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The Crown Medical Centre

Venture Way, Taunton, TA2 8QY
Tel: 01823 282151
Email: crownmc.contact@nhs.net

Job Title: Medical Receptionist / Administrator
Responsible to: Reception Supervisor
Purpose: To provide a point of contact for patients and act as a focal communication

between patients, doctors and other primary healthcare team members

Authority: The medical receptionist is authorised to liaise with the Area Team, NHSE,

PCSE, Somerset ICB, Taunton & Somerset NHS Trust, Nursing Homes and
other Health related Service Providers on matters relating to patient records,
registrations and other documentation or queries which may be received from
these organisations or passed to them from the practice.

Main duties and Responsibilities

1. Reception Duties

To record the time of arrival of each patient on the computerised appointment system and
ensure that when the patient is called forward, they are clearly and correctly routed to the
appropriate consulting or treatment room.

Assist patients in completing online consultation forms to be triaged by the GP

Ensure that patients without appointments but who need ‘urgent consultation’ are seen in a
logical and non-disruptive manner

Explain practice arrangements and formal requirements to new patients and those seeking
temporary cover. Ensure procedures are completed.

Advise patients of relevant charges for private services, accept payment and issue receipts
for same

Respond to all queries and requests for assistance from patients and other visitors

Enter requests for home visits onto computer including all relevant information and where
necessary refer to the doctor

Ensure that requests for repeat prescriptions are actioned and forwarded to the prescription
desk for processing.

Check Out of Hours (OOH) list and ensure patients are moved over to the Urgent Care Team
in accordance with practice protocol.

Ensure that any telephoned lab results are acted on according to the practice protocol.
Ensure reception and waiting areas are kept neat and tidy

To ensure all matters arising during her period of duty in reception, or wherever she is
employed, that cannot reasonably be dealt with during the duty period, are passed to the
incoming receptionist in a clear and concise manner.

2. Prescription Duties

To check all prescription desk answer-phone messages when carrying out prescription desk
duties ensuring patient medication is accurately updated as advised by GPs and prescriptions
are produced via the computer

To answer the prescription desk telephone during the opening hours

To process, all medication requests sent in by patients using the agreed practice protocols in
place

To action all medication requests from the surgery web site and email account at least twice
daily

To collect paper prescription requests from the post box and reception on a regular basis
during the working day
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To liaise with patients, pharmacies, hospitals and all other care environments regarding
queries and requests.

To ensure medication is issued in line with the protocols that are already in place, and where
queries are raised that they are dealt with in the most efficient and appropriate way

To ensure that patient queries regarding medication are highlighted in the most efficient way
to the relevant GP

Administration Duties

Work alongside the scanning/admin team on all work undertaken as part of the performance
of the contract including QOF and enhanced national or local services and all contract activity.
Working as part of a team sharing responsibility for the smooth running of the administration
department.

Ensure security of data at all times

To assist with the provision of cover for colleagues’ absences. This involves extra shifts to
cover leave and sickness.

To promote the use of online prescription requests via the NHS App and patient access.

Management of Appointment System

Ensure total familiarity with all appointments systems in use, including regular and ad-hoc
variations

Book appointments and recalls in accordance with practice policy

Management of Medical Records

Ensure that correspondence, reports etc. are filed in the correct record
Ensure that all patient details are kept up to date on the computer

Operation of Telephone System
Receive and make calls as required. Divert calls and take messages as appropriate
Ensure that the system is operational at the beginning of each day and switched over to the

out of hours answer phone at the end of the day.

Start and End of Day Procedures

Open up premises at the start of each day and make all necessary preparation to receive patients
Secure premises at the end of each day and activate alarm upon leaving the building as required
Prepare consulting rooms by changing name plates over at the end of each day
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Special Requirements of the Post

An understanding, acceptance and adherence to the need for strict confidentiality

An ability to use own judgement and resourcefulness, common sense and local knowledge to
respond to patient enquiries and requests

Excellent communication skills

Ability to use own initiative

Other duties

To inform the Deputy Practice Manager of problem areas such as damage, unserviceable
equipment, complaints, low supply of forms and any other subjects that need attention as they
develop, before they become a major problem.

To receive and externally check all packages delivered to the practice, signing as the
recipient, further ensuring that all vaccines are deposited in the fridge and that delivery
notes/invoices are forwarded to the Deputy Practice Manager.



To ensure that the appropriate person is informed that goods have been delivered so that the
goods can be dispersed properly. To further ensure that prescription associated forms are
securely locked away in the correct cupboard, having been registered first.

To ensure that there are adequate supplies of all the necessary forms required in reception.
To ensure that the waiting room is kept tidy and has all the appropriate information for
patients, linking in to specific health promotion activities (e.g. stop smoking day etc).

Perform other reception and clerical duties from time to time as required by the needs of the
service.

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

Safeguarding children and adults:

Crown Medical Centre is fully committed to safeguarding the welfare of all children and young people,
and vulnerable adults by taking all reasonable steps to protect them from harm.

All staff have a responsibility to safeguard and promote the welfare of children and adults.
The job holder will be responsible for ensuring they undertake the appropriate level of training
in accordance with the safeguarding policy training strategy and that they are aware of and
work within the safeguarding policies of the practice.

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, 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,
free from hazards

Actively reporting health and safety hazards and infection hazards immediately when
recognised

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

Demonstrate due regard for safeguarding and promoting the welfare of children.

Equality and diversity:



The post-holder will support the equality, diversity and rights of patients, carers and colleagues, to
include:
e 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
e Behaving in a manner that 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, with such training to include:
e Participation in an annual individual performance review, including taking responsibility for
maintaining a record of own personal and/or professional development

e 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:

o Alert other team members to issues of quality and risk

e Assess own performance and take accountability for own actions, either directly or under
supervision

e 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

o Work effectively with individuals in other agencies to meet patients needs

o Effectively manage own time, workload and resources

Communication:

The post-holder should recognise the importance of effective communication within the team and will
strive to:

e Communicate effectively with other team members

e Communicate effectively with patients and carers

e Recognise people’s needs for alternative methods of communication and respond accordingly

Contribution to the Implementation of Services:
e Apply Practice policies, standards and guidance

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

e Participate in audit where appropriate

Agreed by: Date:



