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HINDON SURGERY

Job Specification

Job title:


Practice Receptionist/Dispenser 
Accountable to: 

The Partners and Practice Manager

Reports to:


Administration Lead and Dispensary Lead 
Responsible for:

Self

Job summary
To receive, assist and facilitate patients to access the appropriate service for healthcare 

To be the first point of contact for telephone and face to face enquiries

To be professional in a courteous, efficient and effective way either by telephone or face to face.

To provide a positive, supportive and friendly service to patients, colleagues and visitors.

To work at all times in accordance and within protocols and standard operating procedures.

To dispense accurately and in a timely manner, any repeat and acute items for the registered list.  To undertake and manage stock – both receipt, disposal and storage stock - according to practice systems.

To undertake Dispensing Service Quality Scheme reviews as required. 

Core Principles

· To ensure confidentiality of information (written/oral or electronic) is preserved at all times whether at or away from work

· To follow practice procedures to ensure that Caldicott Guardian and Security requirements are met at all times

· To follow procedures to ensure compliance with the Data Protection Act 1998

· To follow all practice protocols concerned with the maintenance of ethical practice
· To support and participate in initiatives to ensure a safe and healthy environment for all practice users. This includes following procedures to ensure the control of potential hazards to health and safety 
· To respect, support, contribute to and take personal responsibility for implementing commitment to diversity and equality of opportunity including:
· 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, needs and beliefs of patients, carers and colleagues
· behaving in a manner which is welcoming to and of the individual, is non-judgemental and respects their circumstances, feelings, priorities and rights

· To contribute to a culture of continuous improvement

· To deal with complaints promptly and according to organisational protocol

· To perform duties to standards required by the practice in accordance with quality assurance

· To demonstrate commitment to Continuing Professional Development

· To demonstrate computer literacy
RECEPTION
1. COMMUNICATION

All contact with external parties should be recorded - accuracy is paramount. 

It is expected that you should be helpful and courteous at all times and should adhere to the confidentiality clauses in your contract.

Performance will be satisfactory when the following take place:

· Being the first point of contact for all reception/dispenser staff for all operational matters

· Standard Operating Procedures are used at all times

· All messages to be sent electronically to clinicians as soon as received.  Details of contact’s name, place of work, contact telephone number, and nature of the enquiry should be logged.

· Pursuing requests and liaising with all members of the Primary Health Care Team and associated organisations is completed within a shift or formally handed over to the next team.

· Assisting with queries raised from patients, Primary Health Care Team and associated organisations regarding the completion of letters and reports in a timely manner and within 2 working days

· Liaising with all members of the practice and associated organisations and passing messages to the relevant person concerned as per practice protocol

· Receiving and responding to requests (routine and non-routine) for assistance from patients, carers and others within a working day wherever possible, or formally handed to the next team.

· Advising patients of relevant charges for private services, accepting payments and issuing receipts for the same

· Identifying the appropriate member of the Primary Health Care Team to receive information and 

· Attend meetings with the Reception Lead, Practice Manager and Practice team as required and no less than once a month and take notes of the meeting, if requested.  If this falls outside usual working hours, then overtime should be claimed

· If asked to attend as a team representative, to report back fully to the rest of the team and discuss notes/minutes of those meetings with them

· Bring to those meetings any queries or concerns from the surgery team if required

· To immediately bring to the attention of the management team, any concerns and complaints from patients, carers and other Healthcare professionals

· To deal with visitors to the practice according to Practice procedure and ensuring that they sign in and out of the premises, and that their attention is drawn to the matter of Confidentiality Dealing with all telephone calls professionally (with care, civility and efficiency)

· Ensuring excellent customer care skills are used with all parties.

2. PATIENT SERVICES

Performance will be satisfactory when the following takes place:

Face to face

· Eye and/or verbal contact is made with patients arriving at Reception within 20 seconds

· Patients are acknowledged by name as soon as possible.

