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HOVETON AND WROXHAM MEDICAL CENTRE


Job Title:	Receptionist/Care Navigator
Reports to:	Reception Manager


Main purpose of role
To provide a point of contact for patients and act as a focal point of communication between patients, doctors, and other medical staff.  To deal efficiently with patient-related administration and data entry requirements.  Ensure all roles are carried out in accordance with agreed procedures, protocols and timescales.  The role requires a flexible approach to working hours to provide reception cover outside normal working hours (as described below) and to provide cover for other members of the reception team.    

Key Relationships
GP Partners, salaried doctors, registrars, Practice Manager, Ops Manager, Admin Manager, Nurse Lead and Nursing Team, all other Practice staff, other local care providers, patients, and their carers.  A good working relationship should be maintained between all surgery staff and attached staff at all times and you should work towards engendering a team approach.

Job Responsibilities
1. To make appointments with patients who seek medical advice according to the Signposting policy, ensuring patients are seen by the appropriate clinician in an appropriate timeframe.  Liaising with Duty Clinician when patients present with red flag symptoms and informing the patient if emergency care and ambulance is required.
2. Responsible for organising emergency service provision (999)
3. To provide chaperone service upon request of clinician. (following appropriate training)
4. To provide front of house representation for the practice, dealing with face-to-face queries which can sometimes be distressing.  
5. Dealing with conflict and complaints in the first instance and escalating when necessary.
6. Responsible for the collection and receiving of pathology samples. 
7. Responsible for the receipt and circulation of incoming mail.
8. Take accurate messages from patients and record and communicate them appropriately.
9. To support the movement of records within and outside the practice alongside practice and NHS England policy.  
10. Ensure smooth registration of patients who register with the practice.  Ensure all electronic transfer of patient records are completed within guidelines and any errors that occur are corrected.  Ensure that requests for urgent notes are facilitated and followed through to completion.  
11. Maintaining high standards of appearance for the front of house areas including waiting room, main entrance and reception desk.
12. Provide flexible team cover if needed during annual leave and sickness. 
13. To provide occasional cover for ‘enhanced access’ early clinics (0645 – 0830).
14. To provide cover for ‘Improved Access’ clinics, which can be on weekday evening (1700 – 20.00) or Saturday (0900 – 1700).
15. Ensuring all end of day procedures are followed and doors and windows are secured.  In accordance with lone working policy all visits are completed and GP has returned or reported back to base.
16. Any other delegated duties appropriate to the post.
17. Attend and support practice meetings.

Confidentiality
1. While 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.
2. 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 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.
3. 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.

Health and Safety
The post-holder will assist in promoting and maintaining their own and other’s health, safety and security as defined in the practice Health and Safety Policy, to include:
· Using personal security systems within the workplace accordingly 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 skills
· Using appropriate infection control procedures, maintaining work areas in a tidy and safe way and free from hazards.
· Reporting potential risks identified. 

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 and 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.

Personal/Professional Development
The post-holder will participate in any training programme implemented by the practice as part of this employment, 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.
· Ensure all mandatory training for the post is up to date.

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 patient’s needs. 
· Effectively manage own time, workload and resources.

Safeguarding
Hoveton and Wroxham Medical Centre is committed to safeguarding and promoting the welfare of children, young people and vulnerable adults and expects all staff and volunteers to share this commitment. Rigorous recruitment checks are carried out and successful applicants are required to undertake a Standard Disclosure via the Disclosure and Barring Service (DBS).

Infection Control
Infection Prevention and Control is everybody's responsibility. All staff, both clinical and non-clinical are required to adhere to the practice Infection Prevention and Control policy and make every effort to maintain high standards of infection prevention and control at all times to protect patients, staff and visitors from healthcare associated infections.  They will also ensure that they perform the correct hand hygiene procedures as described in the Hand Hygiene Policy.

Communication
The post-holder should recognise the importance of communication within the team and will strive to:
· Communicate effectively with other team members and patients and/or carers that access the practice. 
· 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 audits where appropriate.

This job description reflects the present requirements of the post.  As duties and responsibilities change and develop the job description will be reviewed and be subject to amendment in consultation with the post holder.

Signed and agreed

Post holder			………………………………………………………………….

Name 				………………………………………………………………….

Date 				………………………………………………………………….


Signed and agreed

Admin Manager		………………………………………………………………….

Name 				………………………………………………………………….

Date 				………………………………………………………………….
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