

Good, confident IT skills (Microsoft Word, email etc.)` ✓  

Clear, polite telephone manner ✓  

Leadership and training ✓  

Time Management and the ability to work to deadlines ✓  

Problem solving skills and good judgement ✓  
 

Behaviours Essential Desirable 

Smart, polite and confident ✓  

Honest, reliable, good time keeping ✓  

Planning and organising work of self and colleagues, sees 
activities through to completion 

✓  

Consistently performing to a high standard even when under 
pressure 

✓ 
 

Adaptable and flexible ✓  

Using initiative and judgement – when to ask for help/advice, 
when to hand over to others more suitable/qualified 

✓ 
 

Leading and working as part of a team and being supportive 
of colleagues 

✓ 
 

Self-motivated, sets high personal standards, meets agreed 
objectives and targets 

✓ 
 

Can do attitude and encourages others in same ✓  

Maintains confidentiality at all times ✓  

 


