AIR BALLOON SURGERY

	POST TITLE:
	CARE NAVIGATOR

	ACCOUNTABLE TO:
	PRACTICE MANAGER

	REPORT TO:
	CARE NAVIGATOR SERVICES MANAGER


The purpose of this post is to provide Care Navigator (Receptionist) services for the practice.
General Duties

· Sign-post patients appropriately to practice services in accordance with the navigation Standard Operating Procedures.
· Carry out all duties within the policies and procedures established by the Practice.

· Carry out all duties within the requirements of Health & Safety legislation, and ensure that due regard is given to the safety and security of other members of staff, patients and property.

· Use the computer system to assist with the efficient execution of duties.

· Liaise with all other staff working with the Practice as necessary.

· Carry out other tasks and duties from time-to-time or on a day-to-day basis as required and directed by the management team.  

· Assist with routine administrative tasks from other departments.  
· Initiate contact with and respond to requests from patients, other team member and associated healthcare agencies and providers.

· To undertake specific assigned tasks, project support, or development / change work which may arise from time to time, under the direction of the relevant line manager.

· Participate in development plans for the practice and their implementation. 
· Provide reception, sign-posting and administrative support for seasonal and/or exceptional public health campaigns such as, but not limited to, mass vaccination clinics. 

Reception

· Sign-post patients appropriately to practice services in accordance with the navigation Standard Operating Procedures.
· Make appointments for patients attending or calling by telephone, using the computer system, and in accordance with the Practice’s appointment protocols.
· Contact patients to make arrangements for appointments and other actions in accordance with instructions of Triage GPs. 
· Receive telephone requests for home visits.
· Receive general telephone enquiries and transfer callers to other surgery staff as appropriate.

· Receive requests for repeat prescriptions.

· Give out repeat prescriptions to patients and pharmacies attending.

· Give out letters, reports, or forms to patients attending, and take payments where applicable in accordance with the navigation Standard Operating Procedures.
· Liaison with other members of the practice team for patients attending.

· Deal with all enquiries received by telephone or in person, as appropriate. 

· On occasions when working extended or out of hours sessions, working with the GP on duty, ensure that building is secure, in accordance with Practice Procedure.

Records & Triage
· Receive overflow of telephone calls and sign-post patients appropriately to practice services in accordance with the navigation Standard Operating Procedures.
· Receive general telephone enquiries and transfer callers to other surgery staff as appropriate.

· Receive overflow of telephoned appointment requests and book appointments in accordance with the relevant appointments protocol or Triage GP requests.
· Receive telephoned requests for home visits in accordance with the relevant home visits protocol. 
· Process repeat prescription requests in accordance with the practice procedure.

· Processing of GPP workflow and tasks.
· Respond to requests for results and other clinical information in accordance with practice policy

· Liaise with GPs using the appropriate message system.
· Cover in Records and Reception during busy periods or to cover breaks.

· General photocopying

Systems Administration & Support

· Retrieval and provision of information or documents from practice systems or external bodies as required.

· Assist with the cancellation and rebooking of doctor and other clinician appointment sessions as required and as directed by the Assistant Practice Manager or Care Navigator Service Manager.

· Take and deal appropriately with incoming telephone calls.

· Liaise directly with hospital personnel, labs and other agencies with regard to medical matters.  

· Liaise directly with patients by telephone or in person with regard to medical and administrative matters.

· Working under the direction of other members of the team provide communication service as requested and required.

Personal Development
· Responsible for keeping up to date with current issues relating to practice systems, procedures and protocols.
· Responsible for ensuring emails are read promptly and actioned appropriately.
· Responsible for facilitating own development by identifying training needs and opportunities.
· Undertaking statutory, mandatory and advisory training as required for regulatory purposes, and as required in the staff training policy.  
· Undertake training and development as required for the introduction or development of systems or procedures.

· Participate in the Practice’s appraisal system.  

· The post holder will be expected to work at all times within the practice policies, procedures and standards.

· The needs of the practice are rapidly changing and the duties and responsibilities of the post will change in response to this.

Other General Duties

	Dignity at Work and Equality Statement

We are committed to treating all of our staff and Service Users with dignity and respect. You are responsible for behaving in a way that is consistent with the aims of our Equality and Diversity Policy and the Equality Act (2010).  This includes not discriminating unfairly in any area of your work and not bullying, harassing or otherwise intimidating other people.

You should recognise and appreciate that people, both colleagues and service users are different and to act in ways that are consistent with their needs and preferences.



	Confidentiality Statement

The post holder must maintain confidentiality of information about patients, staff and other business in accordance with practice policies, including the Information Governance Policy.
Unauthorised disclosure of confidential information will result in disciplinary action and may lead to your dismissal.


	Health, Safety and Security

All staff must make themselves aware of the responsibility placed on them by the Health and Safety at Work Act (1974) to ensure that agreed safety procedures are carried out to maintain a safe environment for employees, patients and visitors. Any matters of concern should be raised through their line manager. Similarly, it is each person's responsibility to ensure a secure environment and bring any breaches of security to the attention of their managers.

Where an individual is holding a managerial role it is their responsibility to ensure that they fulfil the health and safety requirements of this role including, where appropriate, carrying out necessary risk assessments and acting upon them.



	Prevention and Control of Infection

Air Balloon Surgery is committed to the prevention and control of infection and the full implementation of the Health and Social Care Act code of practice (2008).  All staff are expected to follow practice infection control guidelines, procedures and policies relevant to their work. They must also follow consistently high standards of infection control practice, especially with reference to hand hygiene including hand washing, adherence to dress/uniform code and for clinical staff all clinical policies.



	Appraisal, Personal Development and Mandatory Training
Air Balloon Surgery is committed to the development of its staff. This is supported by in-house and external training and development opportunities and study leave is given according to the practice policy. All employees are required to have an annual appraisal where objectives are set, performance is reviewed and learning needs are identified.  All clinical staff are required to participate in regular clinical supervision.

It is a condition of employment that all staff are up to date with the statutory/mandatory training identified for their role and undertake relevant training within the time periods specified.   

	Governance

All staff are required to deliver services to a high standard and to adhere to relevant statute and regulatory requirements including the Care Quality Commission’s Essential Standards of Quality and Safety.  

All staff must comply with practice risk management policies and procedures

Staff in a managerial role are responsible for ensuring appropriate systems and processes are in place to ensure that those they line manage are delivering safe and effective care in line with practice  clinical governance policies.

	Safeguarding Children & Vulnerable Adults

Safeguarding children and vulnerable adults is everyone’s responsibility. Whatever your role within Air Balloon Surgery, the welfare of children and vulnerable adults should be your concern.   All staff must be aware of, and follow practice guidance and policies on Safeguarding Children and Vulnerable adults.  It is your duty to report any concerns you may have through your line manager or designated Safeguarding Lead.  


Represent the practice in a professional manner at all times

As a small organisation individuals are required to work flexibly and sometimes outside the scope of their normal work practices in order to ensure patient and practice services are maintained. Additionally from time to time you may be requested to undertake other reasonable tasks at the request of the practice manager. 

This job description is not conclusive / exhaustive and may be subject to periodic review and amendment as the needs of the Practice develop and change.

The Practice is committed to staff development and training and the Post Holder will be expected to regularly discuss progress and performance with the HR Manager and Practice Manager. 
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