
Clevedon Medical Centre
Non-Clinical Staff Job Description

Job Title:

Receptionist / Patient Co-ordinator
Location:

Clevedon Medical Centre, 
Responsible to:
Operations Manager
Main purpose of the job
To provide a quality customer service to the patients both face to face and on the phone making appointments and dealing with patient’s enquiries.
Main Responsibilities

Reception

Job Responsibilities :
· Ensure an effective and efficient reception and care coordination 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.

· Communicate test results using taught skills and ensuring accuracy

· Understand and utilise the Alert Management system on patients records

· Using your own judgment 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.

· Receive and make telephone calls as required. Divert calls and take messages, ensuring accuracy of detail and prompt appropriate delivery.

· Ensure that you provide an efficient, professional and detailed handover to the member of staff taking over from you before you leave your duty.

· Enter requests for home visits onto the home visit sessions on EMIS ensuring careful recording of all relevant details and where necessary refer to Duty Doctor.

· Follow, accurately and promptly, all practice protocols.

· React to medical emergency situations in a calm and effective manner according to taught protocols

· Action repeat prescription requests and ensure that they are ready for collection by the patient within 48 hours, either on the computer or manually.

· Participate on a daily basis in task management and ensure that tasks are kept up to date at all times.

· Actively participate in Practice Training to ensure you provide a high level of service for the practice.

· Advise patients of relevant charges for private (non General Medical Services) services, accept payment and issue receipts for same.

· Enter patient information on to the computer as required and as appropriate and within the correct time frame for safety of receipt of the information

· Ensure that all new patients are registered onto the computer system promptly

· Check all blood requests have been added correctly to the Laboratory ICE system and undertake monitoring of patient attendance at specific clinics.

· Undertake any other additional duties appropriate to the post as requested by the Partners or the Operations Manager.

Experience:
Experience in a medical practice or similar high volume, very busy environment is essential

Experience in communicating effectively with patients / customers, face to face and on the phone, and appropriate management of difficult and demanding situations is essential

Candidates must be able to demonstrate that they can work under pressure, individually and as part of a team.

Candidates must be able to demonstrate that they can react calmly and appropriately in an emergency situation (following agreed protocols)

Candidates must be able to demonstrate accurate IT skills, excellent verbal and written communication skills and a caring attitude.

Qualifications:
A minimum of GCE Grade B (or equivalent) in IT, Maths and English is essential

Education to A level (or equivalent) is preferred.

General Terms & Responsibilities

To undertake any other duties that may be reasonably requested of the post holder to help the practice run smoothly.  To ensure that you and others take notice of and operate within relevant Health & Safety guidelines.

Job Description Review

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.  This job description will be kept under review to ensure that it remains up to date.
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