Job Reference Number……SCO6-2854
NHS TAYSIDE – AGENDA FOR CHANGE
JOB DESCRIPTION

	1. JOB DEFINITION
	Job Title
	Receptionist

	1. 
	Department(s)/Location
	Support Services Department 
Main Reception Desk
Ninewells Hospital and Medical School

	2. 
	Number of job holders
	6

	
2. JOB PURPOSE

To be the first point of contact for visitors/patients/members of the public/ NHS and University staff to the Main Reception Desk sited within the Concourse of Ninewells Hospital and Medical School.

To ensure that all enquiries are dealt with timeously and/or redirected to the appropriate person.


	
3.  ORGANISATIONAL POSITION

Portering Service Manager

Main Desk Receptionists
          (Postholders)

Asst Portering Services Manager           Asst Support Services Manager(Portering)





	
4. SCOPE AND RANGE

NHS Tayside serves a population of approximately 387,000 covering regions including, Tayside, Perth and Kinross, Angus and North Fife.

The postholder is based at the Main Reception Desk of Ninewells Hospital and serves as the first point of contact for both the Hospital and the Medical School (University of Dundee).
Approximately 7500 members of staff work within Ninewells Hospital.
Approximately 1900 members of staff work within the Medical School.  This figure includes undergraduate and postgraduate students.

The Main Reception Desk is manned 24 hours per day by Receptionists and Security Porters.  
The Main Receptionists man the Desk between the hours of 
8am to 8pm Monday to Friday 
9am to 8pm Saturday and Sunday.

Monday to Friday -  8am to 9am –  1 Receptionist mans the Desk.
Monday to Friday -  9am and 4pm(3.30pm on Fridays) -  2 Receptionists man the Desk.
Saturday and Sunday –  9am to 8pm – 1  Receptionist mans the Desk.

The Receptionist works with no immediate supervision but support, guidance and advice is available from Senior Management.  The postholder will be expected to demonstrate their duties to new staff to the Main Reception Desk.  This includes new Security porters.

The Main Reception Desk is very busy at all times of the day and night.  All visitors, staff, patients and the general public have to enter/leave the building and pass the Main Reception Desk.  This area deals with a variety of tasks which are detailed with the Main duties and responsibilities.

The postholder requires intensive training with regard to the layout and whereabouts of Wards and Departments within the Hospital and Medical School to enable them to confidently man the Desk alone.  This is due to the sheer size of the hospital, the continual moving of Wards and Departments, volume of staff employed and the movement of staff within the organisation, complexities of sourcing patients for concerned relatives/friends (often from all over the world) and an expectation from patients, staff and the public that the Receptionist should know everything about Ninewells Hospital and the Medical School.

The hospital has 9 working levels of floors ranging from Level 2 to Level 10 and covers from the East end of the building Laundry and Engineering Block, (Sterile Services Building which is exterior to the Main Hospital building) to the West End of the building which is known as the Maternity block.  The hospital has 42 wards, 27 Outpatients clinics, Theatres, Medical Records Dept, Xray Dept, Radiotherapy Dept etc.

The Main Desk has 4 Telephones (including one emergency phone), 2 computers and 2 CCTV cameras.
Due to the nature of the post the postholder will come into contact with stressful, aggressive(daily) and on occasions violent situations with regards to car parking, wheelchair availability, toilet facilities, time spent waiting for a porter, change machine, outpatient appointments and the ability of the postholder being unable to trace a patient, tracing of patients who are very often in a different hospital, tracing of staff for both NHS and University, couriers who wish to deliver to staff or patients, problems with the public phones, patients who do not receive their mail or on occasions flowers, the use of mobile phones within the hospital, outpatients with no information about their appointments(resulting in numerous calls to various depts/clinics to source where they should attend) and dealing with missing patients which involves the Police.


	
5. MAIN DUTIES/RESPONSIBILITIES 
· Provide and information service for callers to the Main Reception Desk in person and by telephone for the whole Hospital and Medical School ensuring that the enquiries are dealt with appropriately ie information and or advice given and directed on to the appropriate area/department/ward of the Hospital or Medical School.
· Provide assistance in the event of a collapsed person within the main area of the Concourse and walkway by putting into place the appropriate Policy and procedures.
· Answering emergency phone  -  location of Fire Alarms/missing patients information
· Use computer to source Inpatients.
KEYS
· Distribution and receipt of keys ensuring that all relevant documentation is completed.
· Source keys which have gone “missing”.  This can be on a daily basis.
· Manage and update the Key Book System for the Hospital and Medical School as and when required.
· Order and document taxi requests, ensuring relevant information is obtained for charging purposes.
· Order and document courier service for transportation and delivery of urgent requests outwith the Dundee area.  Relevant information pertaining to charging must be obtained.
· Record and provide security passes for The Laboratory Block
· Provide a point at the Main Desk for staff to leave and record within a folder notes/xrays and other packages ready for collection by Hospital drivers for forwarding to other NHS establishments.
· Hold “Dental Clinic” float and takings.  Obtain signatures for receipt of the monies.
· Control and maintain batteries for the pager system and receive signatures from pager holders when new batteries are requested.
· Hold Accommodation keys for staff who have booked accommodation within the Residences and arrive “Out of Hours”.
· Assist with the Estates “on call” system as a point of contact for the Hospital with regard to emergencies.
· Receive and record all lost property which may be handed in to the Main Reception Desk for safe keeping.
· Cash or valuables kept in locked cupboard at Reception Desk.
· Unclaimed items sent to Police Lost Property Dept on a weekly basis.
· Clothing kept for one week and then distributed to Charity Shop.
· Patients valuables documented and placed into padlocked wallet ready for depositing into the Nightsafe by the Security Porter on duty.
Induction Standards & Code of Conduct
Your performance must comply with the national “Mandatory Induction Standards for Healthcare Support Workers 2009” and with the Code of Conduct for Healthcare Support Workers.

