WOODSTOCK BOWER SURGERY
JOB DESCRIPTION

JOB TITLE:
TELEPHONIST/CARE NAVIGATOR
REPORTS TO:
Practice Manager/Assistant Practice Manager 

Job Summary:
As a Telephonist/Care Navigator you will need to possess strong verbal communication skills as you will interact with everyone on a daily basis.  You must be able to think quickly on your feet, particularly if you are the one who handles emergency situations.  You will undertake, as directed, in assisting the flow of patients to the correct Clinican/Service. You should be professional, courteous, organised and in most instances, a capable problem solver.  
Duties and Responsibilities:
Answer the telephone, if possible, within 3 rings

Assist with receiving incoming telephone calls and transferring to the relevant clinician/service
Deal with all types of enquiries from members of the public, patients and colleagues and ensure that the correct route is taken

Deal with tasks on a daily basis

Home visit requests – printing summary, entering onto clinical system, distribute accordingly

Open and stamp post.  Mark up and take for scanning

Have a working knowledge of the System One 
Undertaking duties as may be determined from time to time by the Partners and Managers

Work flexibly to support the needs of the practice

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
· Maintain accurate records during interaction with patients within the clinical system
Personal/Professional Development:
The post-holder will participate in any training programme implemented by the Practice as part of this employment, such training to include:

· 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
· Attend statutory, mandatory and any other relevant training as and when required
Communication:

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

Work effectively as a team member, supporting and communicating with other professional colleagues and Clinicians

Demonstrate effective communication skills and a reassuring manner at all times

Utilise interpreter services, communication aids and other resources, to address barriers to communication and understanding

