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JOB TITLE:	Primary care Recall, Claims and Research Administrator 

BAND				3

REPORTS TO:	Head of Primary Care 

HOURS:	24hrs Per Week 


Job Purpose

To support the coordination and administration of research activity across practices, ensuring compliance with national standards and maximising research income.

Job summary:

The Primary Care Recall, Claims & Research Administrator is responsible for supporting the delivery of quality primary care services through the effective management of patient recall programmes, administrative support for income claims, and coordination of research-related activities.

The post holder will use Abtrace Population Health Management software to support proactive patient recall and long-term condition management, ensuring patients are invited and reviewed in line with national and local requirements. They will support accurate collection, validation, and submission of data required for primary care income claims and local enhanced services while maintaining high standards of data quality.

The role will also provide administrative support to primary care research activity, assisting with patient identification, recruitment administration, study tracking, and research data collection.

Through effective use of clinical systems, reporting tools, and population health management software, the post holder will contribute to improving patient outcomes, achieving contractual requirements, maximising practice income, and supporting research delivery. 

The requirement for this role has evolved following the implementation of Abtrace, which automates elements of population health management and recall processes.
 



Job responsibilities:

1. Patient Recall Management 
· Manage and coordinate patient recall programmes using Abtrace and practice clinical systems.
· Monitor and maintain recall pathways for:
· Long Term Conditions (LTCs) management and annual reviews
· Structured Medication Reviews
· Immunisations and Vaccinations
· Generate and monitor patient call and recall lists.
· Contact patients through approved communication methods.
· Ensure patients are invited in accordance with contractual requirements.
· Monitor non-responders and undertake follow-up recall processes.
· Support achievement of QOF and Enhanced Service indicators through effective recall management.
· Escalate capacity or performance issues affecting recall delivery.


2. Administration of Claims
· Support the collection and validation of activity data required for:
· QOF
· Enhanced Services
· Local Incentive Schemes
· Local Enhanced Reviews (LLR)
· Research income claims
· Assist in preparing claims submissions.
· Maintain accurate supporting records and evidence.
· Support monthly reconciliation of submitted activity against expected payments.
· Identify missing activity and data quality issues impacting income.
· Support validation of data submitted through:
· CQRS
· CQRS Local
· PCSE
· Maintain claims trackers and submission logs.

3. Research Administration
· Support research study setup activities.
· Assist with identifying potentially eligible patients using agreed protocols.
· Maintain study administration records.
· Coordinate patient communications relating to research studies.
· Support recruitment tracking and reporting.
· Assist with research income administration and associated documentation.
· Liaise with research coordinators and external research partners as required.
· Ensure all research administration activities comply with governance requirements.

4. Data Quality and Reporting
· Support maintenance of accurate patient records.
· Run routine searches and reports from clinical systems.
· Assist with validation of data used for recalls, claims, and research.
· Produce regular reports on:
· Recall programme performance
· Claims activity
· Research recruitment and income
· Escalate any data quality concerns.

5. National and Local Reporting Support

· Support collection and validation of information required for:
· National Workforce Reporting Service (NWRS)
· KO41B Complaints Returns
· Annual Electronic Practice Self-Declaration (eDec)
· CQRS National Returns
· CQRS Local Returns
· PCSE submissions
· NHS Health Checks reporting
· Vaccination and Immunisation reporting

6. General Responsibilities
· Maintain confidentiality at all times.
· Work in accordance with GDPR and Information Governance requirements.
· Contribute to service improvement initiatives.
· Support audit activity when required.
· Participate in mandatory and role-specific training.
· Work in accordance with DHU values and behaviours.


Person Specification



	Person Specification
	Essential
	Desirable

	Qualification
	Educated to GCSE level (or equivalent) including English and Mathematics.         
	 Qualification in administration, healthcare administration, or customer service.        

	
	                                                                                                                                                         NVQ Level 3 in Business Administration or equivalent experience.
	                                                                                                                                                                                                            Abtrace training or experience in the administration of data management systems.

	Experience
	Experience working in an administrative role.
	Experience in General Practice or Primary Care.

	
	Experience using Microsoft Office applications.
	Experience in using data management systems.

	
	Experience handling confidential information.
	Experience in using SystmOne.

	
	Experience maintaining accurate records and databases.
	Experience in supporting recall programmes.

	
	Experience working in an administrative role.
	Experience in supporting claims administration.

