
1 

 

 

 

 

 

 

Of a Medical ReceptionistOf a Medical ReceptionistOf a Medical ReceptionistOf a Medical Receptionist    

ROLES & 

RESPONSIBILITIES 

1 



 

 

 

    

0 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

RESPONSIBILITIES OF A MEDICAL RECEPTIONIST 

A medical receptionist is an integral part of a healthcare team. Doctors, nurses and other 
medical and administrative staff members rely on the medical receptionist to create a friendly, 
welcoming and well-organised front office for patients. 

As a medical receptionist, you will be responsible for optimising the patient’s satisfaction, 
keeping the reception and waiting areas running smoothly, maintaining the confidentiality of 
all doctor, staff and patient information and all administrative matters relating to patient 
records. 

All workers, regardless of their field or profession, operate within a legal and ethical 
framework of some kind. This simply means that we all work within the boundaries defined by 
applicable laws and ethical standards. 

Some legislation that guide practices within the medical industry include: 

► The Privacy Act 

► Australian Privacy Principles 

► Anti-Discrimination legislation 

► Freedom of Information Act 

► Occupational Health and Safety Act 
 

Legislation, privacy and confidentiality is an in depth subject. As part of this course you have 
been provided with an additional Legislation guide. Please take the time to read this 
document. 
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When you start a new 
position you will 
receive information on 
your own role within 
the practice and your 
responsibilities when it 
comes to handling 
patient’s confidential 
information.  
 
As an employee, it is your responsibility to 
ensure that you: 
 

► Familiarise yourself with the 
organisation’s policies and 
procedures 

► Learn about the role and job tasks 

► Develop the competencies that are 
necessary to perform the role 
efficiently 

► Work within the accepted code of 
conduct and follow applicable 
legislative requirements 

All medical practices are expected to have 
written policies and procedures. The 
purpose of healthcare policy 
and procedures is to communicate to 

employees the desired outcomes of the 
organisation. They help employees 
understand their roles and responsibilities 
within the organization. 

A key aspect of following procedures 
involves working within the scope of your 
role and responsibilities. It is vital therefore 
that you know what your job role entails. 

If you are unsure of your role and/or your 
work instructions: 

► Seek regular support and 
supervision from your supervisor 
through supervisory sessions and 
bring any situations to the attention 
of your team leader 

► Seek advice from work colleagues 
through consultation and staff 
meetings 

► Seek to have your position 
description clarified and/or have it 
include reference to professional 
standards or legislative provisions 

► Seek to have your competencies 
assessed and/or recognised 

► Ensure that all major work activities 
are accurately 
documented/recorded 

 

An example of a  Quality Management 
Policy & Procedure Manual has been 
provided in your training materials, 
please take the time to view this 
document 

 

 

 

 

 

 

 

 



 

 

 

    

THE TEAM 
There may be a team of people 
you work with on a daily basis 
depending on the size of the 
Practice. You may interact with 
the following people in your role:  
► Practice Managers 

► Doctors/General Practitioners 

► Nurses 

► Patients 

► Supervisors and work colleagues 
 

You will have a different working relationship with each 
of these groups. 

A Practice Manager’s role can differ widely. Generally, 
a Practice Manager’s job involves implementing 
standard policies and procedures that keep the practice 
running smoothly while also responding to any 
unexpected issues that regularly crop up and 
supervising the administration staff. 

The Doctor - One of the first and fast rules to learn is 
that a doctor’s time is valuable, don’t waste it. Finding a 
good time to ask the Doctor a question can be difficult 
as they are extremely busy and usually in with patients. 
Always check with your Practice Manager/supervisor on 
what the policy is regarding disturbing the Doctor. You 
will usually find if it is an emergency you can ask at any 
time even if there is a patient with the Doctor. If it is a 
question that can wait then find a time when the Doctor 
is between patients and ask then. Most practices have 
an internal messaging system which you can use to ask 
the Doctor questions.  

