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Katrina Otto

Bachelor’s degree in Adult Education,
Diploma of Business, Health
Administration

Certificate IV Training & Assessment
Certificate — Social Welfare

Managing Director, Train IT Medical Pty Ltd
Practice Management Consultant & Software Trainer
30 years experience in wide variety of medical
practices.

25 years experience as a TAFE teacher of medical
administration & practice management.

Approved trainer for Dept of Health, Best Practice,
Medical Director. Australian Digital Health Agency,
AAPM, APNA, RACGP, ACRRM, PEN CS, Polar,
Avant Mutual and others.
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Access our webinars:

https://courses.trainitmedical.com.au/

Enrolment Code: WSPHN-2023
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ePrescribing, Results and
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Learning Outcomes:

1. Define skills and attributes of the Practice Manager role.

2. Access information and support to build competence in the
PM role.

3. Learn techniques to better manage staff and lead a high
performing practice.

Train IT Medical trainitmedical.com.au
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Learning Objective 1.

Define skills and attributes of the Practice Manager role.

Train IT Medical trainitmedical.com.au



Core Principles of Healthcare Practice Management:

Financial management

Human Resource Management Qopm
Planning and Marketing A on Mt ot
Information Management itps dhvessisaapin.org.al

Risk Management

Governance and Organisational dynamics

N o Uk Wb RE

Business and Clinical Operations

https://www.aapm.org.au/Your-Profession/Definition-of-a-Practice-Manager
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What are some other names for ‘Practice Manager’?

“Quite clearly there are people doing

the work of practice management, who “It 1s the work that
are called something else such as: ]
- determines the role, not
- Practice Administrator .
- Office Manager the tltle.”

Business Manager

Administrative Assistant or (often) QClpm

jonist.” Australian Association of
Secretary/Receptionist. stilin Assocationof

https://www.aapm.org.au/



https://www.aapm.org.au/

Practice Management Fundamentals

Regulatory Framework & Compliance
Accreditation

Technology/Information Management
Human Resource Management
Financial Management

Business Planning

Marketing

Training

O 0 NO U kA WwDbhRE

Continual quality improvements.
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What skills do you need? What attributes do you need?

Skills are tangible, something you've learnt Think qualities, traits eg patience, leadership
eg using your software




Half page excerpt from a 6-page Practice Manager job description:

* The Practice Manager is expected to have demonstrated achievement or capability in the
following areas:

A broad understanding of the requirements of a small to medium business.

Ability to communicate verbally and in writing.

Time management skills and the ability to priorities tasks.

Leadership and team building experience.

Ability to devise and review systems for operational efficiency and control.

Computer management skills, including information security (computer backup).

Skills in accounting and business reporting.

Knowledge of relevant legislation.

Knowledge of employment conditions.
Commitment to continuing education.

Decision making competence.

trainitmedical.com.au
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What people THINK leadership is:

Telling people
what to do

]

/

v

What LEADERSHIP really is:

& Integrity
- Cast a vision
Use of influence

Use of power

¥ Praise your team
Self-awareness

= Listen first and
speak last

# Empathy

trainitmedical.com.au



Business Planning:

Determine annual business goals in consultation with the
Practice Principal(s).

 Develop and implement strategies for achievement of
practice goals.

* Prepare budgets and business plans around the goals.

* Provide regular reports on business performance in
relation to the budgets, business plans, and business goals.

trainitmedical.com.au



SWOT Analysis

For instructions on using SWOT Analysis, visit www.mindiools.com/rs

""MindTools

Essential skills for an excellent carea

Strengths

What do you do well?
What unique resources can you draw on?
What do others see as your strengths?

Opportunities

What opportunities are open to you?

What trends could you take advantage of?

How can you turn your strengths into opportunities?

Weaknesses

What could you improve?

Where do you have fewer resources than others?
What are others likely to see as weaknesses?

Threats

What threats could harm you?

What is your competition doing?

What threats do your weaknesses expose you to?

www.mindtools.com/rs/SWOT

trainitmedical.com.au



http://www.mindtools.com/rs/SWOT.

