
 

 

  



 

 

  



 

 

JOB DESCRIPTION 
 

Job Title Emergency Department Reception Team Leader 

Pay Band 4 
Department Patient Administration – Emergency Department 

Division  Corporate 

Reports to Department Team Leader 
Professionally 
Responsible to  

Emergency Department Clerical Support Manager 

JOB SUMMARY 

Act as the Team leader for a group of staff who are the main communication/registration 

point for all patient and visitors either self-presenting, GP referral, on advice of NHS 111 or 

other NHS Trust Hospital referral at University Hospitals Birmingham Emergency 

Departments and to undertake all the administrative and clerical duties.  To support the 

clinical and non-clinical functioning of the ED. To become compliant in the Trusts IT systems 

to carry out the daily duties expected of an ED team leader in order for the business and 

operational nature of the service to flow effectively.   

To provide full administrative and clerical duties to support the functioning of the 

departments and the multidisciplinary team.  Ensuring adequate cover at all times to support 

the needs of the service. 

TEAM/DEPARTMENT STRUCTURE CHART 

 
 

                  
 
 

KEY SKILLS 

• Excellent influencing and negotiating skills. 

• Good communication skills both oral and written (E) 

• Excellent face to face verbal communication skills e.g. With anxious, distressed, verbally and 
physically abusive patients/visitors (E) 

• Demonstrate negotiating skills both with patient/visitors or colleagues 

• of all levels (E) 

• Ability to remain impartial and maintain confidentiality (E) 

• Ability to work under pressure and cope with demanding workload (E) 
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KEY RESPONSIBILITIES 

• To advise, support and operationally line manage a team of ED reception staff on a daily 

basis ensuring adequate coverage of duties across a defined area, including signing of staff 

time sheets. 

• To be responsible for the day to day supervision of clerical staff within ED, ensuring that 

they meet and maintain the required standard and output of work. 

• To ensure high quality reception duties through welcoming and greeting patients, relatives, 

staff and visitors is adhered to within the department.  Ensure staff members are 

professional and courteous and deal appropriately with enquiries ensuring each is followed 

up and responded to. 

• To take responsibility for the allocation of workloads in ED Reception ensuring workloads 

and quality levels are monitored through Performance Management under the direction of 

the ED Reception Manager. 

• Plan work schedules/rotas on a regular basis ensuring adequate staffing levels are 

maintained, taking into account annual leave, sickness absence, staff training etc. 

• Operationally managing resources and changing processes to achieve required standards, 

raising any performance issues with the ED Reception Manager. 

• To coordinate and carry out ‘on the job’ training and instruction of locate agency staff / new 

reception staff in the correct use of PAS and other administrative functions.  

• To monitor the quality of the teams data entry in line with metrics set out by the Data 

Quality Manager, operationally managing resources and changing processes to achieve 

required standards, raising any performance issues with the ED Reception Manager. 

• To implement Trust policies e.g. H&S and informal stages of HR policies of the Sickness 

Attendance Management, Disciplinary and Grievance.   

• To perform yearly Appraisals for each team member in line with Trust Policy, including six 

monthly reviews.  Ensuring all staff including new employees has their training and 

developments needs identified and met. 

• To initiate and complete electronic RTA & personal injury claim records from the DWP.  Checking 

and recording information from Trust databases in a timely manner. 

•To maintain and complete electronically staff attendance records ensuring accurate times 

are recorded to ensure correct salary payment to staff. 

•To ensure scanning procedures are followed by staff and to check on a daily basis any 

missed images are located & scanned appropriately. 

•To be jointly responsible for organising and ensuring appropriate levels of cover during 

bank holiday and Christmas periods. 

•To ensure that the appropriate level of cover is maintained, arranging cover for short notice 



 

 

leave and liaising with ED Sister/Security/Matron as appropriate. 

•To ensure appropriate documentation provided for all Aeromed patients (QEHB) and that 

data is collected and recorded within the Trust and RCDM guidelines.  To provide statistical 

on Aeromed activity as required. 

TRUST VISION & VALUES 
DO NOT AMEND THIS SECTION  

The Trust is clear on its vision and values and aims to make sure that they are reflected in all areas of activity. 
Our vision is simple; building healthier lives. Our values apply to every member of staff  and help us in all we 
do and how we do it. They are: 

 
Kind: The kindness that people show to each other every day 
Connected: The connections we build with everyone around us 
Bold: The ability to be bold in how we think, speak and act 

ADDITIONAL INFORMATION 
This job description is designed to assist post holders with understanding what is expected of them in their 
role. University Hospitals Birmingham NHS Foundation Trust may ask them to undertake other duties, as 
required, which are not necessarily specified on the job description but which are commensurate with the 
grade of the post.  
 
The job description itself may be amended from time to time in consultation with the post holder, within the 
scope and general level of responsibility attached to the post. 
 
All post holders must take responsibility to ensure that they are aware of and adhere to all Trust policies, 
procedures and guidelines relating to their employment regardless of their position within the Trust . 

 
Last Updated: …………………………………………………………. 
 
 
 
 
 
 
 

PERSON SPECIFICATION  
JOB TITLE:  
TRAINING, QUALIFICATIONS AND PROFESSIONAL REGISTRATIONS 

ESSENTIAL  DESIRABLE 

• Numerate and Literate  
• Pass in English Language GCSE or 

equivalent 

• NVQ level 3 Administration or equivalent 
commensurate experience  

 
EXPERIENCE & KNOWLEDGE 

ESSENTIAL DESIRABLE 

• Ability to manage workload  

• Experience with customer service  

• PAS system experience, customer 
care, relevant senior administrative 
experience, experience of leading  

• Purpose of the NHS and its objectives (E) 

 

• Previous experience of managing a team 

• Previous NHS employment  

• Reception experience  
 

 



 

 

• teams, keyboard skills, clerical and 
organisational skills 

SKILLS & ABILITY  
ESSENTIAL DESIRABLE 

• Methodical and accurate 

• Team working and working to own 
initiative  

• Good working knowledge of computerised 
systems & ability to learn quickly  

• Confident telephone manner maintaining 
Patient Confidentiality and Data 
Protection issues  

• Proficient in Microsoft Access, Excel & 
Word. 

 
 

• Confident telephone manner maintaining 
Patient Confidentiality and Data Protection 
issues  
 

OTHER SPECIFIC REQUIREMENT   

ESSENTIAL  DESIRABLE 

 

• Ability to work shifts including 
weekends/Bank Holidays 

 

 
 
 

 
 
 
 


