POSITION DESCRIPTION
This position description is a guide and will vary from time to time, 

and between services and/or units to meet changing service needs
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Reefton Health

West Coast District Health Board 



2018
The West Coast District Health Board is committed to the principles of the Treaty of Waitangi and the overarching objectives of the New Zealand health and disability strategies. 
	Position Title:
	Casual Receptionist 

	Reports to:
	Administration Manager, Northern IFHS 

	Key Relationships:
	Internal:

· Clinical Nurse Manager Reefton IFHC

· GPs, nurses and other Reefton Health staff 

· Patients

· West Coast DHB staff

	External:

· West Coast Primary Health Organisation
· Community Public Health

· Non Government Organisations 

· Private Primary Practices 

· External suppliers 



	Role Purpose:
	1. The Receptionist will provide accurate, efficient, high quality administration services and support over the Reefton Integrated Health facility. They are a pivotal person in the health environment as they are the first contact with patients and visitors. Therefore, it is important that a professional image is presented and provided through a high quality service.  

2. The key deliverables are – 

· Enabling the patient pathway which requires professionalism, kindness, understanding, efficiency, troubleshooting, confidentiality and high standards.

· Support of the other facility team members – both clinical and non clinical staff.
· Efficient and accurate services 


	Complexity:
	Most challenging duties typically undertaken or most complex problems solved:

· Balancing the expectations and different priorities of staff, patients and visitors.  
· Maximising income streams and minimising bad debts 




KEY ACCOUNTABILITIES:

	The Receptionist is responsible for:
	The person will be successful when:

	1. Health and Safety 

Maintaining a high quality, safe and secure work environment by following relevant West Coast DHB and divisional policies, protocols and standards.

	· They are responsible for their own safety and will ensure that no action or inaction on their part will cause harm to any other person.

· They abide by the West Coast DHB Health and Safety Plan and will participate in plan development and Health and Safety Training as appropriate.



	2. Quality 

Ensure a quality service is provided in your area of expertise by taking an active role in quality activities, identifying areas of improvement.

	· There is participation in the development of quality activities within the facility. 


	3. Reception Administration
	· A high standard of customer service skills is maintained

· Patients feel welcome

· Patients are registered and enrolled for health services in accordance with guidelines 

· Patient details are updated, maintained on a regular basis

· Telephone calls are answered promptly and politely during working hours

· Calls are directed to appropriate staff
· They listen to patients, try to satisfy their requests and handle dissatisfied, demanding or angry patients in an appropriate and sensitive manner

· Assistance is provided to orientate new staff to the facility as required 

· General comfort and tidiness is maintained

· All visitors are received promptly and courteously

· Patients are informed of Practice policies and services, and advised as to any delay occurring

· The waiting areas are monitored to ensure all patients have arrived and that there are no problems.  Patients who seem very ill or upset are to be taken to a room for privacy, and clinical staff  alerted

· Waiting and children’s play areas are kept clean and tidy

· All deliveries including mail/faxes/emails and flowers are dealt with efficiently.  

· When required, iProc/Office Max orders are completed

	4. General  Administration support 

Completes a variety of Administration Tasks for the facility, ensuring that these are completed accurately and within time frames
	· Correspondence, photocopying, scanning and mail is well organised
· Prioritise and action staff requests  

· Open and sort all incoming mail and faxes - date and process as they arrive, photocopy if relevant. Send daily post 

· Accurately operates the computer systems
· Data entry completed is accurate and timely

· Records are maintained, practice registration and filing is accurately completed 

· Email is monitored and actioned in a timely manner

· Messages are recorded accurately and passed to the appropriate person

· Accurate patient appointments are made according to guidelines

· Enquiries from patients, visitors and others are dealt with courteously and as quickly as possible

· Faxing - care is taken to check the details are correct when sending faxes
· A high standard of customer service skills are maintained

· Meeting minutes are taken as required 

· Patient medical records and administration paperwork are archived appropriately