	
6. COMMUNICATIONS AND RELATIONSHIPS
The postholder will communicate with all callers to the Hospital and Medical School in person or by telephone eg General public, NHS and University staff, patients, relatives, Medical Reps, students etc.  
The postholder also communicates with Senior Management on a daily basis.  Communication can be by telephone, email, face to face interview, letter etc.  
The postholder will communicate with The Fire Brigade in the event of a fire alarm within the Concourse Block and the Police in the event of a missing patient or any other incident which warrants Police intervention.
Callers to the Main Reception Desk will be seeking advice in some shape or form and the postholder must be able to deal with such individuals in a pleasant and competent manner.  Many individuals who attend at the Desk may not have English as their first language or they may have an impairment which may necessitate the postholder to communicate in a non-verbal manner.
There is also a need to be able to convey sensitive information as confidentially as is possible and in such a way as not to offend those staff/patients/public who may have issues/requests which require a greater level of understanding.
The postholder is often the first point of contact for a complaint. 



	
7. KNOWLEDGE, TRAINING AND EXPERIENCE REQUIRED TO DO THE JOB
The postholder will be given the necessary training to undertake the job and should possess good numeracy and literacy skills evidenced by attainment of formal qualifications at secondary school level or gained through subsequent work experience.
The postholder is required to 
· Have the ability to use own initiative, remain calm and focused when under pressure.
· Have ability to prioritise work when faced with conflicting demands.
· Previous experience in dealing with the general public.
· Have the ability to follow instructions.
· Possess excellent interpersonal skills.
· Possess good communication skills, including non-verbal communication skills.
· Ability to respond appropriately to unpredictable situations.
· Have a pleasant and helpful telephone manner
· Carry out their work effectively, efficiently and safely
Training
· Manual Handling skills
· Safe use of a equipment
· Knowledge of Health & Safety Policies and work procedures
· Customer Care Skills
· Infection Control Procedures
· Violence and Aggression Skills
 






ESSENTIAL ADDITIONAL INFORMATION

	
8. SYSTEMS AND EQUIPMENT

Telephones
PC and IT packages
TOPAS
Pager System
Key System

Responsibility for Records Management
All records created in the course of the business of NHS Tayside are corporate records and are public records under the terms of the Public Records (Scotland) Act 2011.  This includes email messages and other electronic records.  It is your responsibility to ensure that you keep appropriate records of your work in NHS Tayside and manage those records in keeping with the NHS Tayside Records Management Policy and with any guidance produced by NHS Tayside specific to your employment.


	9. PHYSICAL DEMANDS OF THE JOB (physical/emotional)

Work is generated on a day to day basis by staff/patients/visitors/members of the public/wards/departments who may call at or telephone the Main Reception Desk or by any incidents which may occur.  Due to the dimensions of the site, the intensity and level of concentration which is required to tackle some of the complex enquiries/tasks undertaken within this very busy Desk, the postholder will find the post physically and mentally taxing.

PHYSICAL SKILLS
Use of key board at the computer.

PHYSICAL EFFORT
The postholder on a daily basis, has a requirement to sit or stand at the Main Reception Desk whilst carrying out their Reception duties.  
There will also be a requirement to bend and stoop to retrieve keys from within the 2 Key Cabinets situated at the back of the Desk.

MENTAL EFFORT 
The postholder will require to give their undivided attention when carrying out their reception duties to enable them to give accurate advice/directions/information, maintaining confidentiality, diplomacy and discretion at all times.
The postholder will frequently be required to direct their attention to the Emergency phone whilst possibly already dealing with another matter.

EMOTIONAL DEMANDS
The postholder frequently comes into contact with upset/distressed/grieving/aggressive patients and patient’s relatives.

WORKING CONDITIONS
The postholder will spend all of their shift behind the Main Reception Desk which is a large open area where temperatures can vary considerably depending on the time of the year.
The Main Concourse is a very busy area and is noisy which can be distracting whilst answering telephone calls and dealing with situations at the Desk.
The postholder is subjected to verbal aggression on a daily basis.





	
10.  DECISIONS AND JUDGEMENTS

The postholder will be expected to follow all guidance and Policies and Procedures of the Department and Organisation.  
The postholder is unsupervised at the Main Reception Desk and will have the freedom to organise their workload on a day to day basis, however guidance and support is available via Senior Management.
The post holder is required to work on their own initiative by prioritising tasks by their level and degree of importance and urgency.


	
11. MOST CHALLENGING/DIFFICULT PARTS OF THE JOB

Working in a very busy reception area dealing with conflicting demands and unpredictable behaviour.
Dealing with members of the public, staff, patients and traumatised patients’ relatives.
Dealing with undesirable characters.
Dealing with patients from Carseview who can be aggressive/violent and very often under the influence of alcohol/drugs.
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