SPENCER PRIVATE HOSPITALS
 Job Description

Job Title:	Receptionist / Administrator (Ashford)
Department:	Business Office - Ashford
Responsible to:	Administration Team Leader 
Accountable to:	Business Office Supervisor 
JOB PURPOSE
· Provide a sympathetic and professional patient service.
· To provide a Reception Service for all patients, visitors, and callers to the unit across a 7 day rota.
· To provide clerical and administrative support to the unit
· Maintain an accurate medical records system

KEY RELATIONSHIPS
· Patients
· Relatives / Family / Friends
· Colleagues
· Consultants
· NHS Colleagues
· Stakeholders
KEY RESPONSIBILITIES
Financial 
· To liaise effectively with finance and bookings team in regard to patient queries.
· To receive payments from patients for medical treatment and input correctly through the cash register.
· To maintain the both in-house systems and trust systems to ensure that they are updated with patient details to enable effective billing, ensuring all computer systems are kept up to date at all times e.g. EDN, Patient Centre and Compucare.
Business Development
· To keep up to date with new services offered. Provide a quality Service for patients and local service users.
· Carry out GP visits to expand our exposure with GP practices in the East Kent Area.
· Continue to improve the relations with consultants and service users for both choose and book and private work.

Quality
· To assist in the provision of a sympathetic and professional patient service.
· To act in a discreet, diplomatic and tactful manner at all times. To act as a receptionist / administrator to all patients, visitors and other staff visiting the unit / ward.
· To give a pleasant and excellent service to all patients, visitors and staff at all times, even whilst under pressure and to recognise the importance of customer care.
· To assist in any clerical duties considered necessary for the smooth running of the reception / administration office i.e.  Sending faxes, helping to locate consultants etc. Collate and file all patients’ notes for clinics ensuring that they are complete and in the correct order. 
· To open and distribute post daily and be responsible for handling and postage of internal and external post.
· To operate and continually maintain an effective room booking service and an accurate patient record system.
· To assist in any clerical duties considered necessary for the smooth running of the department i.e. sending appointment letters, sending emails, requesting results etc.
· To answer telephone/email enquiries, relay messages and liaise with consultants, secretaries and departments within the hospital. 
· To collate all Registration/Contract forms from each patient, and enter all onto the system as required
· Ensure patient charge forms are completed and passed to finance team in a timely manner following consultation.
· To process payments as required for consultation, treatments and admissions, notifying the finance team accordingly.
· Liaising with the bookings team for outpatient and inpatient appointments, ensuring all notes are available for clinics as required.
· Process clinics when completed, including transferal of audio typing files to typist.
· To order and collect notes from the NHS Trust as required and return all notes back to relevant department after consultation / discharge including Private and Choose and Book notes
· To ensure that all Choose & Book and Private notes are available for clinics
· To assist the nursing staff where possible 
· Assist in keeping the reception / administration area clean and tidy and free from clutter.
· To maintain adequate levels of stationery.
· To participate in in-house training sessions and attend meetings and discussions when required
· To ensure that all local policies and legal requirements relating to clinical care, Information Governance, Data Protection and Health and Safety are complied with.

Workforce
· To utilise systems provided to maintain efficiencies
· To keep up to date with mandatory training To participate in in-house training sessions and attend meetings and discussions when required.
· To participate in staff appraisals and the identification of personal needs and evaluate personal objectives.
· To work with Line Manager to retain external ISO9002 and ISO14001/2004 accreditation and participate with Investors in People.
· To carry out any other duties as requested by the Hospital Manager/Business Office Manager to facilitate the smooth running of the ward reception.





This job description is intended to reflect, in outline, the responsibilities of the postholder, which may change over time with corporate or local business needs of Spencer Private Hospitals.  It will therefore be subject to periodic review and amendment in the light of changing circumstances and following consultation with the post holder.


Signed:  …………………………………………………... Date: …………………………………..


CORPORATE VALUES
Spencer Private Hospitals has a set of core values which are at the heart of the vision and all that we do.  We expect our team members to demonstrate these values in all areas of their work.
· Customer Focus – We listen and adapt to the needs of our patients and stakeholders
· Responsibility – We are involved and accountable.  We respect, recognise and develop our people
· Innovation – Developing our business is our key driver, innovating our services and products to increase our visibility within the market in East Kent
· Performance – We measure our performance through evaluation of processes, creating efficiencies and striving to improve processes, creating efficiencies and striving to improve
· Teamwork – We value our colleagues and are encouraged to work collaboratively with others and take ownership for our own training and development.

BEHAVIOURS
Non-Manager Role  (Delete as appropriate)

	CUSTOMER
FOCUS
	Treat patients, customers and colleagues as individuals and ensure that they understand their specific needs and expectations by asking the right questions and listening to their views and concerns. Able to listen and adapt to the needs of our patients and stakeholders, show  commitment to the patient experience and take pride in providing the best possible service every time. Understands that care is core to our business and that the care they deliver helps the individual person and improves the health of the community

	RESPONSIBILITY
	Takes ownership for the customer/patient issues and does what they can to exceed expectations. Understands their role within the organisation and is clear about the roles and responsibilities of other teams and departments, taking every opportunity to learn more about the wider business.  Supports others in their development, doing what they can to guide, mentor or coach colleagues.

	INNOVATION
	Challenges appropriately and is prepared to raise concerns about quality, safety and performance. Is actively engaged with improving the experience of patients and customers, learns from their experience and seeks to continuously improve their own performance and the performance of the service. 

	PERFORMANCE
	Understands the corporate objectives of Spencer Private Hospitals and consistently produces work of a high standard, taking ownership and seeing tasks through to the end. Is motivated to do a great job and are not afraid to suggest different ways of working to help create efficiencies and improve performance.

	TEAMWORK
	Actively builds and maintains effective and respectful relationships adapting their approach where necessary. Confidently communicates in an open accurate and straightforward way and demonstrates effective communication skills to promote the needs of our patients and customers. Has a clear sense of their role, responsibilities and purpose within their team.



[bookmark: _GoBack]
Reception / Administrator Ashford 	Dec 17	Issue 2	Page 5 of 5
PERSON SPECIFICATION
Job Title: Receptionist / Administrator - Ashford
	ATTRIBUTES
	CRITERIA
	DEMONSTRATED BY

	
	
	Application
	Interview
	Test

	Education and Qualifications
	Essential
	· Maths and English (GCSE or equivalent) Grade C or above
	X
	X
	

	
	Desirable
	· Audio Typist Qualification
· Secretarial Qualification
	X
X
	
	X

	Knowledge and experience
	Essential
	· 2+ Years’ experience in medical administration environment
· Customer Service Background
	X

X
	
	

	
	Desirable
	· Experience within hospital / ward environment
· Secretarial Experience
	X
X
	X
X
	


	Skills
	Essential
	· Excellent IT Skills
· Email
· Internet
· Microsoft Applications (Word, Excel, Outlook)
	X
X
X
X
	X
X
X
X
	


X

	
	Desirable
	· Trust Systems: Patient Centre (PAS) / DART OCM / EDN EPR / RIS/X-ray
· Compucare
· NHS / Private Healthcare background
	X
X
X
X
	
	

	Personal Attributes
	Essential
	· Organised / Methodical
· Excellent Customer Service Skills Inc. excellent telephone Manner
· Team Player
· Work on own initiative
· Motivated
· Flexible to the needs of the business
· Able to meet deadlines
· Able to work under pressure
	X
X

X
X
X
X
X
X
	X
X


X
X
X
X
X
	



