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Dear Applicant,






13th February 2012 






Reception Manager vacancy
Thank you for your interest in this position. Enclosed is the information you will require to assist you in applying for the role.
To apply please can you:

· Provide an up-to-date CV which shows your full career history with any breaks explained – we recommend that this is no longer than three pages; 
· Write a supporting statement detailing how you are a good candidate for this post and how you fulfil the role profile & person specification – we recommend that this should be a maximum of around three pages; 
· Indicate if you cannot attend any of the interview dates.
Please ensure your full name is on all documents and note that applications can only be considered if all the documentation is completed. 
Applications should be e-mailed to mail@cornerpiecesolutions.co.uk
Applications must be received by Midday on Thursday 1st March 2012
Please contact Jackie Carter our retained HR Adviser on 07828 946651 if you have any questions or queries.
We look forward to hearing from you.

Yours sincerely,
Alison Howett
Practice Manager 

Weston Lane & Harefield Surgeries 
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Welcome Letter from the Partners
Reception Manager – Weston & Harefield Surgeries 
Thank you for your interest in the post of Reception Manager at our Practice.
The position of Reception Manager is a new role created to lead and manage two reception teams at our two local surgeries.  The post reports directly to the Practice Manager.
The Practice is committed to delivering high quality patient care and our front line staff are critical to providing a professional and efficient patient service.
We are looking for an excellent people manager who has the experience and knowledge to be able to deliver an efficient and cost effective service.

If you believe that you have the experience, ability and enthusiasm for the task, we very much look forward to receiving your application. 

Dr Sara Sealey 
Partner 

13th February 2012
About Weston Lane & Harefield Surgeries 
Mission Statement
We aim to promote healing and wholeness for all, in the physical, mental, spiritual and emotional parts of our lives, for each person is unique and of great value. 
The Practice 
The practice has approx 8500 patients, cared for over 2 sites on the Weston and Harefield estates on the east side of Southampton. We moved into the Weston Lane Centre for Healthy Living in 2009 and we share the building with various PCT clinics and initiatives. There is an on-site pharmacy and NHS dentist. Our Harefield branch surgery was opened over 20 years ago and clinics are held there throughout the week. 
We have a developing vision of providing holistic care to the residents of the estates by integrating community and primary care services that are readily accessible to all. We achieve a high percentage of our QOF targets and fully engage with other surgeries in the South and East locality.
The Team 

Our practice team consists of medical and nursing clinicians, reception and admin staff. There are 7 partners making up 4.3 WTE doctors and our nursing team comprises of 3 nurse practitioners, 3 practice nurses and 2 health care assistants. 
The admin team is led by our practice manager and consists of our senior administrator, admin assistant, 2 typists and several data clerks.
There are currently 16 part-time receptionists to cover both surgeries and they all currently perform reception duties as well as other administrative tasks. 
We have good links with our wider multi-disciplinary health care team which includes district nurses, midwives and health visitors.

Role Profile & Person Specification 

Job Title: 

Reception Manager
Reports to: 

Practice Manager
Responsible for: 
Management of front-facing activities and line-management of reception team 

Overall Aim: 
To ensure the smooth running and effectiveness of both Weston Lane and Harefield reception functions through:
· Line-management of reception staff and monitoring of work flows

· Ensuring use of effective systems, communication mechanisms and procedures to fulfil the reception function effectively and to deliver a high quality service on a daily basis to patients, doctors and staff 

· Providing the key contact for communication between patients, doctors and other medical staff

· Leading the reception team, ensuring an efficient and professional manner is maintained 

· Acting as a role model, demonstrating and promoting the standards expected by the practice and creating the energy and enthusiasm for the service

· Acting on own initiative, within broad procedural guidelines and without direct supervision

· Being responsive to the changing needs of the service and adapting systems as required

Key Responsibilities:

1. Staff Management

1.1. Manage reception staff at main and branch surgery

1.2. Manage reception staff rotas ensuring adequate staffing levels to maintain a quality service for patients

1.3. Implement recruitment and selection procedure for reception staff

1.4. Provide induction, training and ongoing review

1.5. Ensure Practice policies are followed and accurate records are kept 

1.6. Act as a role model to reception staff, supporting, motivating and promoting good staff relations

1.7. Undertake yearly staff appraisals for the reception team including Personal Development Plans

1.8. Provide a point of contact for communication with the reception teams

1.9. Co-ordinate and minute regular reception team meetings

2. Systems Management

2.1. Set up and maintain computerised appointment schedules for all clinical staff

2.2. Arrange locums as required in accordance with practice protocols

3. Patient Services

3.1. Deal with complaints concerning service and process in accordance with the Practice Complaints Procedure and evaluate suggestions

