GUILDHALL SURGERY HIGH STREET CLARE CO10 8NY


Job Title:		Receptionist/Administrator
Reports to: 		Reception Team Leader
Responsible to:	Operations Manager
Accountable to: 	GP Partners
Job Summary

The Receptionist/Administrator is an integral member of the Practice team and plays a pivotal role in ensuring patients receive a high standard of service and access to appropriate healthcare provision. 
As the first point of contact for patients, carers, relatives, healthcare professionals and visitors, the post-holder will act as an ambassador for the Practice, promoting a professional, welcoming and patient-centered environment at all times. 
The post-holder is responsible for delivering a comprehensive reception and administrative service that supports the effective day-to-day running of the Practice.

Main Duties
Provide a professional, courteous and compassionate reception service.
Treat patients with dignity, respect and sensitivity.
Respond to enquiries and signpost patients appropriately.
Support patients with additional communication or accessibility needs.
Escalate complaints and concerns appropriately.
Manage appointment bookings, amendments and cancellations.
Support equitable patient access to healthcare services.
Identify urgent requests and escalate when required.
Promote effective use of online services and appointment systems.
Register new patients and temporary residents.
Maintain accurate patient demographics and records.
Process record transfers and amalgamations.
Support data quality and audit activities.
Work collaboratively with GPs, nurses, management and external organisations.
Communicate effectively by telephone, email and clinical systems.
Comply with GDPR and NHS Information Governance requirements.
Maintain confidentiality at all times.
Report breaches and complete mandatory training.
Recognise and report safeguarding concerns.
Complete safeguarding training and follow practice policies.
Participate in meetings, audits and quality improvement initiatives.
Support CQC compliance and service development.






























Personal Specification

	Attribute
	Essential
	Desirable

	Qualifications, Training & Education
 
 
 
	Educated to GCSE level or equivalent
 
Good IT skills and confident using Microsoft Office (Word, Excel and Outlook)
 
Willingness to learn and undertake practice specific training 
 
 
	Chaperone Training
 
Customer Service or related qualification

Basic Life Support and Safeguarding Training 
 

	Experience and knowledge
 
 
 
	Experience of reception, administration and patient/customer facing duties

Ability to handle customer complaints
  
Experience of working within policies, procedures and guidelines
 
Experience of working within a team and independently

Understanding of confidentiality and information governance
 
	Previous experience in a GP practice, primary care or healthcare environment
 
Good understanding of SystmOne clinical system in particular booking and managing appointments.
 
Experience of working in an ever-evolving environment with an ability to cope with regular change


	Skills and Abilities
	Excellent organisation, time management and prioritisation skills

High level of accuracy

Ability to manage multiple taks and changing priorities effectively

Confident and professional communication skills, both verbally and written

Ability to work independently and collaboratively as part of a multidisciplinary team

Ability to follow practice procedures, protocols and clinical guidelines accordingly
 
	 

	Personal Attributes
	Friendly, approachable and professional manner 

Self-motivated, reliable and adaptable with a positive approach to changing workloads

Ability to remain calm and professional when under pressure

Ability to build and maintain effective working relationships across the practice

Demonstrate discretion, integrity and a strong commitment to confidentiality 

Committed to maintaining high standards of patient care, safety and service delivery
 
	



	
	
	