Personal SWOT Analysis Worksheet

« Forinstructions on using Personal SWOT Analysis, visit www.mindtools.com/personalswot,

Strengths Weaknesses

What do you do well? What could you improve?

What unique resources can you draw on? Where do you have fewer resources than others?
What do others see as your strengths? What are others likely to see as weaknesses?
Opportunities Threats

What opportunities are open to you? What threats could harm you?

What trends could you take advantage of? What is your competition doing?

How can you turn your strengths into opportunities? What threats do your weaknesses expose you to?

https://www.mindtools.com/worksheets/Personal_SWOT_Analy
sis_Worksheet.pdf

trainitmedical.com.au
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Create the vision and build your TEAM

* Recruitment, development and management of non-
clinical practice staff to ensure high performance and
continuing professional improvement.

* Leadership and management including team building,
delegation of tasks and conflict resolution.

* Administer payroll to ensure both employee and
employer interests are protected, tax/superannuation
obligations are met and records are maintained.
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Example from
rural WA
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Create the Vision —why the data, why we do what we do

BESE88 - @mmEE

Disease Tracker

Diagnosis

@ covos

Daberrn

Prumonia

Respiratory Disarder

Dvarrhoea
Imumunisations

rTansations

trainitmedical.com.au



en caught early over

C al ) )
4 s MM mseor
B 1 3 - : A"
i ALV - ‘\)l‘gl|§:l A\ l'..(.'

- :
N - % . —— o i o
\\./l-( ,‘.“l_‘l_i ),;\', )
s L. NS YT N ~ 3 B W

will beat it

trainitmedical.com.au




Data & Technology




Technology

QR Codes
Electronic forms
ePrescribing

Online appointments
Telehealth

Go Share

Cubiko

Pen CS

Practice Intranets
Practice Management Software




Driving technology efficiencies

QR Codes for

1. Patient consent forms

2. New patient registration forms
3. Patient feedback

trainitmedical.com.au



Training
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Competence
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Your Ongoing Learning Plan

Mt Dlwiitt Medical Centre
June 19 - Q

NetWO r kl n g Cu Itu re We are holding a Free Hep C testing clinic on Monday the 26th June , from 9am to 11am.
)

No bookings are required and its a simple finger prick test.
When you arrive, just let the admin team know you are here for the clinic, see you Monday. &

& Marketing your practice

Quinns Mindarie Super Clinic

ol Liknd ~ A Following » Share

4 Quinns Mindarie Super Clinic
Apeil 16 3t 11 SEPM Q@

Video consultations. phone consultations and face-to-1ace consultanons

are all available at QMSC with your GP and health care team

Professors Brendan Murphy and Michael Kudd are urging Australians

especially those with chronic health conditions, to contmue their regular

Quinns Mindarie check ups and not 1o neglect their other general health conditons See
; what our team has to say on today's video

Super Clinic

oy Like (J Comment #> Share

About

RACGP Guide to marketing your practice
https://www.racgp.org.au/running-a-practice/practice-resources/practice-
tools/general-practice-business-toolkit/general-practice-tool-kit/module-
3/the-5-ps

Commumnity

Notes

trainitmedical.com.au
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Learning Objective 2:

Access information and support to build competence in the PM role.

General Practice Support

\'

\/\A‘

Quality Improvement in General
Practice

Training & Education

Accreditation

Train IT Medical trainitmedical.com.au



Further Learning:

UNE - https://unep.edu.au/short-courses/

TAFE - https://www.tafensw.edu.au/short-courses

AAPM - https://www.aapm.org.au/

RACGP - https://www.racgp.org.au/running-a-practice/practice-management

RACGP Risk Management - https://www.racgp.org.au/running-a-practice/practice-
management/general-practice-governance/clinical-risk-management

RACGP Practice Managers mailing list:

https://www.racgp.org.au/running-a-practice/practice-resources/practice-
tools/general-practice-business-toolkit/general-practice-tool-kit/subscribe-to-the-

newsletter

trainitmedical.com.au
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Diploma of Practice Management
©~  What You'll Learn .