	Knowledge
	Understanding of confidentiality and data protection.
	Understanding of QOF

	
	Understanding of administrative processes.
	Understanding of Enhanced Services

	
	Knowledge of customer service principles.
	Understanding of NHS Primary Care contracts

	
	
	Understanding of Population Health Management

	
	
	Knowledge of Project Administration

	
	
	Awareness of CQRS and PCSE processes.

	Skills 
	Excellent organisational skills.
	Clinical system searching skills

	
	Good communication skills.
	

	
	Ability to prioritise workload.
	Experience of using Abtrace or any population health management and reporting systems

	
	Ability to work accurately and methodically.
	

	
	Strong attention to detail.
	

	
	Good keyboard and data entry skills.
	 Report generation and data analysis skills.


	
	Competent user of Microsoft Excel, Outlook and Word.
	

	Personal Interest in continuous improvement.
Attributes
	Reliable and dependable.
	

	
	Professional and confidential.
	Interest in population health management and health equity.

	
	Flexible approach to work.
	Interest in healthcare research and innovation.


	
	Team player.
	

	
	Patient-focused.
	

	
	Positive and proactive attitude.
	

	
	Reliable and dependable.
	




 
Key Performance Indicators (Band 3)
· Recall Management
· 95% of recall invitations issued within agreed timelines.
· Reduction in overdue Long Term Condition reviews.
· Improvement in QOF-related recall completion rates.
· Abtrace worklists reviewed and actioned weekly.
· Claims Support
· 100% data validation completed before submissions.
· No missed submission deadlines.
· Claims evidence maintained and audit ready.
· Research
· 100% research administration documentation completed accurately.
· Recruitment reports updated monthly.

· Data Quality
· Less than 2% of data quality errors identified during audits.
· Clinical system searches completed within agreed timescales.

· Compliance
· 100% completion of mandatory training.
· Compliance with GDPR and Information Governance requirements.



Confidentiality:

In the course of seeking treatment, patients entrust us with, or allow us to gather, sensitive information in relation to their health and other matters.   They do so in confidence and have the right to expect that staff will respect their privacy and act appropriately
In the performance of the duties outlined in this job description, the post-holder may have access to confidential information relating to patients and their carers, practice staff and other health care workers.  They may also have access to information relating to the practice as a business organisation.  All such information from any source is to be regarded as strictly confidential
Information relating to patients, carers, colleagues, other health care workers or the business of the practice may only be divulged to authorised persons in accordance with the practice policies and procedures relating to confidentiality and the protection of personal and sensitive data


Equality and diversity:

The post-holder will support the equality, diversity and rights of patients, carers and colleagues, to include:

Act in a way that recognises the importance of people’s rights, interpreting them in a way that is consistent with practice procedures and policies, and current legislation
Respect the privacy, dignity, needs and beliefs of patients, carers and colleagues
Behave in a manner that is welcoming to the individual, is non-judgmental and respects their circumstances, feelings priorities and rights


Personal/professional development:

The post-holder will participate in any training program implemented by DHU as part of this employment. Such training to include:

Participation in an annual individual performance review, including taking responsibility for maintaining a record of own personal and/or professional development
Taking responsibility for own development, learning and performance and demonstrating skills and activities to others who are undertaking similar work

Quality:

The post-holder will strive to maintain quality within the practice and will:
Alert other team members to issues of quality and risk 
Assess own performance and take accountability for own actions, either directly or under supervision
Contribute to the effectiveness of the team by reflecting on own and team activities and making suggestions on ways to improve and enhance the team’s performance
Weekly review of dashboard data adjusting workforce to meet needs 
Work effectively with individuals and agencies to meet patient’s needs
Effectively manage own time, workload and resources

Communication:

The post-holder should recognise the importance of effective communication within the team and will strive to:

Communicate effectively with other team members
Communicate effectively with patients and carers
Recognise people’s needs for alternative methods of communication and respond accordingly
DHU has a policy of dealing with today’s emails the day they are received.


Values, behaviors and principles

We are always:

· Compassionate – we show kindness, consideration and understanding in everything we do – and demonstrate our caring nature to our patient, people and communities
· Accomplished – we are available day and night – a response, adaptable, professional NHS partner, providing the best advice, care and treatment for every individual
· Respectful – we recognise the value that individual and team difference bring – welcoming views, listening, being honest, and learning from others’ experiences
· Encouraging – we believe everyone matters, so we inspire confidence in other – promoting ‘speaking up’, fostering career-long learning and development, and supporting improvement ideas


The above may vary depending on the needs of the practice 
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