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	Job Title
	Receptionist

	Responsible to
	Reception Manager

	Accountable to
	The Practice Manager

	Hours
	Part-time


Job Purpose

The purpose of this post is to help provide a smooth running reception area and efficient office systems for the benefit of patients, doctors, other staff members.  Calm, friendly reception of patients & any other visitor to the practice is of prime importance – patients & visitors should be made to feel welcome.

Requirements of the Post

· Ability to use own judgement

· Be resourceful

· Work under pressure without direct supervision

· Have excellent communication skills

· Endless patience

· Be reliable and flexible

· Capable of performing accurately any function requested of them

· Confidentiality must be observed at all times

Organisational Relationships

The post-holder will work under the supervision of the Reception Manager and liaise with other members of the Reception Team.  The post-holder will work strictly in accordance with practice administrative and clinical guidelines and protocols.

Communications & Working Relationships within the Practice

The post-holder should recognize the importance of effective communication within the Practice Team and will strive to –

· Communicate effectively with other team members

· Communicate effectively with patients and carers.
· Recognize people’s needs for alternative methods of communication and 
respond accordingly

AREAS OF RESPONSIBILITY

· To work and function effectively as an integral part of the practice non-clinical team, interacting with both patients and colleagues in a professional manner at all times
· To undertake a range of duties and procedures according to skill, knowledge and competency

· Be able to clearly present the patient’s point of view to others

· Enable patients to access the appropriate health professional within the whole practice team

· To communicate factual information to patients and carers using sensitivity and tact

· To work under the supervision of the Reception Manager on a day to day basis.

· To be able to participate in basic life support procedures if required.
MAIN JOB TASKS
	Reception
	· Reception of patients consulting with members of the practice clinical team or private practitioners
· Answering patient queries

	Telephone
	· Have good working knowledge of telephone system/answerphone system during and out of hours

· Answer the telephone and operate the telephone system

· Answer patient queries

· Give investigation results after assessment by the relevant GP & adhering to confidentiality/disclosure policies 

· Take messages for the practice team according to protocol

· Direct telephone calls to relevant practice team member

· Contact Hospitals on doctor’s request when seeking urgent hospital admission or consultant advice

· Contact pathology laboratory regarding investigation results when requested.  Know current password

· Liaise with ambulance service for emergency transport requests or advance hospital transport bookings

	Appointments/Home Visit Requests
	· Have good working knowledge of operating computerised clinical appointment system including regular and incidental variations i.e. emergencies/leave/locums etc.

· Operate appointment systems for the practice team members for “today” and advance appointments

· Deal with requests for home visits according to protocol

· Report any problems to the Reception Manager

	Repeat Prescribing
	· Receive repeat prescription requests

· Process above requests on clinical computer system in accordance with practice protocol

· Ensure repeat prescriptions are prepared within the agreed turnover period

· Forward repeat prescriptions to pharmacy/home delivery scheme/nursing homes where appropriate

· Deal with repeat prescribing queries

· Be aware of prescription security arrangements

	Registration
	· Follow current registration guidelines i.e. open/closed list

· Distribute/receive correct paperwork i.e. questionnaires

· Register patients as necessary under rules for Immediately necessary/Temporary Resident

· Book new patient medicals where appropriate

	Administration


	· To have a thorough knowledge of all Practice procedures & policies

· Work in accordance with such procedures & policies

· Check patient records for BP and Smoking status in line with current guidelines – flag notes where appropriate

· File hospital correspondence/investigation results in accordance with protocol

· Deal with “Notes Please” & action requests

· Fax & photocopy as necessary

· Action changes of address
· Deal with death notifications according to practice protocol

	Computer
	· Be aware of computer security at all times

· Log on and off at the beginning of your shift

· Know and operate the relevant backup procedures for the clinical system and appointment system

	Complaints
	· Know procedure of how to deal with a complaint

	Significant Event Recording
	· Record significant events according to protocol

	Building Security
	· Have working knowledge of alarm systems – fire/intruder/panic alarms

