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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/


1. Understand Audit & Compliance Processes.
2. Increase use of digital technologies for automating processes.
3. Improve communication with providers, patients & staff.
4. Discuss strategies for conflict management.
5. Explore ideas for optimising business and patient care opportunities.

Learning Outcomes:



Learning Outcomes:
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Understand Audit & Compliance Processes.

1.



Audit and Compliance Processes 

Audits are essential for ensuring quality of care and 
adherence to regulations.

An audit is a systematic and independent examination 
of practice processes, protocols and outcomes to 
determine whether they conform to established 
standards, guidelines and regulations. 

• Regulatory Audit

• Accreditation Audit

• Clinical Audit

• Financial Audit

 



Compliance Processes 

Compliance processes involve:

- ongoing monitoring

- training

- documentation

With corrective action to address any identified non-compliance issues and 
improve practice performance.

 



RACGP – Standards for General Practice (5th Ed) Resource 

Guide

RACGP – Standards for General Practice (5th Edition)

5th Standards for general practices 

https://www.racgp.org.au/download/Documents/Standards/5th%20Edition/resource-guide-racgp-standards-for-general-practices-5th-ed.pdf
https://www.racgp.org.au/download/Documents/Standards/5th%20Edition/resource-guide-racgp-standards-for-general-practices-5th-ed.pdf
https://www.racgp.org.au/download/Documents/Standards/RACGP-Standards-for-general-practices-5th-edition.pdf


RACGP Compliance Checklist



https://www.practiceassist.com.au/PracticeAssist/media/ResourceLibrary/General%20Practice%20Accreditation/Clinical-Risk-Management-System-Template-V1-200910-Editable.pd f

1. - 

2. -

3. -

4. -

5. -

6. -

7. -

8. -

9. -

10.-

Activity: What are 10 tools to help you manage risk?

https://www.practiceassist.com.au/PracticeAssist/media/ResourceLibrary/General%20Practice%20Accreditation/Clinical-Risk-Management-System-Template-V1-200910-Editable.pd




https://www.practiceassist.com.au/PracticeAssist/media/ResourceLibrary/General%20Practice%20Accreditation/Clinical-Risk-Management-System-Template-V1-200910-Editable.pd f

1. Checklists. 

2. Flow charts. 

3. Subject matter expertise. 

4. Surveys. 

5. Incident analysis. 

6. Brainstorming. 

7. Audit processes. 

8. Data trends. 

9. Functional/failure analysis. 

10.Patient feedback. 

11.Staff feedback. 

12.Staff performance reviews.

12 ways to Assess Risk

https://www.practiceassist.com.au/PracticeAssist/media/ResourceLibrary/General%20Practice%20Accreditation/Clinical-Risk-Management-System-Template-V1-200910-Editable.pd


MANAGED BY 3RD PARTY PROGRAM





Data and Privacy Compliance



Independent Practice Assessment 



RACGP Accreditation Standards

   RACGP 
                              requirement

Allergies/Adverse Reactions  90%

Ethnicity/Cultural background  75%

Current Medications  75%

Past Medical History  75%

Family & Social History  75%

Risk Factors   75%

(smoking, nutrition, alcohol, physical activity)

Clinical Coding   ALL



Clinical Audit Tool



Increase use of digital technologies 
for automating processes.

2.



• QR Codes

• Electronic forms

• ePrescribing

• Online appointments

• Telehealth 

• Go Share

• Cubiko

• Pen CS 

• Practice Intranets

• Practice Management Software

• Artificial Intelligence 

• Wearable Technology

Technology 



Improve communication with providers, patients 
& staff.

3.



Understand each other’s roles 

What does your team look like? 

GP’s?

GP Registrars?

Medical Students? 

Non-GP Specialists? 

Pharmacists?

RN’s?

EN’s?

Nurse Practitioners? 

Medical Practice Assistants? 

Admin Staff?

Management? 

Allied Health? 



Meetings & Business Planning



Create an empowered team culture



What are other practices doing? 

SAM
PLE





Example from Leschenautt Medical, Bunbury, WA



Bingo Cards

Credit: Karlene Jeffery, PM



Humour 

& Support

Credit: Patricia Rigg, PM



Discuss strategies for conflict management.

