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JOB DESCRIPTION - CARE NAVIGATOR/RECEPTIONIST

JOB TITLE:	CARE NAVIGATOR/RECEPTIONIST
REPORTS TO:	Lead Receptionist
HOURS:	As agreed 

1. Job Summary

The role of the Care Navigator/Receptionist is to:-
· To provide comprehensive administrative support for the general practice and to act as a focal point for patients and staff.
· To receive, assist and direct patients in accessing the appropriate service or healthcare professional in a courteous, efficient, accurate and effective way.
· Offer general assistance to the practice team and project a positive and friendly image to patients and other visitors either in person or via the telephone.
· Facilitate effective communication between patients and members of the healthcare community.  
· Handle patient complaints in accordance with practice protocols.
· Care Navigators need to process and effectively signpost patients to the appropriate healthcare professional or service depending on the presenting condition. 

This job description maybe subject to change in light of developments within the practice and is subject to review.

2. Job Responsibilities

This job description covers the main areas of a Care Navigator/Receptionist role; however, the requirements of the role are subject to change. The following list of responsibilities is not exhaustive, but serves to illustrate the scope of the role. Other duties, of a similar nature and appropriate to the job grade, may be assigned from time to time.

3. General Tasks 

[bookmark: _GoBack]The Care Navigator/Receptionist will assist in ensuring smooth running of Reception area, including assistance with telephone calls, scanning and that all daily tasks are completed within the working day.

4. Human Resources

· To work flexibly covering colleagues’ shifts during annual leave and sickness being prepared to work at a different site, accommodating a change in hours. 
· Complete staff induction/training/e-learning as required
· To attend staff meetings as required and participate fully in annual staff appraisal.

5. Organisational

· Learn, understand and apply reception protocols/procedures/working practices/ health & safety/ emergency procedures
· To ensure that the waiting area and leaflet stands are at all times kept tidy and leaflets are re-stocked or removed as required 
· Arrange posters/information needed within reception re opening times, patient information.
· Ensure group and personal tasks within the computer system are acted upon.
· Photocopy information when required, ensuring photocopying is kept up to date at all times.
· To ensure that scanning of correspondence onto patient records, filing, record keeping and distribution of documents are undertaken efficiently and promptly and shredded after 2 months
· Frank mail and prepare for posting on a daily basis and deal with incoming mail as required, including date stamping.
· Keeping training up to date, e-learning, basic life support, reception training evidence are all kept on target.
· Assist with Reception Projects collecting data as required.
· Any other clerical/reception duties as deemed appropriate and requested by line managers.

6. Patient Services 

· Greet patients and log arrival on the computer/show patients how to use the automated booking in service 
· Respond to all queries and requests for assistance from patients and visitors at reception ensuring at all times that enquires from patients are efficiently and courteously handled.
· Book interpreters as and when required for patients and advise whether or not request has been completed.
· Ensure that telephones are answered promptly and politely at all times, accurate messages taken and calls passed to the appropriate person as necessary, supplying information as required in a timely fashion.
· Explain arrangements and policies to new patients and those seeking temporary care, ensuring new patient registration data is input into the computer and making up new files/amalgamating and process amendments to patient records.
· Inform Reception Lead of missing patient records be they from patients that are transferring in/out of the practice or out of area patients. 
· Advise patients of relevant charges for private services, accept payment and issue receipts if necessary.
· Use correct paperwork for enquires made within reception. 
· Use the computer system to book appointments, seek patient information required for their consultation and collect data and other patient related tasks 
· Record accurate information for home visits within the clinical computer system.

7. Information Management, Communications and Technology

· Assist staff in the correct use of the computer system and report any problems to the Lead Receptionist and/or the Assistant Practice Manager.

8. 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 (Data Protection Act 1998)
· 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

9. Security

The security of the practice is the responsibility of all personnel. Staff must ensure that they remain vigilant at all times and report any suspicious activity immediately to their line manager. Under no circumstances are staff to share the codes for the door locks with anyone and they are to ensure that restricted areas remain effectively secured.

10. Professional conduct

At Mendlesham Medical Group, staff are required to dress appropriately for their role. Administrative staff will be provided with a uniform whilst clinical staff must dress in accordance with their role.

11. Health & Safety

The Care Navigator/Receptionist will assist the Practice Manager in ensuring that the weekly checks are carried out as defined in the practice Health & Safety policy and the practice Infection Control Policy and that findings are recorded, recorded and acted upon.  The Care Navigator/Receptionist will also assist the Lead Receptionist as follows:-

· Assist in ensuring the Practice maintains a high standard of compliance with all the requirements of CQC.
· Adhere to individual responsibilities for infection control and health and safety, using a system of observation, audit and check, hazard identification, questioning, reporting and risk management.
· Maintain an up to date knowledge of health and safety and infection control statutory and best practice guidelines and assist in implementing new practices across reception.
· Use personal security systems within the workplace according to Practice guidelines.
· Identify the risks involved in work activities (risk assessments) and undertaking such activities in a way that mitigates those risks across the business
· Complete Health & Safety training as required
· Use appropriate infection control procedures, maintaining reception in a tidy and safe way and free from hazards, and initiation of remedial/corrective action where needed
· Report any health & safety hazards or infection hazards immediately when recognised
· Keep own work areas and general/patient areas generally clean, identifying issues and hazards/risks in relation to other work areas within the business, and help maintain general standards of cleanliness across the business
· Maintain of work space standards

12. Equality & Diversity

The Care Navigator/Receptionist 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.
  
13. Personal/Professional Development 

The Care Navigator/Receptionist will participate in any training programme implemented by the practice as part of this employment.

· 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.

14. Quality

The Care Navigator/Receptionist 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
· Initiate the significant events process if appropriate
· Work effectively with individuals in other agencies to meet patient and practice needs
· Effectively manage own time, workload and resources

15. Communication

The Care Navigator/Receptionist should recognize the importance of effective communication within the team and will strive to:

· Communicate effectively with the Lead Receptionist regarding allocation of work
· Communicate effectively with other team members
· Communicate effectively with patients and carers
· Recognise people’s needs for alternative methods of communication and respond accordingly

16. Contribution to the Implementation of Services:

The Care Navigator/Receptionist will:

· Apply practice policies, standards and guidance
· Discuss with other members of the team how the policies, standards and guidelines will affect own work
· Collect practice statistics according to requirements
· Participate in audits where appropriate
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