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Volunteer Role Description
Volunteer Base:  

Hopwood Medical Centre, 1-3 Walton Street, Hopwood   
Heywood, Lancashire.
The Service: 
Hopwood Medical Centre is a two partner training practice and a member of the Heywood Association of Small Practices (HASP) providing medical care to a population of approximately 4,500 registered patients.

The practice is geographically located in Heywood, an area with a high level of health and social needs.

The practice employs a Salaried General Practitioner, Practice Nurse and an Assistant Practitioner who deliver a range of clinical procedures and clinics.  The Practice Manager is supported by a team of 3 medical receptionists/secretaries providing administration procedures for the surgery.

 Volunteer’s Role Summary: 
The volunteer role will involve:

· To facilitate the Doctor/Patient Relationship in all aspects.

· To ensure that all enquires from patients are handled efficiently and courteously.

· To direct patients into consulting rooms and explain surgery procedures.

· Assistance with packing equipment away.
· The volunteer will not perform any clinical procedures.
· To keep surgery premises neat and tidy.

· Ordering ambulances for patients required and documenting details.

· Maintaining visit book

· Reporting any accidents or areas of Health and Safety risks to the Practice Manager.

· Making drinks for Doctors, nurses and visitors.

· Use of fax and photocopier and any new office equipment following training.

· Referral of complaints to be passed to the Practice Manager.
Days and Times required (Mon-Fri): 

	
	Am
	PM

	Mon
	8.30 – 11.30
	3.00 – 6.00

	Tues
	8.30 – 11.30
	3.00 – 6.00

	Wed
	8.30 – 11.30
	Closed

	Thurs
	8.30  - 11.30
	3.00 – 6.00

	Fri
	8.30  - 11.30
	3.00 – 6.00


The Volunteer Must Not:

1. Discuss the concerns of patients, their families and carers with other Volunteers, staff (unless it is the appropriate staff member within the patient area) or members of the public. Confidentiality must be maintained at all times.

2. The Volunteer must not try to resolve any concerns that patients, their families or carers may have

2. Disclosure of Criminal Background

All NHS employers are required to check with the Criminal Records Bureau the possible criminal background of staff and volunteers who apply for work with vulnerable patients.

If it is a requirement of the post that such a check be undertaken, successful applicants will be asked to complete and sign a Disclosure Form giving permission for the screening to take place.

Having a criminal record will not necessarily bar you from working with the Trust.

Please note applicants refusing to sign the form will not be processed.

To spend time in patient areas within Clinics/Health Centres and GP Surgeries where they will listen to patients, their families and carers and with their consent, feedback any concerns/issues to the PALS Officers for action.

At all times be aware of the confidential nature of the contacts and maintain confidentiality in all aspects of their contact with patients.

To assist in the PALS Office with administrative duties

To assist in the implementation of Patient Satisfaction Surveys 

PERSON SPECIFICATION FOR PALS VOLUNTEER

	PRIORITY ACTION AREAS:

	1
	Act as a facilitator for patients, their families and friends and members of the public in relation to General Practice Enquiries.

	2
	Support the development of the Practice


	Volunteer will have:
	Essential
	Desirable

	Physical
	
	

	Able to fulfil the physical demands of the role subject to reasonable adjustments under the terms of the Disability Discrimination Act 1995.
	X
	

	Knowledge
	
	

	Possess an understanding of and respect for race and equality.
	X
	

	Experience working with a computer
	
	X

	
	
	

	Skills
	
	

	Evidence of customer care skills
	X
	

	Possess good communication skills (written and verbal)
	X
	

	Possess good interpersonal skills including listening skills
	X
	

	
	
	

	Experience
	
	

	Experience in a health/public/voluntary sector
	
	X

	Computer literate
	
	X

	
	
	

	Personal attributes
	
	

	Display a commitment to wanting to support patients, their families and friends
	X
	

	Having a caring personality
	X
	

	Be reliable
	X
	

	Be diplomatic and sensitive
	X
	

	Possess positive attitude
	X
	

	Be capable or working on own initiate
	X
	

	Be open to training, learning and guidance
	X
	

	Possess an understanding of and respect for confidentiality and equal opportunities
	X
	

	Ability to work as part of a team
	X
	

	Ability to Multi task
	X
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