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Hi, my name is
Mya and I have

With Mya the
Receptionist

been a
Receptionist at

the Birchwood
Medical
Practice for 9
months

At Birchwood Medical Practice, Lincoln
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Tell us about your role, can you
describe a typical day as a receptionist
at the practice?

Our day mainly includes providing
support for patients. Whether that be to
book them in for an appointment or
sending requests for their medication.
We also chase up queries with the
most appropriate clinician when it's
needed or if they have a specific
request. We ensure that we are there
to support our patients as best as we
can, to the best of our knowledge and
with what resources can allow.

Additionally, we are there to file
prescriptions and let our patients know
when they’re ready to collect either by
text or a phone call. Depending on the
day, we could be sat on the front desk
checking people in for appointments,
chasing up/ tracking down
prescriptions, passing on results from
the clinicians, booking appointments at
the patient or the doctor’s request or
be logged into the phones from 8am
tackling the phone queues with every
effort to fulfil patients requests.

Despite these being some of the things
we do on a typical day, every single
day is different, and every patient has
different requests and expectations -
leading to a variety of the tasks we

do.

What are the main responsibilities you
handle throughout the day?

As | have mentioned above, every
single day is different. However,
despite this, our core responsibilities
remain the same. In my opinion the
main obligation is to the patient and
their physical and mental health,
whether it be offering our support with
their needs, reassuring them when
they are struggling or worried, and
making sure they get the help they
need.

Every day we ensure we fulfil what
requests we have and action them
when possible.

Another responsibility we have in
reception is to support other members



of staff, passing on messages on their
behalf and arranging follow ups for
them.

What part of your job do you enjoy the
most?

My favourite part of my job is being
patient facing. Being able to have a
one-on-one conversation with a
patient. The way | look at it - you
never know what somebody is going
through, what experience they’ve had
in life or if they have anyone to go back
to and | feel as though a simple smile,
or taking the time to show that you
care could make a real positive impact
on somebody and that’'s so important
to me.

What makes you feel proud of the work
you do?

Every day | look forward to coming in
to work, | feel as though what | do, and
what the rest of the team around me
do, makes such an amazing impact on
people’s lives. Being able to go home
from work and feel accomplished as
I've made a difference to at least one
person and | can’t help but feel proud
of that.

Can you share a moment when you
felt you really made a difference for a
patient?

When thinking of how to answer this
question | really struggle. | like to hope
that every interaction that | have made
just a small difference for somebody.
But one moment that | hold dearly is a
heartfelt conversation with a patient
who was really struggling. When |
spoke to them, | took the time to listen
to their story and what they were going
through.

| gave them reassurance, and | hadn’t
really thought too much about the
impact of this interaction as | was just

doing my job and comforting someone
who was going through a tough time.
Nonetheless, they came in the
following week and brought me a token
of their appreciation (which | cherish to
this day) and told me how impactful
our conversation was and how much it
meant to them.

What do you think is the most
rewarding part of being a receptionist
in a GP practice?

At times, it can be so difficult.
Sometimes, | feel left wondering have |
done enough or have | made an
impact. Yet despite these worries, a
simple thank you from a patient is the
most rewarding thing | have
experienced. One ‘thank you’ makes
such a positive impact on my day.

What are some of the more difficult
aspects of your job?

With the job role, there are lots of
challenges, and the challenges from
day to day can be completely
different.

Some examples of this are when we
do not have many clinicians in the
practice due to holidays, sickness, staff
rotas etc. This results in low numbers
of appointments and them being
booked quickly. Sometimes, the
specific doctor being requested is not
working that day. It can be challenging
to make a patient aware of this as
quite often they don’t understand that
we, unfortunately, cannot book what
they have requested. They may feel as
though we are turning them away for
the sake of it, and that’s just simply not
the case.

Another example of this is when we
can’t fulfil a patients request
immediately, such as having to wait for
a hospital letter before we can advise
on a result or issue a prescription.



| hope our patients understand that our
team always try and offer alternatives
where possible to get the best
outcome for them.