· Patients, carers and all healthcare professionals are always treated with care, respect and courtesy

· Confidentiality is observed at all times, as laid down in your Contract of Employment

· Appointments are kept with allotted times.  Partners, Practice Manager or Practice Manager will advise if alternatives are to be arranged

· Appointments other than single ones, are issued in line with the Practice Standard Operating Procedures

· When patients are at the desk, they are politely requested to excuse a Receptionist so that she may answer the telephone

· When appointments are clearly noted and timed on the computer and reasons, if known, are entered in addition

· One patient is allocated one appointment.

Telephones

· When the telephones are answered within 5 rings

· The appropriate greeting is given

· Messages are logged with time, name address, telephone number and reason for contact.  Also if any return contact is required, if the query is unresolved or further action is required, this should be made clear with the message

Surgery Arrangements

· Standard Operating Procedures are followed at all times

· Appointments are offered from the middle of a session outwards, unless a specific time is requested by the patient.  These should not be offered routinely by the Receptionist

· Patients are marked as arrived on the screen as soon as they have been greeted and identified

· No double booking is undertaken without the authorisation of a Partner and this request is entered in the reason column.  If this is requested, the Receptionists should also notify the Practice Manager

Incoming Mail

· Standard Operating Procedures are followed at all times

· Mail is opened within two hours of receipt

· Received mail is date stamped on opening

· No mail is left on visible display

· ‘Personal, private and confidential’ or personal mail is left unopened
3. SPECIFIC FRONT DESK DUTIES

Performance will be satisfactory when the post-holder:

· Standard Operating Procedures are followed at all times.

· If first on duty, open up premises at the start of the day. De-activate the alarm and make all necessary preparations to receive patients. (See SOP for “Lone Working”)

· Assists with back desk administration tasks in quiet periods. 

· Receives and make telephone calls as required, when no member of staff is available in back reception, diverts calls and or take messages, ensuring accuracy of detail and prompt appropriate delivery.

· Makes appropriate appointments, in line with current operating procedures, allocating to the most appropriate member of staff and enters a reason, if known, for the appointment request, especially for nurse’s appointments

· Always refers to a clinician immediately, if a patient requesting to be seen “urgently” is deemed to be in “urgent” need.

· Directs patients where to place any specimens and ensure that the appropriate completed form is attached to the specimen.

· Ensures that visitors to the practice register into and out of the visitors’ book
· When appropriate, at quiet times, undertakes general clerical reception duties at the front desk

· Checks that patients wishing to register are checked to be within the Practice Catchment Area

· In advance of treatment given, advises patients (where appropriate) of relevant charges for private (non-General Medical Services) services

·  Registers patients requesting “on line” medication repeat requests, issues a password and explains to patients how the system works.

4. OTHER DUTIES
Performance will be satisfactory when the post-holder:

· If first on duty, open up premises at the start of the day, de-activates the alarm and makes all necessary preparations to receive patients. (See SOP for “lone working”)

· Check that the specimen ‘fridge is working and if faulty report to the Management Team

· Answers the telephones promptly and courteously directing the patient or query appropriately

· Takes messages, ensuring the accuracy of detail and prompt onward delivery.

· Answers the telephones promptly and courteously directing the patient or query appropriately

· Ensures that patients requesting a “same day” appointment have all their current contact details recorded accurately on the appointment schedule.

· Assists with front desk duty receptionist at busy times.
· Makes appropriate appointments.
· Enters requests for home visits on the computer ensuring careful recording of all relevant details including a contact telephone number. If urgent, mark by using the appropriate button and if necessary refer immediately to the Duty Doctor.

· Prints out a Home Visit Summary report in advance of the visit, if requested  

· Arranges acute admissions or request an ambulance as requested by a clinician

· Arranges Patient Transport as requested by a clinician, if appropriate

· Prepares in advance for next day, lists for all surgeries and clinics and visits including nursing homes

· Updates patient information on to the clinical system to reflect changes and or add information.

· Follows up non receipt of discharge summaries and results when requested by a clinician

· Checks and action electronic “tasks” both internal and external in an efficient and timely manner.

· Communicates with external healthcare professionals and communicate messages in the appropriate format.

