Patient Services Advisor – Theatre Reception 
Croft Shifa Hours – 9.30 – 17.30 (Ground Floor Theatre Reception 5 days per week)
Key Responsibilities
Clinic Flow & Patient Management
· Manage patient flow throughout the clinic, maintaining full oversight of the clinics running on that day.
· Liaise closely with the clinical team to ensure smooth movement of patients and timely progression through their appointments.
· Ensure no patient is left waiting without oversight, and all patients are tracked appropriately.
· Adapt to patient needs by acting as a listening post, identifying concerns early, and escalating safeguarding issues promptly.
· Support de‑escalation of concerns or complaints on the day, aiming to resolve issues before they become formal complaints.
· Work collaboratively with Patient Services Coordinators to ensure all areas are covered and supported.
· Be an active contributor to the efficient running of clinics, supporting flow, communication, and patient experience.
· Book patients’ next appointments face‑to‑face on the day where appropriate, ensuring continuity of care and reducing DNAs.
· Complete patient feedback using the reception‑based feedback machines for all patients.
· Inform patients about the Patient Knows Best system and support them in accessing it when required.
· Book taxis and patient transport when clinically or operationally appropriate.
Data Accuracy & Clinic Administration
· Ensure all daily clinic data is accurate, including outcomes, next appointment bookings, and any clinic changes.
· Ensure patient clinic outcome letters are sent promptly, and any onward NHS referrals are completed the same day and recorded on Maxims and Medisight.
· Complete accurate clinic close‑down processes, meeting all KPI expectations.
· Maintain high standards of data quality to support safe and efficient patient pathways.
Operational Support
· Support the reception area to maintain a professional, organised, and patient‑focused environment.
· Provide cover for the KYP admin team when required.
· Assist with booking patients face‑to‑face to support clinic flow and reduce DNAs.
· Communicate effectively with clinical teams regarding patient movement, delays, or operational issues.
· Ensure the reception area reflects a high standard of professionalism as the face of the service.

Professional Standards
· Present a professional, approachable, and polished image at all times.
· Provide excellent customer service, ensuring all patients feel supported, informed, and welcomed.
· Maintain confidentiality and adhere to all organisational and NHS policies.
· Demonstrate sensitivity, empathy, and awareness when dealing with vulnerable patients or safeguarding concerns.