How do you handle stressful or busy
periods, especially when the phone
lines are busy or the waiting room is
full?

As a practice with over 10,000 patients
currently registered, as you can to
imagine or may have experienced
yourself, the practice can get very
busy.

This is especially noticeable at certain
points in the day, but one way | can
manage the pressure of a busy period
is by keeping calm and focusing on the
patient that | am helping. | find that
when you start to panic or worry about
how busy it is, that's when mistakes
can be made and you’re not giving the
patient your full attention as your trying
to rush to clear the queue, not
prioritising the person you are with.

What's something you wish more
people understood about the
challenges of your role?

Quite often there is a misconception
that we can just send prescriptions
through for patients or just print off
documents from their record when that
simply isn’t the case.

Everything has a process, and we
must follow this to ensure things are
done correctly and efficiently. Trails are
made in case something goes
missing, allowing us to trace actions,
identify gaps, and maintain
accountability across the team. The
majority of tasks require approval from
the doctors, which means that when
someone gives a request it can take
time to get a reply and isn’t completed
immediately.

Another thing that is misunderstood in
the reception role is that we don’t do
much in the day. The role can be very
mentally demanding and fast paced to
ensure we can provide the best care
possible. Within our day, not only are
we speaking directly to patients, but
we’re also managing separate
workloads coming from colleagues.
When we find a free moment in
between, we go back to our tasks and
following up with ongoing requests.
These moments are often brief and
unpredictable, but crucial for keeping
everything running smoothly behind
the scenes.

What is something you wish patients
knew about the receptionist role?

| wish patients knew how much we
care about their wellbeing and the time
we put in to ensuring this is the case.

Whether that be by passing on a
message to a GP or responding to
them as soon as possible, making sure
that medications have been issued and
logged, or booking them in for the
correct appointment. Whatever it may
be, we ensure that the patient comes
first.

| also hope patients understand that
our job role is a lot more challenging
than some realise.

Are there any common misconceptions
patients have about what you do?

Some patients may assume we don’t
have their best interests at heart when
they don’t get the answer that they are
looking for. However, we always try our
best to offer the best help and advice
we can. Offering alternatives when
their requests aren’t feasible, ensuring
that any messages or requests are
passed on to appropriate clinicians,
updates are given as soon as
possible.



Has the role changed since you
started?

It seems a lot has changed. We are
often improving the way we function.

Recently, we have introduced the Apex
PCN Hub for same day appointments
of first presentation symptoms. We
share this hub with Woodlands,
Boultham and Richmond GP Practices
— this means a larger number of
appointments are available on the day
for our patients who need them for
perhaps more complex issues.

Online Access has also been updated
recently. We’re now encouraging
patients to register with the NHS App
more than before, because it offers
more services than SystmOnline. This
has changed the way we register
online access, and our admin team
offer more technical support for those
who need it.

What would you like to see improve or
change in the future for reception
staff?

In all honesty I’'m not sure, how | would
improve or change my role itself. I'm
really happy with my job here and
enjoy coming to work every day. In my
opinion, there is always room for
improvement as things progress.

One thing that could be changed which
relates to reception and could benefit
our team would be the Checking In
system. With most appointments our
patients can use the check in screen,
however, there are certain clinics
which do not register on this system,
such as appointments in the health
centre or Apex Hub clinics.

It becomes difficult as some patients
are not regulars at our practice, they
may be unsure where they need to go
or which clinician they are due to see —
this isn’t always information that we
can access ourselves.

What advice would you give to
someone thinking about becoming a
GP receptionist?

Just be yourself. As long as you stay
true to who you are and you’re kind,
caring and respectful, you’ll do
amazing.

Additionally, the role is fast paced and
can be very mentally challenging which
can come with its own difficulties - be
prepared to try and balance that with
the rest of the workload.

Finally, never be afraid to ask
questions, as every day and every

person is different.