3.2. Undertake regular reception duties on both sites
3.3. Co-ordinate clinic arrangements e.g. flu clinics

3.4. Oversee the maintenance of patient information systems ensuring all information accessible to patients is current and relevant

4. Administration

4.1. Manage petty cash

4.2. Co-ordinate all administrative processes associated with reception including: new patient registration, repeat prescription, stock control 

4.3. Have a clear understanding of telephone systems, daytime and out of hours

4.4. Support the Practice Administrator as appropriate to cover holidays

5. Information Technology

5.1. Have full understanding of the appointment system

5.2. Have a working knowledge of all software and hardware used in reception

5.3. I.T. trouble-shooting relative to the post as required

5.4. Train new reception staff in use of clinical system

6. Information

6.1. Support the production and upkeep of Practice Procedures Manual

6.2. Manage paper-based systems including post, internal and external

7. Communication

7.1. Recognize the importance of effective communication and strive to communicate effectively with every member of the practice team and also with patients and carers, recognising the need for alternative methods of communication as required

7.2. Ensure internal communication systems are running smoothly, doctors and reception staff are kept fully informed of changes in procedures

8. Personal/Professional Development

8.1. Participate in any training programme implemented by the Practice that is relevant to the post 

9. Quality

9.1. Assess own performance and take accountability for own actions, either directly or under supervision

9.2. 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

9.3. Effectively manage own time, workload and resources

10. Confidentiality

10.1. 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
11. Health & Safety

11.1. Assist in promoting and maintaining own and others’ health, safety and security as defined in the Practice Health & Safety Policy

11.2. Assess and manage risk associated with day-to-day activities 

11.3. Awareness of fire protocols and procedures

Key Results

1. A professional and dynamic reception team representing the face of the practice

2. An efficient reception service of the highest quality that delivers a positive experience for the patient at every encounter
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Weston and Harefield Surgeries reserves the right to amend this role profile as necessary, after consultation with the post holder, to reflect changes in or to the job.

     Job Title 
Reception Manager
	
	Essential 
	Desirable 

	Experience & qualifications 


	· Good standard of General Education, including English and Maths

· Relevant customer service/reception experience

· Good understanding of computers and I.T. systems

· Experience of managing large teams

· Proven record of personal achievement
	· Educated to A-level standard

· NVQ or similar in related subject

· Customer service training

· Handling conflict experience/training

· Supervision/HR-related training

· Experience of operating clinical computer systems

· Health service-related experience

	Knowledge 
	· Understanding of the needs of diverse populations

· Appreciation of the sensitivities of working in a medical environment
	· Local knowledge

· 

	Skills 
	· Excellent supervisory, organisational, communication, I.T. and relational skills

· Work independently and resourcefully using own initiative and judgement

· Motivate the team to deliver quality outcomes

· Work under pressure without direct supervision and determine own workload priorities

· Diffusion of volatile situations and delivery of satisfactory outcomes for all parties
	· Demonstrable leadership skills

· Negotiation skills

· 

	Personal style and behaviour 
	· Personal commitment to the corporate values, vision and objectives of the Practice

· Show a professional attitude and demeanour towards patients and staff, including courteous interactions with team members and other practice staff

· Appear confident and inspire confidence in others

· Actively support the clinical team, and promote the standards of care expected by creating energy and enthusiasm for the service

· Application of fairness across all aspects of the role

· Tactful, exercising confidentiality and discretion at all times

	Other requirements 
	· Commitment to quality, good customer service, best practice and best value in all aspects of the Practice’s operations

· Evidenced commitment to equality and diversity

· Reliability and flexibility

· Recognition of own development needs and how these may be met


PRINCIPAL TERMS AND CONDITIONS

 (For information purposes only)

1.
Position


 Reception Manager 
2.
Remuneration 


 £24,000 pa
3.
Hours of work 

37 hours/week over 5 days
4.
Location

Weston and Harefield Surgeries
5.
Holidays 

 5 weeks on commencement of employment
6.
Other

NHS pension scheme 

KEY DATES

· Closing date for completed


 
applications 




Midday Thursday 1st March  2012 


· Short listing meeting 


Monday 5th March 2012 
· Interviews



First interview 



Wednesday 14th March 2012 

Second interview 



Tuesday 20th March 2012 
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