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MEDICAL PRACTICE





JOB DESCRIPTION 
JOB TITLE:


Practice Assistant
ACCOUNTABLE TO:

Practice Manager 
Reporting to: 


For IT support matters – Mrs C Gamble. 





For Recall matters – Mrs H Clay (Patient Services Manager)

Accepting work from: 
 Practice Manager/Mrs C Gamble and the wider Team  
HOURS OF WORK:
 37 hours (job share would be considered)
The Practice Philosophy is:
Comprehensive patient-centred care.

Welcoming environment for patients

Well motivated, caring and efficient team

Job Summary: 
To be responsible for the provision of an efficient, comprehensive administrative support service to the Practice. To undertake these duties, without direct supervision, working within broad procedural guidelines.

Provide 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

Job Responsibilities: 
Call / Recall Management

· Administration of call/recall processes (and coding of those processes) to support the care of patients with long term conditions (QoF) and ensure that eligible patients receive annual reviews

· Administration of call/recall processes (and coding of those processes) to ensure patients on repeat medications receive a medication review reminder

· Administration of call/recall processes (and coding of those processes) to ensure patients who are eligible receive the offer of an NHS Health Check

· Administration of call/recall processes (and coding of those processes) to ensure patients with a Long Acting Reversible Contraceptive (LARC) receive timely exchange or replacement

· Administration of call/recall processes (and coding of those processes) to ensure patients on High Risk Drugs receive timely and appropriate blood tests.

· Administration of other call/recall processes (and coding of these processes) as may be deemed necessary in the future

Patient Information and Communication

· To communicate and liaise between all disciplines of staff and external agencies to ensure the development and maintenance of efficient administrative processes

· Assisting in the maintenance of the practice intranet including uploading new documents/links and advising authors of overdue review dates to ensure this is a reliable real time information source for staff

· To manage sms text messaging systems including MJOG and AccuRx to ensure that patients receive appropriate reminders and advice. Also to develop this service to enhance communication with patients.

IT Administration

· To support the IT lead in the management of staff smartcards to facilitate secure access to clinical systems

· To support the IT lead in the management of logins to key software applications including Windows, EMIS, Docman, ICE and other critical path systems

· To provide first level IT support to staff with key hardware and software issues

· To have a working knowledge of support software including Lexacom, WelchAllyn and NHSMail in order to support staff when they encounter difficulties.

· To liaise with our IT support providers to ensure that issues requiring specialist IT intervention are resolved swiftly

· To develop proficient MSOffice skills (particularly Word and Excel) to ensure the efficient execution of the role

Executive Support

· To support other staff in running searches in order to undertake audit work and other service improvement programmes

Enhanced Services

· To be able to run searches and reports to corroborate performance against enhanced services

· To educate clinical staff where coding errors have been made or where agreed templates have not been used to rectify these and ensure that they are not replicated in the future

· Be familiar with existing and new enhanced services to be able to support their delivery and reporting.

Other Duties
· To have a thorough knowledge of all Practice procedures and work in accordance with agreed protocols and procedures

· To ensure a high level of professionalism and maintain quality and accuracy of all data input.

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.

Health & Safety: 
The post-holder will assist in promoting and maintaining their own and others’ health, safety and security as defined in the practice Health & Safety Policy, to include:

· Using personal security systems within the workplace according to practice guidelines

· Identifying the risks involved in work activities and undertaking such activities in a way that manages those risks

· Making effective use of training to update knowledge and skills

· Using appropriate infection control procedures, maintaining work areas in a tidy and safe way and free from hazards

· Reporting potential risks identified.

Equality and Diversity: 
The post-holder 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.

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.

Quality: 
The post-holder 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

· Work effectively with individuals in other agencies to meet patients needs

· Effectively manage own time, workload and resources.

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

· Communicate effectively with patients and carers

· Communicate effectively with the administrative team and clinical teams

· Recognise people’s needs for alternative methods of communication and respond accordingly

· Report any problems encountered to the relevant person and ensure that everyone is aware of the different roles within the surgery

There is also a need to establish and maintain good liaison with other surgeries and agencies, including secondary care.
Call/Recall:
	Very Good –looks like:
	Good
	Needs Improvement

	Excellent attention to detail

Good working knowledge of medical terminology

Able to confidently deal with all aspects of query and follow through to resolution

Confident to deal with documents using initiative, pro-active to save GP time, remaining safe at all times. 

