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[bookmark: _Toc297110717]5.  OFFICE PROCEDURES

[bookmark: _Toc297110708]5.1 	The Telephone
The telephone is recognised as a vital vehicle for creating a positive first impression, displaying a caring, confident attitude and acting as a reassuring resource for our clients and all others.  Our aim is to provide a professional and empathetic service whilst attempting to obtain adequate information from the client or caller.

Staff should not argue with, interrupt or patronise callers.  Courtesy should be shown to all callers.  Every call should be considered important.

Staff members are mindful of confidentiality and respect the client’s right to privacy. Client names are not openly stated over the telephone within earshot of other clients or visitors.  

Staff do not give out details of clients who have consultations here nor any other identifying information such as accounts information, except as deemed necessary by government legislation or for health insurance funds.   

Personal calls should be kept brief, mindful of engaging telephone lines.

A comprehensive phone answering message is maintained and activated to advise clients of how to access medical care outside normal opening hours. This includes advising clients to call 000 if it is an emergency. 




Incoming Call

· pick up receiver within 3 rings and state, (Good morning, MY HEALTH CENTRE), this is (XXXX speaking), How can I help you?
· if caller has not identified themselves – ask their name.
· if call is for an appointment refer to . “Appointments” procedure
· if taking a message or when assessing what the caller wants, do not hurry the caller, nor speak with an urgent, loud voice.  If necessary repeat your questions or message clearly.
· telephone messages, electronic messages, emails must be forwarded to the relevant person on the day received.
· never attempt to diagnose or recommend treatment over the phone.
· encourage the caller to write down any instructions and advice given.
· have the caller repeat any instructions back to you to assess their understanding of what you have said.
· ensure you obtain the caller’s consent prior to placing them on hold in case the call is an emergency.

Documentation of telephone calls

A logbook or computer entry is used to record all significant and important telephone conversations or electronic communications including after-hours contacts and medical emergencies and urgent queries. All the information can later be written into the client's chart if required.

The log records:	
· the name and contact phone number of the client/caller.
· the date and time of the call.
· the urgent or non-urgent nature of the call.
· important facts concerning the client’s condition.
· the advice or information received from the doctor.
· details of any follow up appointments.



Alternative modes of communication
	· electronic (email or SMS) 
· national Relay Service (NRS) for hearing impaired
· translation and Interpreter Service (TIS) for non-English speaking background





5.2 Accessing the Internet
It is important to adopt secure practices when accessing and using the Internet. The Internet can be accessed by all members of staff; however, excessive use of the Internet is not acceptable. Usage for personal use  should be limited especially if done during work hours. Staff members have full accountability for Internet sites accessed on their workstations and are expected to utilise this tool in an acceptable manner.  

This includes (but is not limited to):

· limiting personal use of the Internet
· accessing only reputable sites and subject matter  
· verifying any information taken off the Internet for business purposes prior to use
· not downloading any unnecessary or suspect information
· being aware of any potential security risks
· not disclosing any confidential information via the Internet without prior permission 
· maintaining the confidentiality and business ethics in any dealings across the Internet
· observing copyright restrictions relating to material accessed/downloaded.

The Centre reserves the right to check individual’s Internet history as a precaution to fraud, viruses, workplace harassment or breaches of confidentiality by employees.  Inappropriate use of the Internet facility will be fully investigated and may be grounds for dismissal.

5.3 Meetings 
Regular discussions where all staff are encouraged to have input are important in building a high performing team. We aim to cultivate a just, open and supportive culture where individual accountability and integrity is preserved, but there is a whole-of- team approach to the quality of client care. Meetings are conducted as required to facilitate the exchange of Centre news, other general administration and protocol issues, complaints and to discuss risk management issues 

Urgent daily notices and other general items for immediate attention are written in the communication book which is kept at reception. The Nurse’s communication book is located in the treatment room beside the telephone.

Procedure
Staff meetings are held every two to three months and minutes are recorded.  All staff are expected to attend unless on annual or sick leave.

Administrative and Workplace  Health and Safety practices are regularly reviewed at these meetings. 

Discussion and suggestions for improvement to quality, client safety or policies and procedures associated with risk management is a standing item on our meeting agenda. 
The decisions made at staff meetings should be documented along with the person responsible for implementing the related action.
5.4 	Office Supplies	
Supplies of stationery, including prescription pads, letterhead, certificates etc. are accessible only to authorised persons.  

Procedure
Stock is checked monthly and items are re-ordered when supplies are low. Incoming goods are checked against orders and invoices.  

When a staff member takes a supply of stationery e.g. pen, sticky notes etc. they are to tick off the item as having been removed from the cupboard. 

5.5 Equipment Register 
We maintain a register of equipment which includes the scheduling requirements for service or maintenance. Any maintenance and calibration requirements are undertaken on a regular basis in accordance with the manufacturer’s instructions to ensure the equipment is maintained in good working order.

Electrical safety checks and biomedical checks are performed annually or as required.  

Maintenance, repairs, electrical and biomedical checks are documented in the equipment register. This register is retained as proof of the Centre’s quality control and preventative maintenance program. 

Furniture used by the staff and in the client waiting areas is maintained in good condition, is ergonomically effective and can be easily cleaned and wiped down.
Medical equipment
	auriscope
blood glucose monitoring equipment
disposable syringes and needles
equipment for resuscitation
equipment to assist ventilation 
examination light
eye examination equipment 
gloves (sterile & non-sterile)
height measurement device
measuring tape
stethoscope

	ophthalmoscope
oxygen
patella hammer
peak flow meter 
spirometer
scales
spacer for inhaler
specimen collection equipment
sphygmomanometer 
tourniquet
urine testing strips
torch
	x Ray viewing facilities
hand sanitiser dispenser
dedicated vaccine fridge
ultrasound
nitrogen therapy for the treatment of skin cancers
baby scales and measures
baby change table and disposable wipes and nappies
crutches
surgical masks
thermometer






5.6 Security 
We ensure  as much as possible that our facilities provide appropriate security for clients, staff and visitors. All staff are aware of, and are able to, implement protocols to ensure the safety and security of all persons.

The premises are protected by a computerised alarm system that has motion detection sensors located at various points on the site.  Security codes are routinely changed for computers and the security system. 

Clients, visitors and trades people are to report to the reception desk. Where appropriate visitors and trades people should wear an identification name badge on site. 

Confidential waste is placed in a locked storage box prior to shredding or secure destruction by our security documentation storage and destruction firm. 

All drugs of dependency and Schedule 8 medications are locked in the safe
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