· Puts repeat prescription requests in the dispensary “in” tray in the dispensary

· Deals with incoming post, opening envelopes and allocating as necessary
· Assists with scanning incoming post
· Retrieves patient Lloyd George notes as requested by a clinician according to SOP

· Re-files the Lloyd George notes accurately according to the SOP and practice protocol

· Ensure that all new patients (registered and temporary) are registered onto the computer system promptly and accurately adhering to the SOP

· Files temporary patient forms GMS3/99 in the appropriate basket

· Undertakes any other reasonable duties appropriate to the post and in support of the wider team, as requested by the Partners or Management

· When appropriate, at quiet times, undertake general clerical reception duties at the front desk

5. PRESCRIPTIONS AND MEDICATION
Performance will be satisfactory when the following takes place:

· Standard Operating Procedures are followed at all times

· Requests for repeat prescriptions are processed according to SOP and within 24 hours as a maximum

· Medications are handed to patients making sure that the back of the prescription is completed appropriately 
· Weekly checks are made for uncollected medication
· Patients are contacted to advise them when remote deliveries will be ready for collection
· Non-payment for prescriptions and the exemption status for non-payers, are completed either through the patient’s medical records or by sight of the exemption certificate
· Checks are completed to demonstrate that the exemption certificate details are up to date on the patient’s records
· Receives NHS & Private monies where appropriate, record the details on the till keyboard. Places the cash or cheque into the cash till. or compete the transaction if using a credit card payment
· Enter the details onto the finance log and if payment is taken by card, places the credit slip in the cash till in the appropriate compartment.
· Prescriptions are sorted according to paid and unpaid and by Prescriber
· Prescription numbers and item numbers are tallied onto the Tally charts at the end of the shift
· Prescriptions are sent to receiving pharmacies, or stored within the surgery according to SOP and paying particular attention to Data Protection principles

6.
FILING AND ADMINISTRATION

Performance will be satisfactory when the follow takes place:

· Uses SOPs at all times

· Patients are registered using SOP in force and within two days of registration documentation has been received.

· Temporary residents are registered immediately on receipt of registration documentation.

· Tasks are routinely visited and actioned at regular intervals throughout the shift

7.     DEALING WITH PATIENTS’ MEDICAL RESULTS 

This involves taking appropriate action for dealing with results as per practice protocol. 

Performance will be satisfactory when:

· The post-holder processes actions instigated by a clinician

· Patients are made aware of a clinician’s interpretation/decision and how to proceed regarding their results according to practice protocol

· Urgent results taken over the phone are noted on the Urgent Results Sheet and given to a GP immediately

8.     FINANCES

Performance will be satisfactory when:

· Monies received in Reception are entered onto the Daily Cash sheet

· Invoices are matched to payments 

· Cash, cheques and invoices are stored as per SOP

· At the end of the day, all monies are totaled on the daily cash sheet and stored in the till, which should be moved to the Dispensary on closing the surgery
9.
SUPPLIES

Performance will be satisfactory when: 

· Requirements are noted on an on-going basis, using the Stationery Order Form 

· Delivery notes are checked against deliveries, invoices for purchases are checked against deliveries, agreed and passed to the relevant member of staff for payment, according to the SOP

DISPENSARY

1. REPEAT AND ACUTE MEDICATION

Performance will be satisfactory when the post-holder:

· Works with the integrated reception/dispensary team to offer a comprehensive service to patients and colleagues.

· Issues patient repeat prescription requests adhering to the Practice SOP
· Issues daily prescription requests from Nursing Homes, ensuring that if a GP is visiting that day that they take the medication with them. 

· Issues the monthly orders for the Nursing Homes in accordance with the pre-planned collection times

· Dispenses medication to match both repeat and acute prescriptions

· Prepares items and paperwork for weekly and monthly satellite deliveries

· Prepares blister pack medications

· Ensures that all paperwork for receiving and dispensing controlled drugs is completed correctly
· Ensures that CDs returned by patients which are in date, are disposed of according to current regulations
· Ensures that CDs in stock, which have become out of date, are disposed of according to current regulations
2. STOCK CONTROL

Performance will be satisfactory when the post-holder:

· Orders items as required to ensure an efficient service to patients and within the 48 hour guidelines

· Orders items to replenish stock using pre-determined stock reordering systems

· Adds items to stock using SOPs an amends stock levels as required.

