  
    
        
      
        
          
            
   
            
  FusionPDF

          

          

          
          
          
        

      
      
       
      
        
            
        

          Menu

          	Home
	DMCA
	Privacy Policy
	Contacto


      
 
      
         Menu

      

    

    

    
    
      
                 
          
            
              Preston Grove Medical Centre JOB DESCRIPTION Job Title Apprenticeship

			    

            

          

        

      

    

     

      
    
      
                  
          
            
         
               

         
              preston grove medical centre job description job title: apprenticeship in business administration – reception and administrati

             
                Preston Grove
   Medical Centre
   JOB DESCRIPTION
   Job title: Apprenticeship in Business Administration – Reception and
   Administration
   Grade: National Minimum Wage for Apprenticeship, reviewable subject to
   performance at 6 months
   full time 37.25 hours
   Department: RECEPTION
   Reportable to: RECEPTION MANAGER
   Accountable to: BUSINESS MANAGER
   JOB SUMMARY:
   To provide reception and administration duties for the medical centre,
   dealing with patients, doctors, nurses and colleagues in an efficient
   and polite manner. Contribute to the care environment, follow set
   tasks and protocols and undertake administration and computer duties
   as required.
   MAIN DUTIES AND RESPONSIBILITES:
     * 
       To deal with enquiries, either face to face or over the telephone
       from a variety of external sources, such as patients, relatives,
       GP’s, hospital, pathology, and from internal sources such as GP’s,
       nurses, & work colleagues. All requests for information to be
       handled sensitively and dealt with following practice’s policies
       and the relevant legislation such as the Data Protection Act 1998.
     * 
       Searching for, registering if necessary and booking onto the
       computer system patients as they present at the desk.
     * 
       To identify and book appointments and home visits according to
       patient requests and in line with practice protocols.
     * 
       To provide a call handling service to patients to ensure patients
       receive the correct help. Questioning patients on their
       requirements, assessing events, helping if possible, or directing
       patients to the correct team member /clinical appointment.
   Communication skills and persuasive skills are required to obtain
   information from patients so as to determine the best course of action
   to take following appropriate guidelines and protocols. Dealing with
   patient information that is personal and sensitive, politely, with
   empathy and understanding.
     * 
       To maintain an overview of the waiting areas, informing patients
       of any known delays and ensuring the area remains in a neat and
       tidy condition.
     * 
       To initially handle patient complaints by providing relevant
       information and by informing your Supervisor or Manager as to the
       nature of any complaints, including informally made complaints.
     * 
       To deal with distressed/aggressive patients as they present at the
       desk or telephone.
     * 
       To ensure all relevant information is available when a patient is
       seen by the GP, including medical reports and forms.
     * 
       To carry out inputting and alterations to the computer records,
       including change of addresses, temporary residents, message books
       and any other admin tasks as they arrive.
     * 
       To provide support to GP’s as requested.
     * 
       To deal with all incoming hospital post in a timely and efficient
       manner.
     * 
       Deal with requests from patients and GP’s for emergency calls,
       following protocol and dialing 999 as required.
     * 
       Faxing urgent requests to hospital.
     * 
       Receive urgent results as they come in from the pathology
       department at the hospital. Liaise with GP and contact patients
       with information.
     * 
       Provide information on results to patients.
     * 
       To assist with the provision of cover for colleagues’ absences.
       This involves extra shifts to cover leave and sickness.
   Additional responsibilities (some receptionists):
     * 
       To keep information in the waiting room up to date and highlight
       key health themes via posters on the patient notice board. To be
       responsible for writing relevant posters and leaflets.
     * 
       To organize requests for the completion of forms (Holiday
       cancellation/sickness/accident forms). Liaising with GP’s and
       patients. Collecting fees from patients.
     * 
       Responsible for computer downloading of 24 hour B/P monitor and
       ECG Machine.
   SUPERVISORY RESPONSIBILITIES: Initially when new staff are training, a
   buddy system is in operation.
   The Apprentice will be provided with mentoring support from:
     * 
       Reception Buddy.
     * 
       Reception Manager
     * 
       Office Manager
     * 
       College
   EXTERNAL & INTERNAL CONTACTS:
   External - Patients, relatives, carers, ambulance personnel, hospital
   staff, PCT staff, other practices.
   Internal – GP’s, nurses, admin staff, secretaries, prescription team,
   office manager. To attend reception team meetings and practice half
