EASTGATE MEDICAL GROUP

Including Hastings Medical Centre

JOB DESCRIPTION

Position: Operations and Patient Experience Manager 

Reports to: Practice Manager 

Job Purpose:  To play a key role in ensuring the smooth, efficient, and high‑quality running of the GP practice. Working closely with the Practice Manager and senior leadership team, the post-holder will provide day‑to‑day operational oversight and support to the Admin, Care Navigation, Dispensary and Hastings Care Navigation Team Leaders.
To take responsibility for monitoring key performance areas including Friends and Family Test (FFT) reporting, contributing to patient experience improvement work, and supporting the management of patient complaints. The role also includes ownership of general day-to-day premises maintenance tasks, ensuring issues are actioned promptly to maintain a safe and functional environment for staff and patients.

Key Areas of Responsibilities:
Patient Services; Patient Experience; Workforce Support; Quality Improvements: Properties and premises management:

Main Duties and Responsibilities
Team Leadership & Operational Support
· Provide line management, coaching, and support to Team Leaders across Admin, Care Navigation, Dispensary and Hastings Care Navigation.
· Ensure effective rota management, workload allocation, and staffing cover.
· Support recruitment, onboarding, and performance management processes for non‑clinical teams.
· Promote a positive working culture and strong communication across departments.

Patient Experience & Reporting
· Oversee the collection, monitoring, and reporting of Friends and Family Test (FFT) feedback.
· Identify trends in patient experience data and work with teams to develop improvement actions.
· Support the Practice Manager in handling patient complaints, including initial triage, draft responses, and ensuring timely resolution.
· Contribute to patient engagement initiatives including the Patient Participation Group and service improvement projects.

Premises & Facilities Management
· Act as first point of contact for routine premises and facilities issues.
· Arrange repairs and maintenance (e.g., plumbing, electrical, cleaning, waste, grounds).
· Maintain records of premises work, service contracts, and compliance checks as required.
· Support the Practice Manager with health & safety activities, including risk assessments and building security.

Operational Efficiency & Compliance
· Contribute to practice plans and quality improvement initiatives, including monitoring and measuring outcomes.
· Review and improve administrative systems and processes to enhance efficiency.
· Ensure teams are following practice policies, confidentiality requirements, and data protection legislation (e.g., GDPR).
· Contribute to CQC compliance evidence and preparation as required.

Communication & Collaboration
· Work closely with the senior leadership team, partners, and clinical teams to ensure operational alignment.
· Attend internal meetings, contribute to decision‑making, and support implementation of changes.
· Foster a culture of excellent customer service, continuous improvement, and teamwork.
