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EDEN MEDICAL GROUP 
JOB DESCRIPTION

JOB TITLE:
TELEPHONIST/RECEPTIONIST/ADMINISTRATOR

REPORTS TO:

SERVICE DELIVERY LEAD & OFFICE SUPERVISOR
HOURS:
FULL-TIME AND PART-TIME 
Job summary:
The purpose of the role is to:

· To provide a high standard of service and patient care at all times in a professional, efficient and caring manner

· Offer general assistance to the practice team and project a positive professional and friendly image to patients and other visitors, either in person or via the telephone

· Receive, assist and direct patients in accessing the appropriate service or healthcare professional in a courteous, caring efficient and effective way
· To ensure all telephone calls are answered within specified timescale as per the practice standards/policy and dealt with in accordance with the urgency of the call

· Receive and make telephone calls as required, divert calls and take messages, ensuring accuracy of detail and prompt appropriate delivery.
· Undertake a variety of administrative duties to assist in the smooth running of the practice, including the provision of clerical support to clinical staff and other members of the practice team

· Facilitate effective communication between patients, members of the primary health care team, secondary care and other associated healthcare agencies
· The image of the practice must be adhered to by wearing the uniform provided by the practice

· The nature of our business means that you must be flexible in your approach to work, in order to provide a service to our patients 
· To assist and cover the reception desk at peak times and during extended access when the Practice opens late on an evening, this will include lone working
· To provide holiday and sickness cover for Admin staff as required
· To take responsibility and fulfil all duties required to complete the job role to contribute to the sustainability of the practice
Main duties and responsibilities:
The duties and responsibilities to be undertaken by members of the practice administration team may include any or all of the items in the following list.  Duties may be varied from time to time under the direction of the office supervisor, Service Delivery Lead and GPs, dependent on current and evolving practice workload and staffing levels:

· Opening up/locking up of practice premises and maintaining security in accordance with practice protocols

· Enter requests for home visits into the visit book and Emis Web ensuring accurate recording of all relevant details and where necessary refer to the Duty Doctor or Duty Helper

· Prepare lists and notes for all surgeries and clinics held ensuring completion of all associated paperwork

· Ensure an effective and efficient reception service is provided to patients and any other visitors to the practice

· Deal with all general enquiries, explain procedures and make new and follow-up appointments.

· Using your own judgement and communication skills ensure that patients with no prior appointment but who need urgent consultation are seen in a logical and non-disruptive manner.

· Explain practice arrangements and formal requirements to new patients and those seeking temporary cover and ensure procedures are completed
· Ensure that all new patients are registered onto the computer system promptly and accurately

· Receive and make telephone calls as required.  Divert calls and take messages, ensuring accuracy of detail and prompt appropriate delivery
· Advise patients of relevant charges for private (non-General Medical Services) services, accept payment and issue receipts 

· Enter and confirm patient information accurately, on to the computer as required
· Access patient medical records to book appointments and manage patient queries, enter accurate admin notes using Emis Web

· Complete tasks on Emis web to communicate to patients, colleagues and healthcare professionals 
· Keep the health care team informed of any matters arising as necessary, or as requested by other members of the health care team

· Keep the Office Supervisor and Service Delivery Lead informed of any matters arising or problems/potential problems

· Ensure all Visitors sign in our Visitors book and collect the book upon your departure of the building, in the event of an evacuation

· Processing and distributing incoming (and outgoing) mail

· Taking messages and passing on information

· Filing and retrieving paperwork, scanning of medical records

· To complete general administration duties including note summarising, faxing, photocopying and franking mail/postal duties as required

· Processing repeat prescriptions in accordance with practice guidelines

· Computer data entry/data allocation and collation; processing and recording information in accordance with practice procedures

· Initiating contact with and responding to requests from patients, other team member and associated healthcare agencies and providers 