· Know & operate open and close of day procedures

· Be aware of security at all times

	Non NHS Practice 
	· Have working knowledge of Non NHS clients and services provided to them

· Book appointments for clients

· Have working knowledge of Non NHS Fees and advise patients/clients as appropriate

· Charge for Non-NHS services where appropriate

· Record income and issue receipt

· Pass client information to administrative team for invoicing where appropriate

	Other Tasks
	· Handling of pathology specimens in accordance with practice policy

· Receive vaccine deliveries and deal with appropriately

· Act as chaperone where requested by members of practice team

· Keep the reception office tidy

· Attendance at staff meetings

· Making tea & coffee

· Any other delegated duties considered appropriate to the post


This job description is not intended to be exhaustive.  The post-holder will be expected to adopt a flexible approach to his/her duties which may have to be varied subject to the needs of an evolving service and in keeping with the general profile of the post and the skills and experience of the post-holder.  Such changes will be made in consultation with the post-holder.

CONTRIBUTION TO IMPLEMENTATION OF SERVICES

The Post-holder will –

· Apply practice policies, standards and guidance

· Discuss with other members of the Reception Team how the policies, standards and guidelines will affect his/her own work

PERSONAL & PROFESSIONAL DEVELOPMENT

The Post-holder will be expected to maintain and continue his/her own education by attendance at courses and study days as deemed useful or necessary for professional development in the role of Receptionist and identified as part of the Post-holder’s annual Personal Development Plan.  

Additional specific training and education may be required to fulfil the competencies required for this role -
Statutory & Mandatory Training

Health & Safety Training

Manual Handling

Basic Life Support

Fire Safety

Child Protection

Competency Training

Receptionist’s Course

Prescription Medicines Explained

Understanding Investigations

Medical Terminology

Conflict Resolution
PERFORMANCE REVIEW

This job description will be used as a basis for individual performance review between the Post-holder and the Management Team on an annual basis.  This job description covers only key areas and may not provide a comprehensive list of tasks.  Specific tasks will be reviewed regularly with the Post-holder and this job description may develop to meet the changing needs of the service provided by the practice.
CONFiDENTIALITY

· In the course of seeking treatment patients entrust the practice 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 healthcare workers.  He/she 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 healthcare 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.

All employees of Grovehurst Surgery are required to sign a confidentiality statement.  All employees are required to ensure that information about patients is safeguarded to maintain confidentiality and is kept securely in accordance with NHS requirements of Caldicott and Data Protection.

HEALTH & SAFETY

The Post-holder will be required to observe the Practice Health & Safety Policy arrangements including all statutory and mandatory training.

· The Post-holder will assist in promoting and maintaining his/her own and others’ health, safety and security at work 

· Use personal security systems within the workplace according to practice guidelines

· Recognize the risks involved in his/her work activities and undertake such activities in a way that manages those risks

EQUALITY & DIVERSITY

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

· Acting in a way that recognizes the importance other people’s rights, interpreting them in a way that is consistent with practice procedures, practice policies and current legislation

· Respecting the privacy, dignity, needs and beliefs of patients, carers and colleagues

· Behaving in a manner which is welcoming to and of the individual, is non-judgmental and respects individual circumstances, feeling, priorities and rights

QUALITY

The Practice aims towards maintaining the goodwill and confidence of its staff and patients.  To assist in achieving this objective, it is essential, that at all times, our employees carry out their duties in a courteous & sympathetic manner.

The Post-holder will strive to maintain quality within the practice and will –

· Alert other team members to issues of quality and risks

· Assess his/her own performance and take accountability for his/her own actions either directly or under supervision

· Contribute to the effectiveness of the whole practice team by reflecting on his/her own and team activities and making suggestions on ways to improve and enhance the team’s performance 

· Work effectively with individuals in other agencies to meet patients’ needs

· Effectively manage his/her own time, workload and resources

ENTITLEMENTS

6 weeks annual leave + Bank Holidays (Pro rata)

Eligibility to join the NHS pension scheme

Provision of uniform

Name Badge to be worn

Please note this is a non-smoking working environment
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