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Patient Services Advisor Job Description
Job Title: Patient Services Advisor
Hours: 37.5 hours per week
Salary: £12.71 per hour (starting rate)
Contract Type: Permanent
Responsible To: Senior Patient Services Team Leader, Practice Manager and Partners

Purpose of the Role
The Patient Services Advisor plays a pivotal role in ensuring patients receive a professional, efficient and compassionate service. As a key member of the practice team, the post holder will support the delivery of high-quality primary care by providing administrative support, facilitating effective communication, and helping to ensure the smooth day-to-day operation of the surgery.
The role requires a positive, patient-centred approach, excellent communication and organisational skills, and the ability to work effectively within a busy and evolving healthcare environment. The post holder will demonstrate flexibility, adaptability and professionalism, supporting both patients and colleagues while maintaining confidentiality and promoting the values of the practice.












Core Job Responsibilities: 

The post holder will:
· Deliver a professional, welcoming and patient-centred service, ensuring patients, carers and visitors receive a positive experience when contacting or attending the practice.
· Manage enquiries efficiently and sensitively, ensuring information is communicated accurately and in line with practice policies and procedures.
· Receive, make and manage telephone calls as required, ensuring messages are relayed accurately and promptly.
· Act as a Care Navigator, directing patients to the most appropriate clinician, healthcare professional or service according to their needs.
· Register, update and maintain patient information accurately using clinical and administrative systems.
· Support the safe opening and closing of the premises, including alarm activation/deactivation where required.
· Work collaboratively with colleagues to ensure the smooth running of the practice and the delivery of high-quality patient services.

Additional Job Responsibilities:

The post holder will:
· Provide an efficient reception and administrative service to patients, visitors and members of the multidisciplinary team.
· Support the registration of new patients and temporary residents, ensuring all relevant procedures are completed.
· Advise patients of applicable charges for non-NHS services in accordance with practice protocols.
· Undertake administrative duties including scanning, filing, photocopying, document management and data processing.
· Accurately process, record and distribute information using practice systems, including SystmOne and workflow management processes.
· Manage incoming and outgoing correspondence, ensuring documentation is processed appropriately and within agreed timescales.
· Maintain accurate electronic and paper records in accordance with information governance standards and confidentiality requirements.
· Support colleagues across the wider Patient Services Team during periods of absence, increased demand or operational pressures.
· Work flexibly across practice teams and, where required, across multiple sites.
· Embrace changes to systems and ways of working, contributing positively to service improvement and organisational development.
· Undertake any other duties commensurate with the role, as reasonably requested by the Partners, Practice Manager or other authorised managers.

 Confidentiality: 

In the course of their duties, the post holder will have access to confidential information relating to patients, carers, practice staff and the business operations of the practice.
All information acquired during employment must be treated as strictly confidential and managed in accordance with:
· Data Protection legislation
· NHS confidentiality requirements
· Practice policies and procedures
· Information Governance standards

Confidential information must only be shared with authorised individuals and for legitimate purposes related to patient care or the operation of the practice.

Health & Safety:  

The post holder is responsible for promoting and maintaining their own health, safety and wellbeing, as well as that of patients, colleagues and visitors.
This includes:
· Following all Practice Health and Safety policies and procedures.
· Using security systems and procedures appropriately.
· Identifying and managing risks associated with daily work activities.
· Maintaining a safe, tidy and hazard-free working environment.
· Following infection prevention and control procedures at all times.
· Reporting accidents, incidents, hazards and near misses promptly.
· Participating in mandatory health and safety and infection control training.
· Making effective use of training to maintain knowledge and skills.

Equality, Diversity and Inclusion
The post holder will treat all patients, carers, colleagues and visitors with dignity, respect and fairness. They will promote equality, diversity and inclusion by providing a welcoming, non-judgemental service and recognising the individual needs, beliefs, circumstances and rights of others.
Quality and Continuous Improvement
The post holder will contribute to maintaining high standards of patient care and service delivery by:
· Identifying risks and areas for improvement.
· Taking responsibility for their own performance.
· Working effectively as part of a team.
· Using time and resources efficiently.
· Supporting quality improvement initiatives and best practice.
· Working collaboratively with colleagues and external organisations to achieve positive outcomes for patients.
Communication
The post holder will communicate professionally, effectively and courteously with patients, carers, colleagues and external agencies. They will recognise and respond appropriately to individual communication needs and ensure information is shared accurately, sensitively and in a timely manner.
Service Development and Governance
The post holder will work in accordance with practice policies, procedures and standards, supporting service development, audit activities and quality improvement initiatives. They will contribute positively to the implementation of changes designed to improve patient care, patient experience and organisational performance.
Job Description Review
This job description is intended as a guide to the principal duties and responsibilities of the role. It is not exhaustive and may be reviewed and amended following consultation to meet the changing needs of the practice and the services it provides.
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