® Manage practice operations and planning

® Manage and facilitate ethical and legal compliance

®* Manage budgets and financial plans

® Manage billing and accounting systems

® Implement and monitor prpcedures and policies for infection control

® Manage staff performance and relationships effectively

* |mplement and monitor work, health and safety processes, identify hazards and hazard
assessment processes/procedures

® Understand legal and ethical considerations for health practice billing

® Understand legal and ethical frameworks to use in management for development and
monitoring of policies and procedures

@‘ Duration Study Load y

® Part-time: 19 months
® Full-time: 12 months

TAFE * Maximum 24 months

trainitmedical.com.au
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Tools to Support Quality Impravement




Wentest O T —

What are we trying to accomplish?

How will vee know If a change
IS an Improvement?

What changes can we make that will result
inimprovement?

PLAN

STUDY DO

trainitmedical.com.au


https://wentwest.com.au/health-professionals/general-practice-support/quality-improvement-in-general-practice/

Further learning:
www.trainitmedical.com.au

PIPQI & Quality (Data Driven) Improvements

We share because we care

U0, 1ining A consiiting 1o medical practices

A 1 A ger 1§ I e
Train IT Medical Principal Katrina a a & FiE orkshops or webinars sg | or) ¥
practce r e d adrr t} Austra

Our expertise covers all aspects of practice life. Talk to us!

e TRAIN IT MEDICAL

e trainitmedical.com.au

trainitmedical.com.au
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Learning Objective 3

Learn techniques to better manage staff and lead a high
performing practice.

Train IT Medical trainitmedical.com.au



Consider skills and attributes needed to run effective meetings

PRINARY  CARE
umﬁﬂY =

trainitmedical.com.au



Meetings & Business Planning

HERDING CATS:

“A fulile aftempt to control that
which is 'mhemﬂ“y uncoeritrollable

| /

= .}:) _:
L e /¢ _@iﬁ ~ (o-ll

(T TAKES ONE TO HERD ONE. ”




Meetings & Business Planning

Clear Form

COVID-19 Daily Management Plan p&b't“”ﬂ"'h=“-“'—’

An ustralian Gavemmart inisamve

Day: Date:

1. Visit key websites for updates

a. www.waphn com.au/news-events/coronavirus
b. https://www.gld.zov.au/health/conditions/health-ale rtsfcorsq_auirus—covid- 19/ current-status/current-
[

status-and-contact-tracing-alerts
c.  https://www health ald.gov.au/news-events/doh-media-releases
d. https://www_health gov.au/news/health-alerts/novel-coronavirus-2019-ncov-health-alert

Key points for discussion at team meeting:

2. Daily Team Meeting:

Attendance:

Actions from yesterday’s meeting:

What's changed since yesterday:

What's on today:

Issues, concerns, or WHS risks raised:

Improvement suggestions (CQl):

Update whiteboards, notice boards, and communication books with any new information

Ensure all PPE stocks are replenished, including hand sanitiser and soap dispensers

Review appointment book to ensure all telehealth bookings include all necessary details

L Bl Eal

Wipe down the waiting room chairs and reception surfaces with disinfectant wipes at lunch
time and any other time as required following infection control standards

hl

Check pathology and PPE stocks and reorder as necessary

8. Check in with staff members on their mental health and wellbeing
Are you OK? If not, to follow up
Are you using the appropriate infection control technigues and staff PPE?
Are there any practice issues or concerns? If yes, to follow up

9. Today's good news story:

10. Provide feedback to your PHN coordinator on any good news stories, issues, or concerns




Lead with evidence

PIP QI 10 Measures

1. Patient with Type 1 or Type 2 Diabetes, and a
HbAIC result recorded within the last 12
months

@ Missing

7. Alcahol consumption recorded
(age 15+y0

Missing

2. Smoking status recorded in the last 12
months (age 15+ yo)

G:,\T‘, Missing

5. Patient with Diabetes, and Immunized for
Influenza in the last 15 months

12

Igh g Missing

3. BMI recorded in the last 12 months
(age 15+y0)

@ Missing

6. Patient with COPD, and Immunized for
Influenza in the last 15 months (age 15+yo)

)\ Missing

10. Patient with Diabetes, and with Blood
Pressure recorded in the last 6 months

=] Missing

"‘_. Previou

Alan Abbott, 48 yrs, M

[ 20 ]

8. CVD Risk Factors recorded
(45-74y0)

\\ moking Staty

s Missing

whetes Dagnosis

Type 2 Diabetes

sl 120/90mmHg
(13 Nov 2018}

Cholester
/ ; Missing

UL
Missing
48
(‘)j‘ end
. 2% Male

trainitmedical.com.au



Understand Change Management

4 8y B,
@ @ - o — _
<{ g/ <anl v=| = CHANGE!