   day closing and occasional practice groups.
   WORKING ENVIRONMENT:
   Will be the first point of contact for anyone contacting / visiting
   the surgery. Will be required to deal with anxious and distressed
   patients and relatives. The post holder is required to provide a
   professional, yet caring reception service, which effectively deals
   with patient’s needs. Will need to be able to work under great
   pressure at times. Will need to use a VDU for the greater majority of
   any shift.
   FINANCIAL AND PHYSICAL RESOURCES:
   No budgetary responsibility. Responsible for taking money from
   patients across the desk for vaccinations and forms. Shared
   responsibility for using resources in an efficient way and equipment
   safely. Responsible for portable audio loop system, telephone/audio
   system, fax and photocopier.
   CONFIDENTIALITY:
     * 
       In the course of 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
     * 
       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 may 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
     * 
       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
   others’ health, safety and security as defined in the practice health
   & safety policy, the practice health & safety manual, and the practice
   infection control policy and published procedures. This will include:
     * 
       Using personal security systems within the workplace according 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 and skills
     * 
       Using appropriate infection control procedures, maintaining work
       areas in a tidy and safe way and free from hazards
     * 
       Actively reporting of health and safety hazards and infection
       hazards immediately when recognized.
     * 
       Keeping own work areas and general / patient areas generally
       clean, assisting in the maintenance of general standards of
       cleanliness consistent with the scope of the job holder’s role
     * 
       Undertaking periodic infection control training (minimum annually)
     * 
       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 recognizes 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, needs and beliefs of patients,
       carers and colleagues
     * 
       Behaving in a manner which 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
   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
       patients needs
     * 
       Effectively manage own time, workload and resources
   Communication:
   The post-holder should recognize the importance of effective
   communication within the team and will strive to:
     * 
       Communicate effectively with other team members
     * 
       Communicate effectively with patients and carers
     * 
       Recognize 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 audit where appropriate
   Changes to the job:
   This post may be subject to change/review as the needs of the
   practice/department changes. Any changes will be made following
   consultation with the individual.
   PERSON SPECIFICATION
   JOB TITLE: Apprenticeship in Business Administration – Reception and
   Administration
   GRADE: National Apprenticeship Grade
   DEPARTMENT: Reception
   CRITERIA REQUIRED
   ESSENTIAL
   DESIRABLE
   Qualifications & Training
   Good basic education.
   GCSE grade C preferred English and Maths but will be accepted with D
   grades.
   Holder of European Computer Driving License or CLAIT
   Knowledge & Experience
   Experience working with the general public is helpful.
   Previous experience in a customer focused environment.
   Experience within the NHS or similar health care setting.
   Awareness of General Practice/ NHS.
   Able to learn medical terminology (following a period of learning on
   the job if necessary) and use this effectively as part of the role.
   Specific Skills
   Basic keyboard skills.
   Ability to communicate effectively and sensitively verbally and in
   writing to patients and staff at a range of levels, including on the
   telephone.
   Good customer care skills – able to put patients at ease and deal with
   them in a professional and positive way.
   Good organizational skills – able to organize paperwork and other
   systems within an office.
   Attention to detail and ability to transfer accurate information.
   The ability to work well under pressure and meet deadlines.
   Able to use initiative within clear boundaries, seeking advice
   whenever necessary.
   Numerate able to carry out basic calculations accurately.
   Enthusiastic/effective team worker.
   Able to promote good working relationships.
   Computer literate in EMIS clinical system,
   Computer literate in Microsoft word and outlook.
   Physical Skills & Effort.
   Emotional Effort
   Keyboard skills
   Some emotional effort to deal with distressed patients.
   Requirement due to working environment
   Required to spend most of working day seated at VDU.
   Occasionally subject to aggressive behaviour.
   Occasional flexible working.
   WORK PLAN
   Morning Afternoon
   Monday 08:30 to 12:00 13:00 to 17:00 (7.5 hrs)
   Tuesday 13:00 to 16:00 16:30 to 19:15 (5.75 hrs)
   Wednesday 08:30 to 12:00 13:00 to 17:00 (7.5 hrs)
   Thursday 08:30 to 12:30 13:30 to 17:00 (7.5 hrs)
   Friday 08:30 to 13:00 14:00 to 18:30 (9 hrs)
   TOTAL 37.25 hours
   Version 1.1 Reviewed 8 June 2015
   Next review : 8 June 2016
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