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JOB DESCRIPTION
	Job title
	Receptionist

	Reports to
	Senior Receptionist / Operations Manager

	Location
	Long Stratton Medical Partnership, including the Newton Flotman branch site as required



Job purpose
To provide a professional, efficient, caring and confidential first point of contact for patients, carers and visitors. The post-holder will help patients access the most appropriate service through the Practice's total triage model, support the wider Practice team and contribute to safe, accurate and responsive day-to-day operations.
The role involves frequent use of SystmOne, SystmConnect and X-On Surgery Connect. The post-holder must use each system competently, follow agreed workflows and escalation routes, and maintain accurate contemporaneous records.
Key responsibilities
· Welcome patients and visitors in a courteous, calm and respectful manner, maintaining privacy at the reception desk and in waiting areas.
· Respond to general enquiries, explain Practice procedures and help patients access appropriate clinical, administrative or external services without offering clinical advice.
· Identify urgent, deteriorating or potentially unsafe situations and escalate them immediately in accordance with Practice protocols. Reception staff must not make clinical decisions or independently determine clinical priority.
· Support patients who may be distressed, vulnerable, angry, confused or experiencing communication barriers, using appropriate de-escalation and seeking assistance when required.
· Register new and temporary patients promptly and accurately, including processing information received through the digital registration service and checking demographic and contact details.
· Arrange, amend and cancel appointments in line with appointment-booking rules, clinical instructions and the Practice's total triage arrangements.
· Process requests for home visits in accordance with the Practice protocol, recording all relevant information accurately and escalating the request to the appropriate clinician.
· Manage Practice email and shared work queues as allocated, responding or redirecting items promptly and securely.
· Process changes of address, telephone numbers, email addresses, consent and communication preferences accurately, confirming identity and Practice boundary requirements where appropriate.
· Follow the Practice procedure for reporting and processing patient deaths, ensuring that actions are completed sensitively, accurately and within required timescales.
· Understand the Practice complaints procedure, respond professionally to concerns and direct or escalate them to the appropriate person without becoming defensive or attempting to investigate them independently.
· Provide reasonable cover for colleague absence and undertake other duties appropriate to the role, competence and grade when requested by the Partners or management team.
· Assist with reasonable shared workplace duties, including keeping reception, staff and refreshment areas clean, tidy and appropriately stocked.
Clinical and digital systems
· Use SystmOne as the Practice clinical system to locate and verify patient records, book appointments, record contacts, add or action tasks, update demographic information and complete other authorised administrative activity.
· Use SystmConnect as the Practice's total triage platform to receive, review and route online patient requests. Requests may include new or ongoing clinical problems, appointment queries, fit notes, letters, forms, medication or dispensary queries and other administrative work.
· Check each SystmConnect request for sufficient information, correct patient matching and any indicators requiring urgent escalation. Route requests to the agreed team or the Triage Clinician in accordance with Practice protocols; do not clinically triage requests unless specifically trained and authorised to do so.
· Convert telephone or face-to-face contacts into the correct SystmConnect or SystmOne workflow where required, ensuring that the patient's own words, relevant facts and contact details are recorded accurately and objectively.
· Use X-On Surgery Connect to receive and make calls, manage queues, transfer calls and record or relay messages safely. Follow Practice expectations for call handling, identity verification, confidentiality and use of any call-recording or reporting functions.
· Maintain secure access to all systems: use only individual credentials, lock screens when unattended, never share passwords or smartcards, and report suspected unauthorised access, misdirection or system failure immediately.
· Follow business-continuity and downtime procedures whenever a system or telephone service is unavailable, escalating material disruption promptly.
Patient records, correspondence and information handling
· Enter information into the correct patient record promptly, accurately, objectively and in accordance with Practice procedures. Check patient identity using approved identifiers before viewing, updating or disclosing information.
· Scan, index, code or route correspondence, reports, results and other documents using the approved workflow, ensuring that each item is attached to the correct record and available to the appropriate team.
· Take accurate messages and tasks, recording the caller, date, time, contact details, action requested and any stated urgency. Ensure prompt delivery and follow-up in accordance with local procedures.
· Check recipients and contact details carefully before sending letters, emails, text messages, tasks or other communications, particularly where clinical or sensitive information is included.
· Report errors, duplicate records, misfiled documents, incorrect contact details or other data-quality concerns immediately and take only the corrective action authorised by Practice procedure.
Confidentiality and information governance
The post-holder will have access to confidential and special-category information relating to patients, carers, staff, other healthcare professionals and the Practice as a business. All such information must be treated as strictly confidential and handled in accordance with UK data protection legislation, the common law duty of confidentiality, NHS information-governance requirements and Practice policies.
· Access, use or share information only where there is a legitimate work-related need and only with authorised persons. Curiosity, familiarity with a patient or a request from a colleague, relative or friend does not in itself provide authority to access or disclose a record.
· Verify identity and authority before discussing or releasing information, including where proxy access, consent, parental responsibility, power of attorney or other representation is asserted. Seek senior advice whenever authority is unclear.
