

JOB DESCRIPTION

CLINICAL SUPPORT ADMINISTRATOR/RECEPTIONIST
Job Title
Clinical Support Administrator/Receptionist
Reports To
Deputy Practice Manager and Office Supervisor
Job Purpose
To provide a professional, efficient, and patient-focused reception, administrative, and care navigation service within the GP practice. The post holder will be responsible for delivering excellent customer service to patients, supporting the clinical team with administrative duties to ensure the smooth running of the practice.

Key Responsibilities
Reception Duties
· Welcome patients and visitors in a courteous and professional manner.

· Answer telephone calls promptly and direct enquiries appropriately.

· Book, amend, and cancel patient appointments using the clinical system.

· Register new patients and update patient demographic information.

· Manage patient arrivals, check-ins, and waiting room enquiries.

· Handle patient queries sensitively and maintain confidentiality at all times.

· Ensure the reception area is welcoming, tidy, and organised.
· Take payments where applicable and issue receipts.
Care Navigation Duties

· Undertake Care Navigation for all patient contacts in line with NHS England and practice guidance and practice protocols..

· Use GPNAV software to support safe, consistent, and effective patient signposting and care navigation.

· Assess patient needs through structured questioning and direct patients to the most appropriate clinician or healthcare service.

· Signpost patients to suitable services, including GPs, Advanced Nurse Practitioners, Practice Nurses, Clinical Pharmacists, First Contact Physiotherapists, Mental Health Practitioners, Social Prescribers, Community Pharmacy, NHS 111, Urgent Treatment Centres, and other community or voluntary services as appropriate.
· Identify patients requiring urgent clinical attention and escalate concerns promptly in accordance with practice protocols.

· Support equitable access to healthcare while ensuring patient confidentiality, dignity and respect.

· Maintain accurate records of care navigation decisions within the clinical system.
· Maintain an up-to-date knowledge of local healthcare services, referral pathways, and practice procedures.
Administrative Duties
· Maintain accurate electronic patient records.

· Scan clinical correspondence.

· Process incoming and outgoing mail.

· Manage practice email inboxes where required.

· Support the Office Supervisor and Deputy Practice Manager and wider team with general administrative tasks.

· Ensure all documentation complies with NHS and practice policies.
General Responsibilities
· Maintain strict patient confidentiality in accordance with GDPR, NHS guidance, and practice policies.

· Work collaboratively with all members of the practice team.

· Adhere to health and safety, infection prevention, and safeguarding procedures.
· Participate in mandatory training, including Care Navigation and customer service training.
· Assist with practice projects and service improvements.
· Undertake any other reasonable duties commensurate with the grade of the post.
Person Specification
Essential

· Previous experience working in a healthcare setting, or medical administration.

· Excellent communication and interpersonal skills.

· Strong organisational and time management abilities.

· Ability to prioritise workload and work under pressure.

· High level of accuracy and attention to detail.

· Good IT skills, including Microsoft Office.

· Understanding of patient confidentiality and data protection.
· Ability to remain calm under pressure and deal with sensitive situations professionally.
· Professional, friendly, and compassionate approach to patient care.

Desirable

· Previous experience working in a GP surgery

· Experience using NHS clinical systems (e.g. EMIS Web, SystmOne, or Vision).

· Knowledge of Care Navigation principles or willingness to undertake training.
· Knowledge of NHS primary care processes.
Personal Qualities
· Friendly, approachable, and professional.
· Reliable, flexible, and adaptable.
· Compassionate and patient-focused
· Able to work independently and as part of a team.

· Professional appearance and manner.

· Committed to continuous improvement and high-quality patient service.

Working Conditions
· Based within a busy GP practice.

· Frequent contact with patients, carers, clinicians, and external healthcare professionals.

· Extensive use of computers, telephones, and clinical software.

· Will be required to cover overtime hours to meet the needs of the practice
Key Skills
· Reception and customer service

· Medical administration

· Care Navigation using GPNAV

· Appointment management

· Communication

· Organisation

· Confidentiality

· IT proficiency

· Teamwork

· Problem solving

· Attention to detail
