
PIONEER MEDICAL GROUP

JOB DESCRIPTION and PERSON SPECIFICATION

JOB TITLE:
Receptionist/Telephonist
REPORTS TO:
Patient and Administration Manager

RESPONSIBLE TO:
Practice Manager

Hours of work to be confirmed any additional hours will be paid as overtime.
Key Working Relationships

· Patients 

· Members of the management team

· Clinical team

· Reception and administration team

· Community staff

· Visitors to the surgery


Job Summary:

To undertake reception and administrative duties to assist the clinical staff in their service to patients.

Job Responsibilities

· To be the initial point of contact for all patients, visitors and NHS personnel both internal and external.  This will involve direct contact, email and telephone.  You will be required to cover the front reception desk as well as the telephones.

· To work independently and alone dealing with confidential issues.  To respond and prioritise immediate requests from patients, clinical staff and other outside agencies.

· To utilise the appointment system ensuring that appointments are booked as per practice protocols and nurse traffic light system. 
· To follow the repeat prescription process to ensure patients medication is received in the most efficient manner possible

· To be responsible for maintaining patients medical records to include change of address, telephone number and any other information, on the clinical system.

· To understand and utilise the protocol system in place.

· To communicate effectively and promptly to all enquires using a high level of discretion, tact, diplomacy and empathy in a calm and collected manner.  This will ensure a smooth, efficient, friendly and welcoming practice.

· To take accurate messages and relay to relevant personnel in the most appropriate manner.
· To scan documents onto the patients clinical record and send via workflow, if required
· To register and deduct patients ensuring all paperwork and associated tasks are completed 
· To book patient transport

· Ensure the building is secure upon vacating at the end of the day

· Ensure the building is unlocked in the morning.

· To be adaptable in a constantly changing environment, actively participating in the decision process involved in the progression of the practice.  To undertake any other duties that may be reasonably requested of the post holder to help the department run smoothly.

· To ensure that you and others take notice of and operate within relevant Health and Safety guidelines.

This job description is not a complete list of duties, but is intended to give a general indication of the range of work undertaken.  It will vary over time as demands and priorities within the NHS change.  Significant changes in the range of work undertaken will be made only after discussion with the post holder.

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 healthcare 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 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.
Health & Safety:
The post-holder will assist in promoting and maintaining their own and others’ health, safety and security as defined in the practice Health & Safety Policy, to include:

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

· Identifying the risks involved in work activities and undertaking such activities in a way that manages those risks

· Making effective use of training to update knowledge and skills

· Using appropriate infection control procedures, maintaining work areas in a tidy and safe way and free from hazards

· Reporting potential risks identified.

Equality and 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 of people’s rights, interpreting them in a way that is consistent with practice procedures and 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 their circumstances, feelings priorities and rights.

Personal/Professional Development
The post-holder will participate in any training programme implemented by the practice 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

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

· Effectively manage own time, workload and resources.

Communication

The post-holder should recognize the importance of effective communication within the 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.
Contribution to the Implementation of Services
The post-holder will:

· Apply practice policies, standards and guidance

· Discuss with other members of the team how the policies, standards and guidelines will affect own work

· Participate in audit where appropriate.

Signed:

Date:

PERSON SPECIFICATION - POSITION OF MEDICAL RECEPTIONIST
	ESSENTIAL REQUIREMENTS
	DESIRABLE REQUIREMENTS

	  Knowledge & Experience:

· Good general education with demonstrable ability in Mathematics and English Language desirable

· Experience of maintaining and manipulating computerised and/or paper based data/information

      Abilities & Aptitudes:

· Ability to handle telephone enquiries in a professional manner

· In communication, ability to assess any given situation and to respond in the appropriate manner, with a high degree of tact & diplomacy

· Ability to organise and prioritise work, and to adhere to deadlines and targets

· Ability to handle information securely and confidentially

· Ability to work cooperatively as part of a team

· An understanding of the requirements in shaping the image of a customer orientated organisation, when working as a ‘first point of contact’ member of staff

· Ability to work on own initiative dealing with confidential issues

· Able to work efficiently and with a great degree of accuracy

Other Job Related Requirements:

· Flexibility in relation to working hours

· Able to start work earlier or finish later

· Able to vary shifts worked on occasions


	  Knowledge and Experience:

· Experience of working in a GP Practice or NHS environment

· An awareness of equal opportunities

· An awareness of Health and Safety within the workplace

· Experience of working in a service orientated environment

Abilities & Aptitudes

· Aptitude to adapt working style to meet the needs of the patient

· Aptitude to use standard office equipment efficiently