· Protect confidentiality during face-to-face, telephone, voicemail, email, text and online communications. Avoid conversations being overheard and do not leave records, screens or paperwork visible or unattended.
· Use NHS-approved and Practice-authorised communication methods only. Do not send patient or Practice information to personal accounts, personal devices or unauthorised applications.
· Dispose of confidential waste securely and follow the clear-desk, secure-printing and records-management requirements of the Practice.
· Report any actual or suspected confidentiality breach, unauthorised access, lost information, incorrect recipient or near miss immediately through the Practice incident-reporting process. Do not attempt to conceal or independently resolve a breach.
· Maintain confidentiality during and after employment. A breach may result in disciplinary action and, where applicable, referral to relevant authorities.
Health, safety and security
The post-holder must take reasonable care of their own health and safety and that of patients, colleagues and visitors, and must cooperate with the Practice in meeting its legal and organisational responsibilities. This includes:
· Following the Practice Health and Safety Policy, local risk assessments, fire and evacuation procedures, lone-working arrangements, personal safety guidance and emergency procedures.
· Using panic alarms, access controls and other security systems correctly; remaining alert to aggressive, abusive or suspicious behaviour; and seeking assistance promptly rather than placing themselves or others at unnecessary risk.
· Reporting accidents, incidents, near misses, hazards, defective equipment, unsafe working practices and security concerns promptly, and completing required incident documentation.
· Maintaining reception, waiting and staff areas so that they are tidy, hygienic and free from avoidable hazards, including slips, trips, blocked exits and insecure confidential material.
· Following infection-prevention and control measures, including hand hygiene, respiratory hygiene, safe handling of waste and any current guidance on communicable illness or protective equipment.
· Using display-screen equipment, telephones and other equipment safely; completing required assessments; and reporting discomfort or the need for adjustment promptly.
· Handling equipment, deliveries and loads only within training and capability, using assistance or appropriate equipment where necessary.
· Attending required health and safety, fire, basic life support, infection-control, conflict-resolution and other mandatory training, and applying that learning in practice.
· Taking appropriate action in an emergency within the limits of training, including summoning clinical help or emergency services and following instructions from trained responders.
Equality, diversity, dignity and reasonable adjustments
· Treat every person fairly, respectfully and without discrimination, recognising and supporting individual rights, dignity, beliefs, culture, circumstances and protected characteristics.
· Communicate in an inclusive, non-judgemental and accessible way, arranging reasonable communication support or adjustments in accordance with Practice procedures.
· Recognise barriers arising from disability, language, literacy, sensory loss, neurodiversity or digital exclusion and help patients access an appropriate alternative route.
· Challenge or report discriminatory, bullying, harassing or disrespectful behaviour in accordance with Practice policy.
Safeguarding
· Remain alert to signs or disclosures that may indicate abuse, neglect, exploitation, coercion or risk involving a child or adult at risk.
· Record concerns accurately and escalate them without delay through the Practice safeguarding procedure. Do not investigate concerns personally or promise secrecy.
· Complete the safeguarding training required for the role and seek advice from the Practice safeguarding leads whenever unsure.
Communication, teamwork and conduct
· Communicate clearly, professionally and respectfully with patients, carers, colleagues and external organisations, adapting the method and language used to the needs of the individual.
· Work collaboratively across reception, dispensary, administration, secretarial and clinical teams, sharing relevant operational information and supporting agreed priorities.
· Maintain professional boundaries and avoid giving clinical opinions, making promises on behalf of clinicians or discussing internal matters inappropriately.
· Manage workload and competing demands sensibly, keep colleagues informed of delays or risks and seek support before patient safety or service quality is compromised.
· Comply with Practice standards for attendance, dress, identification, use of personal mobile phones, social media and professional behaviour.
Quality, learning and development
· Apply Practice policies, standard operating procedures, clinical-safety controls and management instructions relevant to the role.
· Take responsibility for the accuracy and quality of own work, acknowledge mistakes promptly and participate openly in learning from incidents, complaints, audits and patient feedback.
· Identify and report risks, recurring problems, system weaknesses or opportunities to improve patient access, safety, efficiency and experience.
· Participate in induction, mandatory training, team meetings, supervision, annual appraisal and agreed personal development activity, maintaining evidence of completion where required.
· Maintain competence in SystmOne, SystmConnect, X-On Surgery Connect and other systems required for the role, and seek guidance before undertaking unfamiliar or higher-risk tasks.
· Support the induction and development of colleagues where competent and authorised to do so.
General provisions
This job description describes the principal duties and responsibilities of the post. It is not an exhaustive list and may be reviewed and amended, following appropriate discussion, to reflect changes in legislation, technology, Practice procedures and service needs. The post-holder will not be expected to undertake duties outside their competence without appropriate instruction, training and support.
Employment is subject to the Practice's policies and procedures, as amended from time to time, and to the terms and conditions set out in the post-holder's contract of employment. Where there is any conflict, the contract of employment and applicable law will take precedence.
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Drs Nelson, Loughridge, Saint, Douglass & Ong 
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