VISION SKILLS RESOURCES INCENTIVES ACTION PLAN

Train IT Medical trainitmedical.com.au



Your KPIs — track performance

Health Assessments (705s) completed by month Target = 80 per month

120 |

100

B0

60

40 ~

20 A

Jun-15 Jul-15 Aug-15 5ep-15 Oct-15 Now-15 Dec-15 Jan-16 Feb-16 Mar-16 Apr-16 May-16 Jun-16 Jul-16 Aug-16 Sep-16 Oct-16 Mov-16 Dec-16 Jan-17 Feb-17

Fa £

O Tips: Encourage a team effort to achieve the goals by setting a target on the
= graph & place graph in the staff room/noticeboard to encourage a proactive
approach.

Train IT Medical trainitmedical.com.au



1. Create aculture of quality

2. Clear constant communication
3. Lead with positivity

Train IT Medical trainitmedical.com.au



Example from
rural WA
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Empower your team to act on the vision & delegate

X
- -
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«
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PDSA station

trainitmedical.com.au



CKD Quality Improvement Activity /PDSA - Sample
I

1. What is our goal?
Improve the ongoing management of patients with chronic kidney disease (CKD) through = patient centred, team-
based approach.

2. How will we measure our progress?

1. Identify regular patients in with uncoded kidney disease...
2. Increase the number of patients with kidney disezase who have a management plan......

' Better

p——
\ e L3 . 'L} ! LR 3 ('L )
Next steps: Team members
®  Build a register of patients with kidney disease (look for indicated = Data collection/reporting: ) _
dizgnosis). Updating data in Bp: How blg a problem is this?

How do you measure?
How do you improve?
How do you lead improvement?

PON =

trainitmedical.com.au




Example from Leschenautt Medical, Bunbury, WA
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Engage your team

c Our Improvemant Map _ c Our Improvement Map
P

s <

Our Improvemant M o
W o o i c.‘ Ows Improvement Map

trainitmedical.com.au



Consolidate improvements and lead continual change

Medicare




Leading change Celebrate your success|

|,

A4

Ihis is one of the
things | am moslt

THE EMOTIONAL JOURNEY OF
CREATING ANYTHING GREAT [/ it

This is the best
iden everl!

I'his will be fim

I'his i« handor than Boliof Persistonee
| thought
Fuamily « Hhamone

THE EMOTIONAL JOURNEY IS INEVITABLE AND PERHAPS NECESSARY )

trainitmedical.com.au



Katrina’s tips for a successful,
happy practice of the future:

Set small achievable goals
Document and review improvement —
activities :
Train all staff on technology —
Collaborate and train new processes L

Adopt an infinite mindset =
Create a team spirit —
Monitor and communicate performance 1“:1
Celebrate progress — no matter how small -

[

N

O NGO RAEW

Train IT Medical



Celebrate each improvement

Train IT Medical trainitmedical.com.au



: phn
PRACTICE DEVELOPMENT = ———
& QUALITY IMPROVEMENT

FRAMEWORK

We are committed to working with primary care and key partners to achieve our
vision of healthier communities, empowered individuals and a sustainable primary
health care workforce and system.

»
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WESTERN SYDNEY wentwest

it Initiative Progressing Health Now

Keep up-to-date with the latest health information on COVID-19

WentWest Stories

Residential Aged
Care Facilities

HealthPathways

Mental Health

Mental Health
Referral Form

Commissioning
and Tenders
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Train IT Medical

Leading your practice into a digital future

katrina@trainitmedical.com.au

trainitmedical.com.au

Courses.trainitmedical.com.au

Facebook: trainitmedical
Linked In

trainitmedical.com.au
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