Park Practice,  Eastbourne

PATIENT SERVICES ADMINISTRATOR 

   JOB   DESCRIPTION


Job title:	Patient Services Administrator 
Operationally accountable to:	Office Manager (in the first instance) 
Practice Manager, or Deputy in their absence
Overall accountable to:		GP Partners, as the legal employers
The Practice Manager exercises delegated management authority on behalf of the GP Partners.

JOB FUNCTION	The Patient Services Administrator is the first-line contact for most patients and other professionals, medical and allied staff.  The main purpose of the job is to ensure that patients’ enquiries of whatever nature are dealt with efficiently and promptly, and that sufficient information is given to doctors and other staff at all times. Administrators work in a rota system covering all aspects of the practice administration system (telephone, front desk, prescriptions, Docman, results). Some post holders may also hold designated lead or specialist responsibilities in specific administrative areas, in addition to these core duties.

MAIN DUTIES AND RESPONSIBILITES

Patient Services Administrators work as part of a rota system covering reception and administrative functions. While individuals may hold designated areas of responsibility or specialist roles (e.g. secretarial, workflow, prescriptions etc.), all post holders are expected to provide flexible cover across patient services in accordance with practice procedures, training, and competence.
Patient Contact, Appointments and Access
1. Receiving and directing patients on their arrival, explaining surgery routines or procedures, and notifying patients of any delays or changes to their appointment.
1. Handling patient enquiries including telephone and face-to-face enquiries, and forwarding urgent enquiries to the appropriate person as necessary.
1. Accurately recording messages for clinicians and staff on the clinical system, including expected actions where required.
1. Making appointments for doctors, nurses, HCAs, phlebotomists, clinical pharmacists and the Emotional Wellbeing Service, in accordance with practice procedures and the Emotional Wellbeing Service booking process.
1. Recording requests for home visits in line with practice procedures and passing urgent visit requests promptly to clinicians.
1. Using the practice’s approved A–Z patient navigation system and practice protocols to support consistent information gathering and effective signposting of patients to the most appropriate service, clinician, or care pathway.
1. Supporting the practice’s access processes by gathering relevant non-clinical information and clearly explaining available appointment options and services to patients, in line with practice procedures.
Prescriptions, Results and Clinical Administration
1. Receiving requests for repeat prescriptions and processing these appropriately on the clinical system, in accordance with practice procedures.
1. Processing workflow prescription tasks on the Px Assist desk as required.
1. Managing prescription-related communications with pharmacies primarily via electronic systems, recognising that the majority of prescriptions are now issued online.
1. After training and in accordance with practice protocol, processing EMIS workflow tasks (MM) for repeat blood tests and appointments with clinical staff as requested.
1. After training and in accordance with practice protocol, processing Docman Appointments workflow tasks (DM) for appointments and repeat blood tests as requested.
1. After training, providing patients with test results in accordance with practice guidelines and clinician instructions.
Digital Systems, Records and Communications
1. Processing specimens and associated forms, ensuring correct recording and safe handling in accordance with practice procedures.
1. Ensuring that all incoming post and documents are funnelled via the designated workflow team in line with practice procedure.
1. After training, using the Accurx messaging system to contact patients as required.
1. After training, using EMIS-generated patient lists to contact patients for recalls, reviews, and other clinical or administrative purposes.
1. Supporting patients, where appropriate, to access digital services including online consultation tools, messaging systems, and electronic prescription processes.
1. Informing the appropriate member of staff of any changes to patients’ addresses, telephone numbers, or other demographic details.
1. Extracting relevant computer data when required, including test results, scanned correspondence, or clinical letters.
Registration, Forms and Payments
1. Completing the registration of new patients where required, ensuring practice protocols are followed.
1. Completing relevant forms and advising patients on the completion of medical and non-medical forms, ensuring correct fees are advised and documentation is forwarded to the appropriate internal team or external agency in line with practice procedures.
1. Taking initial payments from patients in accordance with practice procedures and ensuring appropriate receipting and handover of payments to the designated member of staff.
Premises, Security and Practice Environment
1. Assisting in keeping doctors’ rooms stocked and tidy and ensuring reception and waiting areas are kept presentable before the end of each shift.
1. Opening and locking the surgery premises, including alarm setting where appropriate to the shift, and ensuring telephones provide the correct out-of-hours message.
1. Passing stationery requests to the Office Coordinator as required and undertaking postage tasks such as Post Office visits when necessary.
1. Where required, keeping notice boards tidy and up to date, removing any unapproved posters or leaflets.
1. Where required, ensuring a ready supply of practice newsletters and patient information booklets are available in designated holders.
Communication, Governance and Professional Responsibilities
1. Recording and processing messages for non-clinical staff as required.
1. Attending regular practice meetings and participating in the administrative and professional responsibilities of the practice team.
1. Forwarding any complaints or compliments received to the management Complaints Group in accordance with practice policy.
1. Understanding and complying with practice emergency procedures, both medical and non-medical.
1. Being aware of and complying with the practice’s safeguarding policies and procedures, including recognising and reporting safeguarding concerns relating to children, young people, and vulnerable adults.
1. At all times carrying out duties in accordance with Health & Safety at Work regulations and reporting any concerns promptly as required.
1. Being aware of the Quality and Outcomes Framework (QOF) and commissioned services relevant to the practice.
1. Undertaking any other duties deemed necessary during the working day, including providing cover for absent colleagues where appropriately trained.
[bookmark: _GoBack]Specific Duties
None.


All of the above duties are to be undertaken in accordance with General Data Protection Regulations and in line with practice protocols, policies and procedures. 


QUALIFICATIONS REQUIRED

No specific qualifications are required for this position.  However, an ability to cope calmly in sometimes stressful situations would be a distinct advantage.

TRAINING

Adequate training will be given within the practice to fulfil the above responsibilities.  Further training will be given if found to be necessary following the yearly appraisal.  Attendance at various relevant external courses will from time to time be necessary, as well as mandatory e-learning courses including safeguarding training appropriate to the role.

ADDITIONAL DUTIES

The legal employers (the Partners) reserve the right to redistribute duties among members of staff from time to time in periods of staff absence i.e. through holiday, illness or training courses etc.  This will be arranged with as much time as is possible in conjunction with the post holder.  Members of staff will not be expected to cover tasks they have not been trained to undertake.  However members of staff may be required to assist other trained members of staff with such duties.

Evening work may be required on a rota basis.

I …………………….…………….….…. accept this job description.  However, I understand that it is changeable in the light of discussion with my manager at appraisals and upon agreement of objectives.


Dated:  	…………………………………


Signed:	…………………………………