· Clearing and re-stocking of consulting rooms as required

· Dealing with clinical waste and carry out emergency cleaning as required
· Provision of refreshments for staff and visitors as required and general housekeeping duties
· Maintain the reception area, notice-boards and leaflet dispensers tidy and free from obstructions and clutter
· Undertake any other additional duties commensurate to the post as requested by the Partners, the Senior Management Team and Office Supervisor

· You will be required to work late evenings to provide cover for extended access, weekends and bank holidays and to cover 7 day operation as requested subject to the business needs
· You will be required to attend training sessions at other locations which are relevant to the job role.
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
· All practice policies; Information Governance, Data Protection, Confidentiality, Caldicott and Safeguarding Policies must be adhered to at all times. The Employee should contact the information Governance Lead GP and the Service Delivery Lead in event of any queries.
· Ensure Smart Cards are not left unattended and taken off the premises and stored securely overnight
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, the practice health & safety manual, and the practice infection control policy and published procedures. This will 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, free from hazards

· Actively reporting health and safety hazards and infection hazards immediately when recognised

· Keeping own work areas and general/patient areas generally clean, assisting in the maintenance of general standards of cleanliness consistent with the scope of the job holder’s role 

· Undertaking periodic infection control training (minimum annually)

· Reporting potential risks identified
· To ensure you are fully up to date with the practice health and safety policies, continuity and recovery plan and relevant risk assessments which is available on the practice health and safety site and on the IQCQC site.

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 recognises 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 that is welcoming to and of the individual, is non-judgmental and respects their circumstances, feelings priorities and rights.
Safeguarding of Children & Vulnerable Adults
· To adhere to the principals of effective safeguarding of children and vulnerable adults

Training /Personal/professional development:
The post-holder will participate in any training programme implemented by the practice as part of this employment, with 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
· To complete all mandatory training required to complete the job role including attendance of  Practice protected learning time (PLT) sessions, complete Blue stream eLearning training and completion of practice HR policies, standards and working practice
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 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
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
· To complete other duties as required which are commensurate to this role.

Other Information:
This appointment will be subject to Criminal Record Bureau and background checks and completion of a 6-month probationary period for new starters to the organisation.
EDEN MEDICAL GROUP

Person Specification

Job Title: Telephonist/Receptionist/Administrator
	
	Essential
	Desirable 


	Methods of Assessment

	Academic/Vocational Qualifications
	3 x GCSE’s including maths and English or equivalent 

	NVQ Customer Care

	· Application form
· Interview



	Experience
	Customer Service Experience 

	Experience of working with Emis Web, and other clinical systems

Experience working in a health care setting 
Experience of working in Primary Care
	

	Knowledge and Skills
	Advanced numeracy skills

Excellent keyboard and computer skills including Microsoft office 

Excellent communication skills
	
	Application form/Interview

	Qualities and Attributes
	Friendly, professional and approachable 

An understanding, acceptance and adherence to the need for strict confidentiality 

Ability to use own judgement, resourcefulness and common sense

Ability to work without direct supervision and determine own workload priorities

Ability to work as part of an integrated multi-skilled team

Able to work under pressure

Able to work in a changing environment

Able to use own initiative

Articulate and Numerate

Professional attitude and appearance
Can adapt and contribute to change whilst working in a fast paced environment.
	
	Application form/Interview

	Other
	To work flexibly (days and hours)  as per the admin team rota - able to work at the desired times; includes late working and will include weekends and bank holidays to cover 7 day operation as requested

To cover holidays and sickness as required within the admin team
To travel to attend training sessions at other locations

	Car driver / clean licence
	


	JOB DESCRIPTION AGREEMENT

	This job description is intended to provide an outline of the key tasks and responsibilities only. There may be other duties required of the post holder commensurate with this position and as requested by the Partners and Senior Management Team. This description will be open to regular review and may be amended to consider the development of the practice. All members of staff should be prepared to take on additional duties or relinquish existing duties in order to maintain the efficient running of the Practice.

	Employee Signature……………………………………………………

Date……………………………………………………………………………………………………………



	Managers Signature……………………………………………………………………………………

Date……………………………………………………………………………………………………………
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