· Assists with efficient stock control ensuring continuity of supply for patients and minimising wastage

· Ensures that drugs are received and stored in an appropriate manner in accordance with the manufacturers’ instructions

· Ensures that refrigerated items are stored at the appropriate temperature and maintaining the temperature control record/logbook

3. PATIENT QUERIES

Performance will be satisfactory when the post-holder:

· Effectively answers patients’ medication queries on the telephone and in person, using excellent customer service skills

· Follows up on medication queries for patients, if these cannot be resolved on the first occasion

· Deals with tasks from clinicians regarding medication queries in a timely manner and within 24 hours of receipt

4. PRESCRIPTION CHARGES AND EXEMPTIONS

Performance will be satisfactory when the post-holder:

· Collects prescription charges checking patient exemption statements

· Ensures that the reverse side of the FP10 is completed at the time of handing out medications 

· Reconciles the fees taken at the end of the morning session and again in the evening, reporting any discrepancies to the Dispensary Manager or Reception Manager immediately.

· Assists with processing and bundling prescriptions for the Prescription Pricing Authority

· Follows Housekeeping SOP

· Maintains full and accurate records of all dispensing transactions.

· Records Medication Reviews with patients according to the Practice SOPS

· Attends Dispensary and the wider team staff meetings

· Ensure that all workstations are left fully prepared for the next colleague to use.

· Adhere to the SOPs designed for each work station

GENERAL

ADMINISTRATIVE/PROFESSIONAL DUTIES

Performance will be satisfactory when the post-holder:

· Participates in the administrative and professional responsibilities of the practice team

· Ensures the clinical computer system is kept up to date with accurate details recorded

· Ensures accurate completion of all necessary documentation associated with patient health care and registration with the practice

· Ensures collection and maintenance of statistical information required for regular and ad hoc reports

· Attends and participate in practice meetings as required

· Obtains and evaluate all relevant information to handle enquiries and complaints

· Takes ownership of and respond promptly and courteously to patients’ enquiries referring to the duty doctor or to the dispensary manager for unresolved matters.

· Handles and as far as possible, resolves patients’ complaints using the Practice Complaints Procedure.

· Directs unresolved issues to the Practice Manager/Lead Dispenser

HOUSEKEEPING

· Tidy desk area

· Consulting Rooms

· Reception area

Performance will be satisfactory when the following takes place:

· All paperwork relating to messages has been actioned, checked and discarded 15 minutes before the end of your shift

· All relevant steps are taken to sign off the computer whenever the workstation is left unattended

· The workstation is left as you would wish to find it

· Rooms are prepared fro Drs at the start and end of each shift

· Stock levels of forms/equipment and drugs are replenished in accordance with the checklists

· All literature on the Reception area is kept neat and tidy and plug covers are in situ, floors are free from litter and spillages, including body fluids, are cleared up immediately, using the correct guidelines/procedures.  (Please see Health and Safety Procedures)

· Stock is ordered according to the procedures in effect at that time.  Please refer to SOP for this

SECURITY

Performance will be satisfactory when the following takes place:

· Open/Close procedures, as laid down in the Practice Manual are adhered to at all times

· All prescription requests are kept confidential

· All paths, floor areas and doorways are kept free from all obstructions at all times, to include ice, snow and other hazards.

CONTINUING PROFESSIONAL DEVELOPMENT

Performance will be satisfactory when the following takes place:

· A minimum of three half-day training sessions are attended in each year.  This can be made up of part-day sessions

· A minimum of two Clinical Governance afternoon sessions are attended in each year, if these are organised by the practice

· A folder of CPD is available to the Practice Manager at the time of Appraisal, as a topic for discussion

· An annual appraisal is undertaken with the Practice Manager  

· An active part is taken in significant event auditing, to include the raising of significant events, investigation of them and implementation of any changes made in the light of any investigations.

