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DAY ONE  
Background to the NHS & Quality Service 
·  Background to the Health service 
·  What is likely to change 
·  The Primary Care led NHS 
·  The importance of quality service 
·  Clinical Governance 
·  Focus group – room for improvement 
 
DAY TWO  
The Effective Practice Team 
·  What is communication? 
·  Improving internal communications 
·  Using the telephone efficiently 
·  Effective telephone manner 
·  Communicating as a team 
·  Action session  
·  The role of effective team work 
·  Understanding team roles 
·  Team development exercises 
·  Creative thinking to aid problem solving 
 

DAY THREE 
Simple Accounts Medical Ethics & 
Confidentiality 
·  Record Keeping 
·  The GMS contract 
·  Security of records / confidentiality 
·  Simple accounts 
·  I.T in the practice 
·  Medical ethics 
·  Standards of etiquette for receptionists 
 
DAY FOUR    
Personal Effectiveness 
·  Personal effectiveness under pressure 
·  Behaviour patterns 
·  Understanding the nature of conflict 
·  Using assertiveness 
·  Complaint handling 
·  Practice complaint procedures 
·  Role plays 
·  Dealing with aggression 
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Course Background   
    The programme is designed to equip staff to with the 
skills and knowledge required to work effectively in the 
challenging environment of General Practice. The 
programme will provide participants with opportunities 
to identify, develop and refresh essential skills.�
Who should attend ? 
    This programme has been specifically designed to 
meet the needs of practice receptionists. It combines 
their current skills and experience with best 
management practice in a challenging and enjoyable 
way�

Course Objectives 
   By the end of the programme, participants will have 
explored and discussed: 
·  Their role as service providers, in the context of 

both NHS, and their own community. 
·  Different methods of good communication and how 

it can influence the way in which others view 
behaviour and attitude. 

·  How a complaints handling procedure can 
strengthen the bond between the Practice and the 
people who use it. 

·  The structure, roles and responsibilities of the 
Practice team and the importance of good teamwork 
in the Practice. 

·  The operation of a Practice and its relationship with 
other organisations. 

·  The importance of good communications skills, in 
person, in writing and by phone. 

·  How to handle difficult situations with confidence. 
·  The ethics of General Practice and the conduct 

required of the Receptionist�
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To reserve or discuss commissioning call 01932 856565  