4.



Create the vision and build your TEAM 



BRAIN STEM

CEREBELLUM

LIMBIC AREA

CORTEXPRE-FRONTAL
CORTEX

HIGHER FUNCTIONS 
CALMS THE SURVIVAL CENTRE

Focus

Concentrate

Decision making

Problem solving

Evaluation

Reasoning

Reflection

Planning

Organising

SURVIVAL SYSTEM
FIGHT / FLIGHT / FREEZE 

Instinctual

Reactive

A very basic lesson on brain structure

References:

- Dan Siegel Hand Model of the Brain

- Pic adapted from the Australian 

Childhood Foundation 





We have a lot to explain and angry 

people often see explaining 

as a way of fighting back.



The importance of emotions in healthcare practices

Emotional preparation 

Emotional debrief  

Watch animated short video by Dr Brene Brown

https://www.youtube.com/watch?v=1Evwgu369Jw


Youtube: Brene Brown, Empathy 



CPR for Conflict 

• Start with the facts, paint a picture
• Say what’s happening, using a CPR approach:

C – Content
P – Pattern? – How it repeats
R – Relationships? – the impact on others



You may have to dig deeper…

Known vs Unknowns

• Known

• Known Unknowns

• Unknown Unknowns



Content – The Facts
Paint a picture
eg I saw, I noticed, it was reported

Pattern – How it repeats
eg The last 3 shifts…
3 days you left…

Relationship – the impact on others
Eg patients privacy was breached  

Things I can ignore? 

- using mobile phone 
at front desk?

- occasional gossip?

- untidy desk?

- swearing? 

Things I can’t ignore

- gossiping? 

- swearing in front of 
patients? 

- swearing at other 
staffmembers



CONTENT:

State the facts of the matter. Paint a picture. Use words like 

“I noticed”, “I observed”, “It was reported to me.” List facts

PATTERN:

State how often this has been occurring and under what 

circumstances. “This has happened 3 times this week”

RELATIONSHIP:

How is what they are doing affecting others. State the visible 

and invisible consequences. 

CPR for Conflict Preparation 



5 tips for Self-care

1. If it gets overwhelming practice some 
belly breathing. 

2. Have a code word with co-worker if you are 
getting overwhelmed/scared.

3. Support each other, ensure everyone has 
a break from the phones.

4. Close the conversation if unhealthy.

5. Have a contract with your co-worker and 
go for a walk. 





Explore ideas for optimising business and patient care 
opportunities.

5.



Activity: How do you get patient input?



What does your data tell you? 



Example from 

rural WA





Engage your team

Example from the outstanding Greenmeadows Medical, Port Macquarie, NSW



PDSA station

Example from Leschenautt Medical Centre, WA



= CHANGE!

VISION SKILLS RESOURCES ACTION PLANINCENTIVES

Keep developing your Change Management skills



My top tips:

1. Document and review improvement 
activities

2. Set small achievable goals 

3. Adopt an infinite mindset 

4. Collaborate and train new processes

5. Implement ideas to build a team spirit 

6. Monitor and communicate performance

7. Celebrate progress – no matter how small.
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or www.trainitmedical.com.au/contact

TRAIN IT MEDICAL 
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Access our webinars:

 

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

Contact us or your PHN support person for 

your enrolment code. 

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


https://app.gomodern.co/v2/previ

ew/szCROKT4imhE5p8mte6W?

notrack=true 

Access our meeting 

template here: 

https://app.gomodern.co/v2/preview/szCROKT4imhE5p8mte6W?notrack=true
https://app.gomodern.co/v2/preview/szCROKT4imhE5p8mte6W?notrack=true
https://app.gomodern.co/v2/preview/szCROKT4imhE5p8mte6W?notrack=true


Scan the QR code above and tell me what you need. I’d love to hear from you!  

Thank you and best wishes, Katrina Otto, Train IT Medical. 

katrina@trainitmedical.com.au

trainitmedical.com.au

Courses.trainitmedical.com.au

Facebook: trainitmedical

Linked In

https://www.surveymonkey.com/r/KD3BWWZ

https://www.surveymonkey.com/r/KD3BWWZ
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/
https://www.surveymonkey.com/r/KD3BWWZ
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