DATA MANAGEMENT and COMPUTER LITERACY

Performance will be satisfactory when the following takes place:

· SMART cards are used in accordance with Practice policy for all working sessions

· Receptionists demonstrate the principles of data protection in all aspects of working life and have a working understanding of the DPA1198 

This includes work undertaken on the telephone, work undertaken in paper form and in relation to computer security

· All opportunities are taken to improve computer skills, both in-post and in dedicated training sessions
MANAGEMENT OF PREMISES

Performance will be satisfactory when the following take place:

· A check of all consulting rooms is undertaken as the end of the day to ensure no patients remain in the building before leaving

· The practice alarm is set according to instructions

· All windows and doors are closed and locked at the end of the day

· Workstations are left clear and tidy and any outstanding work is explained either electronically to the next staff, or with instructions

· Dispensary Housekeeping duties are fulfilled as directed by the Dispensary Lead

UPHOLDING QUALITY

This involves:

· Alerting other team members to issues of quality and risk

· Assessing own performance and taking accountability for own actions, either directly or under supervision

· Contributing 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

· Working effectively with individuals in other agencies to meet patients’ needs

· Effectively managing own time, workload and resources

· Adhering to Practice dress policy

· Being punctual at all times

PERSONAL/PROFESSIONAL DEVELOPMENT

This involves:

· Taking responsibility for own developmental learning and performance

· Taking responsibility for maintaining a record of own personal development 

· Working with management on any new training requirements 

· Demonstrating skills and activities to others who are undertaking similar work

CONTRIBUTING TO THE IMPLEMENTATION OF SERVICES

This involves:

· Discussing with other members of the team how the policies, standards and guidelines will affect own work

· Participating in audit where appropriate

HEALTH AND SAFETY

This involves:

· Assisting in promoting and maintaining their own and others’ health and safety and security as defined in the Practice Health and Safety Policy

· Using personal security systems within the workplace 

· Identifying risks involved in work activities and to undertake such activities sin a way that manages those risks

· Using appropriate infection control procedures, maintaining work areas in a tidy and safe way and keeping them free form hazards

· Reporting potential risks as identified and with due regard to Whistleblowng Policy

CONFIDENTIALITY

This involves:

· 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 confidentiality and act appropriately

· In the performance of duties outlined, the post-holder may have access to practice business information.  This too must be regarded as strictly confidential.

· Any breaches of confidentiality will be treated as a disciplinary matter and may result in instant dismissal

EQUALITY AND DIVERSITY

Performance will be satisfactory when:

· The post-holder supports the equality, diversity and rights of patients, carers, colleagues and partners

· They act in a way that recognizes the importance of people’s rights, interpreting them in a way that is consistent with Practice procedures, policies and current legislation

· They behave in a way that is welcoming to all individuals, which is non-judgmental and respects their circumstances, feelings, priorities and rights.

OTHER

This involves:

· Carrying out other duties that are required within the role as it evolves within the development of the organisation

· All staff are expected to work in a flexible way, undertaking tasks which are not specifically covered by their individual description when the occasion arises

· These additional duties will usually cover unforeseen circumstances or changes in work and they will normally be compatible with the post-holder’s regular type of work 

· If the additional responsibility or task become a regular or frequent part of the staff member’s job, it will be included in the job description in consultation with the member of staff

FLEXIBILITY

This Job Description is neither exhaustive nor exclusive and will be reviewed periodically in conjunction with the post holder.  The post holder is required to carry out any duties that may reasonably be requested by the Partners or management team.

No Job Description can give a complete account of all aspects of the post.  Therefore, from time to time, the demands of the organisation will require adjustments in the responsibilities of the post. No such adjustments however, may be made without the agreement of the Partnership or without full consultation with the post-holder.

Please sign and date this document to confirm its accuracy at the present time.

Job holder: 

............................................................................ 

Date: 


..............................

Line Manager: 

........................................................................... 

Date:


 .............................