Confident to deal with difficult patients and situations.
Supports others. 
Good work rate, without compromising safety. 
	Good attention to detail

Acceptable grasp of medical terminology

Appropriate management of documents. 

Able to deal with difficult patients and situations

Knows when to seek help
Working knowledge of coding

Demonstrates learning.
Acceptable work rate 

 
	Poor attention to detail.

Poor grasp of medical terminology

Referring too many inappropriate documents on

Not confident dealing with patients, staff or other agencies

Refers onto senior staff too soon

Poor written communication skills.

Poor verbal communication skills

Work rate too slow. 




Patients
	Very Good –looks like:
	Good
	Needs Improvement

	Personable with a kind, caring and empathic manner.

Confident to deal with difficult patients

Able to diffuse difficult situations

Able to confidently deal with all aspects of query and follow through to resolution

Supports others
	Personable with a kind and caring manner.

Able to deal with difficult situations

Knows when to seek help

Even though not able to meet all needs the patient leaves re-assured, if not happy
	‘Customer Service’ skills still need work.

Not confident dealing with difficult patients

Unable to diffuse difficult situations

Refers onto senior staff too soon




Data & IMT
	Very Good
	Good
	Needs Improvement

	Proficient in computer use and able to train others

Able to easily learn new systems and train others

Identifies issues and solutions

Identifies areas for improvement
	Proficient in computer use

Able to learn new systems and software

Able to easily navigate

Knows when and where to seek help

Reports escalation issues to the Patient Services Manager or Practice Manager as appropriate 

Hands on approach to solving hardware issues.  
Competent to carry out basic hardware installations such as printers and keyboards.

Proactive approach – ensures all deadlines are met
	‘Computer’ skills still need work.

Not confident dealing with systems and software

Unable to navigate systems easily

Refers to other staff before attempting to solve issues.
Fails to meet deadlines.




Communication
	Very Good 
	Good
	Needs Improvement

	Can respond to queries independently and feedback relevant information

Identifies issues and brings forward solutions

Confidently deals with matters in a highly professional manner, following through to resolution and indicating learning points for the team

Supports others in the team

Messages are comprehensive and actions already taken clearly documented. 

Receives positive feedback from colleagues. 

Uses initiative to manage difficult or rare situations. 

Is aware of pressures on other departments and takes steps to support. 
	Able to respond to some queries but may need to refer to others for help
Is aware of pressures on other departments and acts accordingly

Follows through on all requests in a timely manner and sign posts correctly
Works well independently and as part of a team

Task messages are comprehensive. 

Attempts to meet patients’ needs without onward referral

Makes appropriate use of information provided 

Checks patient details against data base as a matter of course.
	Not able to respond to queries, always refers to other staff. Refers on to senior staff too soon.
Does not check patient details at onset.

Fails to refer to protocols and information provided to assist appointment booking.

Not able to support colleagues

Is unable to work as part of a team and/or is unable to work autonomously
Task messages are unclear with insufficient information

Tasks not signposted to the correct teams

Delegates responsibility to other team members without attempted to meet patient’s needs. 


Quality
	Very Good
Completes training modules over and above those required

Provide input for training sessions

Carries out training sessions

Identifies areas for improvement and puts forward solutions

Identifies possible areas of issue before they arise 
	Good

Completes all training to required standard

Attend all training sessions

Uses knowledge to grow in the role

Maintains IT protocols

Cascades IT learning to the wider team. 

Competent to register staff for smart cards.  

	Needs Improvement

Has to be reminded to carry out training modules 

Misses deadlines or fails to attend training

Fails to recognise training as worthwhile or put to use 

Unable to register new staff in EMIS, DOCMAN, ICE or similar.

Not familiar  with the process for registering new staff for smart cards. 


Practice Assistant
Person specification

	
	Must have
	Desirable

	Enjoy working with the public
	√
	

	Demonstrate good attention to detail
	√
	

	Friendly and approachable, with good telephone skills
	√
	

	Team Person
	√
	

	Able to multitask
	√
	

	Able to work desired times and flexible enough to work extra occasionally
	√
	

	Reasonable IT skills
	√
	

	Previous experience in a similar role
	√
	

	Ability to take direction
	√
	

	Ability to take responsibility
	√
	


Signed on behalf of the practice:   ……………………………………           
 Date:

(Print Name:







)

Signed by employee:

………………………………………….

Date:

(Print Name:
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