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JOB DESCRIPTION 

Job Title: Medical telephonist/Call handler 
Responsible to: Supervisor/Practice Manager 

Job summary: 

To provide accurate, efficient, and punctual medical administration to patients and staff by way of data input into a clinical triage system. To help patients and the public with their queries both over the telephone and at the reception desk. To work as part of a team helping with the successful running of a busy GP Practice. To provide excellent customer service and project a professional image for the Surgery. To work effectively with and provide support to other colleagues within the Surgery. To become proficient and develop a thorough knowledge of Practice procedures. 
Your Background:
We are looking for people to join us who are caring, compassionate and good at communicating. Skills and requirements, we are looking for include:
· Excellent communication skills and telephone manner
· Strong customer service skills
· Strong administration skills
· Ability to work calmly under pressure
· A high level of typing proficiency
Job responsibilities: 

· To provide a high-quality data processing service to patients on our triage system via telephone or face to face 
· Dealing with varied patient queries by phone and in person
· On receipt of patient call, search computerised patient records, checking patient details and patient confidentiality.
· On receipt of a call, you are responsible for recording the right information, sometimes under difficult circumstances and offering advice or reassurance to the patient. 
· You will enter details onto a system called Klinik about the patient and their condition which categorises the seriousness of the illness or injury – you will then assign to our highly skilled care navigation team who will ensure that the patient receives the most appropriate care from us.
· To direct patients over the phone and in person to the appropriate professionals or services through signposting
· To answer phones to incoming calls in a timely, polite, and patient focused manner
· To answer telephone calls from patients and accurately record all essential information on SystmOne and our triage system called Klinik.
· Deal with patient’s enquiries in relation to results, and book appointments when required/appropriate
· Maintaining confidentiality always with reference to patient confidentiality and Data Protection Act
· Advise the Lead Care Co-ordinator of any problems and take appropriate action as directed
· To perform any other relevant duties that may be dictated by the changing needs of the service
· Franking post and taking to Post Office, along with ‘Signed For’ parcels. 
· To work confidentially always. 
· To undertake additional tasks as required by the line manager or GP Partners. 
· Receiving patients at the reception desk and checking them in for appointments
· Recording of patient blood pressure recordings when required
· Organise blood tests and cervical screening forms 
· Scanning and assigning incoming post, dealing with incoming post, stamp for date of receipt and issuing to relevant staff/teams as appropriate
· Process changes in patient details i.e. address changes
· Ensure patient waiting areas are kept tidy 
· Dealing with administrative tasks which will result in making outbound calls to patients 
· Being prepared to cover all reception positions as necessary 
· Provide excellent customer service 
· Following opening and closing procedures as appropriate where required
· Generally assisting members of staff 
Other Responsibilities:
Health and Safety
· To comply with the Health and Safety at Work etc. Act 1974.
· To take responsibility for their own health and safety and that of other persons who may be affected by their own acts or omissions.
· To ensure you are fully trained and conversant with fire regulations and health and safety and understand what to do in an emergency.
Equality and Diversity
· To carry out always their responsibilities in line with Equal Opportunities Policy and Procedure.
Risk Management and Clinical Governance
· To work within the Clinical Governance Framework of the practice, incorporating Risk Management and all other quality initiatives and all aspects of CQC implementation.
Confidentiality
· To maintain confidentiality of information relating to patients, clients, staff and other users of the services in accordance with the Data Protection Act 1998 including outside of the work environment. Any breach of confidentiality may render an individual liable for dismissal and/or prosecution.
Safeguarding
· Whilst in post, Staff are expected to acquire and update their knowledge on safeguarding as per the Intercollegiate document requirements and MMP policies.
This list is not exhaustive. 

We value flexibility, so there is an expectation that you you’ll be willing to work overtime when additional cover is needed for holidays and staff absences, etc. You may be required to work at other locations as reasonably requested. 

Shore Medical is an Equal Opportunities Employer 



Employee name:                                                                                     Date: 


Signature: 
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