	5. Area Specific Administration support 

Residential Wing
	· Cashier duties for DHB services such a Meals on Wheels
· Outsourced room rentals are invoiced at the beginning of each month and sent to finance

· Receive all company monies and ensure these are banked and documentation is completed
· Any manual ACC45 forms are mailed to ACC Dunedin 

· Liaison with Central Booking

· Prepare for Outpatient clinics including typing of clinical list, medical records

· Send out appointment cards 

·  Travel and accommodation is booked through   ORBIT as requested
· Statistical reporting is prepared and submitted
· Daily ward census

· Monthly statistics

· Vehicle Management including 

· Fringe Benefit Tax to WCDHB accounts each month

· Ensure vehicle logs are maintained

· Monitor WOF and Registration of Reefton based vehicles 

· Medical Records Service 

· Maintain individual patient and overall medical records file locally

· Provide medial records on request to other hospitals 

· Maintain statistical records and track files

· Coordinate and dispatch admissions and discharge forms 

· Send discharge notes to Grey for coding

· Patient Transport 

· Transport is co-ordinated, including driver if required for patient transfers
· Ambulance transfer forms are copied and sent to Greymouth 

	6. Area Specific Administration support 

Medical Centre Wing 
	· Monitoring accurate data entry on Indici
· Patient registration with PHO and NES
· New patients who wish to register with the practice are registered and enrolled with the PHO in accordance with MOH eligibility requirements 
· Patient details are updated, maintained, checked on a regular basis

· Patient transfers follow the appropriate guidelines, patients transferring out of the practice will have their medical notes sent to their new provider within 10 working days of request

· Accurate patient appointments are made according to guidelines

· Allocation of scanning is accurate 

· Patients are charged in accordance with charging guidelines

· Payments are receipted and processed in accordance with guidelines

· Follow process with invoicing protocol with attention to detail

· Banking and the Day Book are reconciled at the end of every reception day and any discrepancies accounted for in accordance with guidelines. 

· ACC45 are electronically submitted each day
· Ensure security of cash/cheques on premises
· To maximise patient revenue for the Practice

	7. General 
	· Patient confidentiality is maintained at all times. Any information or document with a patient’s name or readily identifiable information, must be kept confidential and not be able to be seen by members of the public or other visitors

· Personal & professional boundaries are maintained

· Patients details are not discussed - the exception to this is where it is in relation to a particular request or task required

· Have an understanding of: The Treaty of Waitangi, The Privacy Code 1994, The Code of Health & Disability Services Consumers rights 1996, Accident Rehabilitation and Compensation Act 1993, Occupational Health & Safety Act 1992

· Ensure all quality monitoring audits are completed, recorded and any corrective action taken as needed

· Complete any other responsibilities or duties that may reasonably be required from time to time
· Assume role of Fire Warden when on duty

· Mandatory and other appropriate training is completed within timeframes 
· Be aware of security.  Ensure doors that are not required for patient access are locked when not in use



PERSON SPECIFICATION:

	Qualifications & Experience (indicate years of experience required and level of learning)


	Essential

· A positive attitude with well developed interpersonal skills

· Ability to maintain confidentiality and use discretion
· The ability to work well in a team environment  

· Motivation to learn and develop new skills

· To be able to work with a cross section of 

the community 

· High level of skills using computerised systems 

· A commitment to quality and accuracy

· A mature attitude with a sense of humour

· Accountability 
· Ability to work unsupervised and prioritise workloads
· Able to work under pressure and meet deadlines 
· Problem solving skills


	Desirable

· Experience of working in a health practice or a health institution desirable
· Flexibility to work extra hours and
rostered weekend clinics if required 

· Knowledge of Indici computerised Patient 

Management System  




The intent of this position description is to provide a representative summary of the major duties and responsibilities performed in this job classification.  Employees may be requested to perform job related tasks other than those specified.

	Signed on behalf of West Coast District Health Board
	
	I accept the terms and conditions as outlined in this Position Description

	______________________________

	
	__________________________________
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