MERSTOW GREEN MEDICAL PRACTICE
JOB TITLE:
PHONE ROOM / ADMINISTRATOR
REPORTS TO:
OFFICE MANAGER/PRACTICE MANAGER

HOURS:
PART TIME/FULL TIME 
Job Summary:

Support and provide the clinical staff with any help or assistance that they may require.

Be competent in all administration/telephone duties, Assist and care navigate patients to the appropriate service, promote these services.  Have excellent communication skills and be able to work on own initiative and within a team. Liaise with all the GP’s and the assigned Duty Doctor. 

Project a confidential, professional, courteous, positive and friendly service to patients and visitors at all times either in person, via the telephone or letter.  Provide first point of contact to resolve patient dispute.  Adhere to and be confident in all practice procedure and protocols and work in accordance to all written practice protocols.  
Reporting to and assisting the Office Manager

Job Responsibilities:

Administration
· To work within a team in accordance with practice policy.  Managing any task/workflow allocated to you or your team

· Have thorough knowledge of the CQC toolkit and continually review updated documents

· Email (clinical to nhs.net account) and photocopy as requested – (Fax only when an email unavailable and a safe Fax)
· Be responsible for the Generic email account when assigned 
· Shredding confidential information and bagging for monthly collection
· Have a thorough understanding of SAR’s/Insurance Reporting process and iGPR system 
· Computerisation of all OOH reports and managing follow up actions

· Provide the first point of contact to resolve patient dispute in accordance to practice policy

· Have a thorough knowledge of the significant event process 

· Inform patients of their test results and action accordingly

· Liaise with Doctors/Nurses regarding GP Meetings and any other events

· Manage the Hospital Lists, RIP notifications, Referrals to the coroner, Second Part, Cremation Record Book, Death Certificate Book and re-order when necessary

· Sort process and distribute external and internal post/fax/emails
· Arrange Drug Representative Coffee Mornings and maintain diary

· Filing. Pulling of notes. Housekeeping of notes room (notes are in order and room tidy) 
· Process patients change of address – (computer data and medical records have knowledge of practice area).

· Have a working knowledge of the e-referral system – process two week wait referrals
· Have a thorough knowledge of the DNA policy – recall DNA patients requested for follow up
· Training of new phone room admin team members in accordance with practice policy 
· Process and troubleshoot any Patient Access requests following practice procedure

· Cover your team members annual leave/sickness as and when required

· To facilitate the booking of Minor Operation and any other Clinics

· Report to Office Manager any adverse administration issues

Telephone/Appointment Duties
· Prioritising incoming calls above non-urgent tasks

· In accordance to practice policy answer the phone within 5 rings giving your name

· One person to leave the phone room at any one time

· Process requests by the patient and clinicians

· To be able to triage all phone calls professionally, courteously and appropriately

· Process Home Visit requests, liaising with the Duty GP, printing visit sheets and Maps

· Deal with all patient queries from the onset to outcome
· Be able to cover all reception positions as necessary and adhere to protocols in place within the reception team
· Contact patients via telephone or letter (send via docmail) as and when required
· Process Ambulance Transport Bookings
· Thorough knowledge of the operation of the telephone system and RTO options (out of Hours/answer phone system options)

Computer
· Have a good basic IT knowledge

· Have a complete knowledge of the Appointment/Care Record/Registration/Workflow options within EMIS

· Have a working knowledge of the Docman/Lexacom System

· Have knowledge of the scanning/readcoding process

· To be able to train patients in our digital inclusion sessions
· Use of Docmail to print and post all correspondence

· Report faults to software/hardware supplier and track progress

· Ongoing Online training
Other Duties
· Ensure building security – have thorough knowledge of doors/windows/alarm
· Keyholder – Follow the Practice Procedure for the open and closure of the building 
· Make coffee/tea for doctors and staff.  Load/unload dishwasher
· Clear spillages, using appropriate spillage kit if no healthcare professional available 
· Audit beverages and order or inform Office Manager when stocks are low
· Any other tasks allocated by the Office Manager/Patient Liaison Manager
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 & 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, to 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

· Reporting potential risks identified
· Have a thorough knowledge of the Fire Procedure and Health and Safety checks
· Follow the Emergency Incident Procedure – In the event a patient/colleague needing urgent assistance and if an ambulance has been called

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.
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