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AAPM,  APNA, RACGP,  ACRRM, PEN CS, Polar, 

Avant Mutual and others. 
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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.



Learning Objective 1:

Define skills and attributes of the Practice Manager role.



Core Principles of Healthcare Practice Management:

1. Financial management

2. Human Resource Management

3. Planning and Marketing

4. Information Management

5. Risk Management

6. Governance and Organisational dynamics

7. Business and Clinical Operations

https://www.aapm.org.au/Your-Profession/Definition-of-a-Practice-Manager 

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

https://www.aapm.org.au/Your-Profession/Definition-of-a-Practice-Manager
https://www.aapm.org.au/


What are some other names for ‘Practice Manager’?

“Quite clearly there are people doing 

the work of practice management, who 

are called something else such as: 

- Practice Administrator

- Office Manager

- Business Manager

- Administrative Assistant or (often)

- Secretary/Receptionist.” 

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

“It is the work that 

determines the role, not 

the title.”

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


1. Regulatory Framework & Compliance  

2. Accreditation

3. Technology/Information Management

4. Human Resource Management

5. Financial Management

6. Business Planning

7. Marketing

8. Training 

9. Continual quality improvements. 

Practice Management Fundamentals



What's the difference between Skills and Attributes? 

Think of a time when you’ve been in a challenging, stressful, or uncertain situation. 
How did you get through it? 

It was most likely by leaning on your attributes, not your skills. 

Understanding the difference between the two is a critical first step in optimizing 
your performance in challenging times.

Rich Diviney, Retired Navy Seal and Speaker for Optimal Performance



What skills do you need?

1. Human Resource Management

2. Accreditation & Compliance

3. Technology/Information 
Management

4. Financial Management

5. Business Planning

6. Marketing

7. Training 

8. Continual quality improvements.

What attributes do you need?

Skills are tangible, something you’ve learnt 

eg using your software

Think qualities, traits eg patience, leadership



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







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. 
 

Business Planning:



www.mindtools.com/rs/SWOT

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


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

sis_Worksheet.pdf

https://www.mindtools.com/worksheets/Personal_SWOT_Analysis_Worksheet.pdf
https://www.mindtools.com/worksheets/Personal_SWOT_Analysis_Worksheet.pdf


• 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. 

 

Create the vision and build your TEAM 







“Change is the only constant in life. 

One’s ability to adapt to those changes will 

determine your success in life”.             

Benjamin Franklin 



Example from 

rural WA



Create the Vision – why the data, why we do what we do





Data & Technology



• QR Codes

• Electronic forms

• ePrescribing

• Online appointments

• Telehealth 

• Go Share

• Cubiko

• Pen CS 

• Practice Intranets

• Practice Management Software

Technology 



Driving technology efficiencies

QR Codes for

1. Patient consent forms

2. New patient registration forms

3. Patient feedback



Training



Your Ongoing Learning Plan

Networking, Culture

& Marketing your practice

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 

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
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
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
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


Learning Objective 2:

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



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

https://unep.edu.au/short-courses/
https://www.tafensw.edu.au/short-courses
https://unep.edu.au/short-course/fundamentals-of-practice-management/
https://www.racgp.org.au/running-a-practice/practice-management
https://www.racgp.org.au/running-a-practice/practice-management/general-practice-governance/clinical-risk-management
https://www.racgp.org.au/running-a-practice/practice-management/general-practice-governance/clinical-risk-management
https://www.racgp.org.au/running-a-practice/practice-resources/practice-tools/general-practice-business-toolkit/general-practice-tool-kit/subscribe-to-the-newsletter
https://www.racgp.org.au/running-a-practice/practice-resources/practice-tools/general-practice-business-toolkit/general-practice-tool-kit/subscribe-to-the-newsletter
https://www.racgp.org.au/running-a-practice/practice-resources/practice-tools/general-practice-business-toolkit/general-practice-tool-kit/subscribe-to-the-newsletter


TAFE

https://www.tafecourses.com.au/course-listing/diploma-of-practice-management-the-college-for-adult-learning/?utm_term=&utm_campaign=TCAU+%7C+(PMAX)+IT&utm_source=adwords&utm_medium=ppc&hsa_acc=1694482524&hsa_cam=19685731835&hsa_grp=&hsa_ad=&hsa_src=x&hsa_tgt=&hsa_kw=&hsa_mt=&hsa_net=adwords&hsa_ver=3&gclid=CjwKCAjw8symBhAqEiwAaTA__H6sU-gDveZgywNlM3liMzX3bqdlo8s_qrCMFIw4jPFOTQPznUkrkhoCPGkQAvD_BwE




WentWest QI

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


Further learning:

www.trainitmedical.com.au 

TRAIN IT MEDICAL 

trainitmedical.com.au

http://www.trainitmedical.com.au/
trainitmedical.com.au
https://trainitmedical.com.au/coronavirus-covid-19/
https://trainitmedical.com.au/coronavirus-covid-19/


Access our webinars:

 

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

Enrolment Code: WSPHN-2023

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


Learning Objective 3

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



Consider skills and attributes needed to run effective meetings 



Meetings & Business Planning



Meetings & Business Planning



Lead with evidence 



= CHANGE!

VISION SKILLS RESOURCES ACTION PLANINCENTIVES

Understand Change Management



Your KPIs – track performance

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. 



1. Create a culture of quality

2. Clear constant communication

3. Lead with positivity



Example from 

rural WA



Empower your team to act on the vision & delegate



PDSA station

Example from Leschenautt Medical Centre, WA





Example from Leschenautt Medical, Bunbury, WA



Engage your team

Example from the outstanding Greenmeadows Medical, Port Macquarie, NSW



Consolidate improvements and lead continual change 



Leading change

eg.

Share inspiring success stories of what other practices are doing 

Link to what’s new that we need to know about:

Cervical screening tests → good data is vital 

Medicines view – in My Health Record

Pathology & Radiology becoming available in My Health Record 

These are all attention grabbers. 

New Practice Incentive payment linked to improvements

ePIP payments → all about uploading 

New era where patients see their info

Choose one thing at a time to focus on (can be one small aspect eg. allergies) 

and celebrate success.

Celebrate your success!



Katrina’s tips for a successful, 

happy practice of the future:

1. Set small achievable goals 
2. Document and review improvement 

activities
3. Train all staff on technology
4. Collaborate and train new processes
5. Adopt an infinite mindset 
6. Create a team spirit 
7. Monitor and communicate performance
8. Celebrate progress – no matter how small



Improve
data

Improve
relationships

Improve
revenue

Improve
health 

outcomes

Celebrate each improvement



support@wentwest.com.au 

mailto:support@wentwest.com.au


katrina@trainitmedical.com.au

trainitmedical.com.au

Courses.trainitmedical.com.au

Facebook: trainitmedical

Linked In

https://trainitmedical.com.au/medicaldirector-clinical-top-5-recalls-reminders-tips/
http://trainitmedical.us6.list-manage.com/subscribe/post?u=8807ca8d6ebb4cee21c24caa7&id=da283b6c10
https://www.facebook.com/TRAINITMEDICAL/
https://www.linkedin.com/in/katrinaotto/
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