JOB DESCRIPTION

JOB TITLE:


PART-TIME RECEPTIONIST/ CALL HANDLER 
RESPONSIBLE TO:

SENIOR RECEPTIONIST/ PRACTICE MANAGER 
                        DUTIES AND RESPONSIBILITIES OF THE POST:
          A
Front Desk Receptionist will meet and greet patients. Check
                        them into the appointment system and keep them informed of delays
                        that may be running.  You will also be asked questions of many sorts.

                        if unsure of an answer – ask.
B
Ensure that patients without appointments needing urgent consultation on the day that present to the desk are notified to the duty GP without delay.  This will include those with chest pain, bleeding, breathing difficulties. Young children and babies should be notified to the duty GP if attending for an urgent matter.
C
Explain practice arrangements and formal requirements to new patients and those seeking temporary cover, ensure that the necessary paperwork is completed. Register them if you are able to do this on the desk. If they do not require an immediate appointment this should be done on the desk. 
D
Advise patients requiring non – nhs service of relevant charges, accept payment, issue receipts for services and enter on to computer spreadsheet. Run daily totals for the debit/credit card machine at the close of business  
E
Respond to all queries and requests for assistance from patients and other visitors. Ensure that the visitor book is signed for those entering the practice on business. If you are unsure of procedure contact a colleague quickly for advice. Do not get drawn into time consuming situations either in person or on the telephone. Pass these to an admin colleague – or if no one is available take the patients details and contact number and say that they will be called back.  
F
Ensure that repeat prescriptions are actioned within 48 working hours. Paper prescriptions must be signed by the GPs. Many will now be sent electronically. Any queries must be passed to the GPs. Form for the purpose must be attached to highlight the query. Do not re authorise any medication without the GP consent.  In some circumstances a prescription for one month acute supply may be given, (e.g. for the pill) but an appointment must be made for review with the GP. The patient must clearly understand that more medication cannot be given without review 
G         A major part of your job will be to make appointments in person and on the telephone –your aim is to become totally conversant with the appointment system. You will make, cancel and alter appointments as required.  Pass any complex calls to the admin office staff, both when working up or downstairs.  You will also have deal efficiently and in a timely manner with straightforward queries and prescriptions.  The job is nebulous, and cannot be exactly defined as you are dealing with the public and must expect varying levels of enquiry and be able to deal with some difficult attitudes on occasions.  It is the nature of the job dealing with the public in this setting. 
                      Tasks - Broadly 
1            Registering Patients 
A
Ensure that all new registrations are entered onto database. Urgent  

            registrations that present at the front desk should be sent up to the

            admin team as it is unlikely that you can do this whilst on the desk 
            unless it is very calm and quiet. If the patient has asked to be a donor 
           this must be highlighted on the form   and sent to the admin team for 
           action.
B
Ensure that all changes notified by patients are entered onto patient registration database. Mobile phone numbers, emails and changes of address. 
C
Maintain pro-active collection of patient data to keep records up to date as required.ie  smoking status ,If a carer this needs to be  added to the database of the person they care for  . Pass carer form to admin team- you may also be shown how to do this   .
2             Preparing Consulting Rooms etc
            A          Ensure that consulting rooms are prepared in readiness for each 
                        consulting session, switch on computers each morning for the rooms 
                        in use. 
          B
Ensure that the consulting rooms are checked at the end of each
                       consulting session and left tidy and secure, check windows are shut 
                       and computers switched off.  Lights off.
           C         Toilets need down stairs to be checked and make sure that toilet 

                       paper/ soap is present. Any problem found - cleaning required. Close

                       the toilet with ‘out of order notice ‘and notify the practice manager or 

                       admin team  

.
3             Telephone Call Handling 
A
Receive/make/divert calls and take messages as required, maintaining a professional telephone manner at all times. 
            Remember to transfer calls that are becoming too involved. See detail above 
B
Ensure that the system is operational at the beginning of each day and switched over to night service/answerphone at the end of each day.
4                       End of Day procedures 
A
You may be the person to open or close premises at the start of the day or end of the day .You will need to be familiar with alarm system 
B
Secure premises at the end of the day, ensuring that the building is totally secured and all internal lights are switched off. In the winter 
            months the outside lights must be activated at dusk to illuminate the car park.  Leave the outside back porch light on when leaving –for the benefit of the cleaner.
            Make a final report on the card payment machine. Lock away the cash box. 

                        Last man out checks the fridges in the store room behind reception

                        are securely closed and locked and initial the sheets on the fridges 
                       In the winter months check that all electric heaters have been switched 

                       off. In summer check that fans have been switched off
5            SPECIAL REQUIREMENTS OF THE POST:

An understanding for the need for strict patient confidentiality and an adherence to this at all times.
B
An ability to use own judgement, resourcefulness, common sense and local knowledge to respond to patients’ enquiries and requests.  It is not possible to be specific in the range of tasks that may be undertaken in this post.  Any issues in which you are not skilled enough to answer of carry out should be passed to a colleague. particularly any clinical issues.   Golden rule – is if not sure – DON’T DO ask a colleague.  
C
Excellent interpersonal communication skills.  Patience and courtesy.
            Having said that – you are not there to take rudeness, not to be rude your self. In a difficult situation please refer to the manager.

Additional Matters 
It is important that all members of staff are prepared to take on additional duties or relinquish existing duties as required in order to maintain efficient running of the practice.  The practice reserves the right to redistribute duties and functions amongst members of staff from time to time, and requests for such changes shall not be unreasonably refused.

All staff will be expected to share in the cover needed at holiday time – or if a colleague is off sick .All members of staff are required to update their skills by means of continuing education. Details of appropriate training courses are circulated periodically for staff attention. Many courses are now on line.   It is friendly and good for team spirit if everyone will make tea in turns. Downstairs in the afternoon it is normal for the receptionist to be relieved for a comfort break and to make a drink for the downstairs team – GPs and nurse.
If working downstairs alone and needing help for any reason ring for help please! 

Resuscitation course needs to be done every three years and will be arranged for all the admin team ‘in-house’.  If attending for this or other meetings outside your normal working time you will be paid.
This job description is encompassing general aspects of the role.  It may not be possible to cover all the eventualities of the day to day occurrences of the post. It will require an ability to be proactive and reactive to situations as they occur. Much of the job requires empathy and patience and plenty of common sense. Never make any clinical judgements. If unsure of a patient’s needs, they must speak with a GP on a telephone triage appointment slot. These are in operation each day. Always ask for help if unsure with any colleague that is working with you or a clinician. 
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