Tip: If the Doctor comes out to speak to you and there 
are patients in the waiting room please use “Doctor” 
when you speak to them even if you call them by their 
first name in private. Calling them doctor shows 
respect in front of patients. 



 

 

 

    

Not all practices have practice nurses.  If your practice 
does have a nurse they can be a great help when you 
are not sure what to do. Usually the practice nurse will 
be in the treatment room but available if you need help 
with anything to do with patient wellbeing. They are also 
the person, other than the doctor, who is able to give 
patients their test results in some circumstances. 

Because you work in a medical environment, patients 
on the phone or in the waiting room may ask your 
opinion on what their symptoms mean, or what you 
think may be wrong with them.  Doctors and nurses 
spend many years studying medicine so they can 
diagnose patients.  They are also licensed  to do so.  
You are not.   

 

INDUCTION  

AND TRAINING 
Being new to the industry you will no doubt have many questions, and possibly anxieties, 
about the role.  

Information that relates to your job role may come from: 

► Induction and training 

► Position descriptions which describe in more detail your role, tasks, responsibilities, 
and your level of authority 

► Workplace policies are clear, simple statements of how the practice intends to 
conduct its services. 

► Workplace procedures may specify who in the organisation is responsible for 
particular tasks and activities, or how they should carry out their duties.       

► Other relevant personnel such as co-workers, supervisors or the Practice Manager 

► Performance reviews 
 

Most practices have induction programs for new staff. The purpose of induction is to make 
you familiar with your workplace, the software applications you will be using, the duties you 
will carry out and the standards of work that are expected of them. 

There are a wide range of software applications available to assist with maintaining patient 
bookings, medical billing and medical records.   

Your induction should also cover the relevant legislations and requirements of the 
workplace and your role. 

Training may also be provided throughout your employment, this is commonly referred to as 
professional development.  



 

 

 

    

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

MONITOR YOUR ROLE 
In any business, roles transform and a medical centre is no exception. As the practice 
grows your role may change so it is important you monitor your role and be aware of its 
limitations.  You should self-manage and self-evaluate regularly.  If need be, make changes 
to the way you perform your duties, or, in consultation with your supervisor, arrange to 
undertake some training  either internally or externally in the area you feel you are lacking 
knowledge. 

Take on board suggestions made by other team members that may make your role more 
efficient and effective.  Consider making changes, amend your role accordingly, and 
conduct a self-audit to continually find a more effective way of operating.  Try to identify 
gaps between how you are performing and what is expected of your role.  This is known as 
‘self-evaluation’. Most importantly, be flexible and be able to meet changes as they occur. 

 

 

If you have any concerns about your role and how to perform it speak to the Practice 
Manager or your supervisor. 

 

 



 

 

 

    

 

 

 

 

SKILLS OF A  

MEDICAL 

RECEPTIONIST 

Medical receptionists need to have solid people 
and administrative skills to keep things flowing 
efficiently in the doctor’s office. To be successful in 
your role as a medical receptionist, you are 
expected to be compassionate, caring, 
professional and discrete with a high level of 
organisation skills. Attention to detail is a must as 
you will be dealing with sensitive and confidential 
information on a daily basis. 

Regardless of whether you’re working in a general 
practice, medical or allied health clinic or hospital 
as a medical receptionist, you need to have 
excellent organisational skills, be able to 
effectively multi-task, have amazing time 
management and provide a high level of customer 
service. 

 

 

 

 



 

 

 

    

 

 

 

 

 

 

 

 

 

 

 

EFFECTIVE 

COMMUNICATION 

Communication skills are at the heart of this job role. 
First and foremost, the medical receptionist should have 
sharp listening abilities to find out what the patient needs 
and then help them. 

Medical staff speak to people of varying educational, 
cultural and social backgrounds and must do so in an 
effective, caring and professional manner – especially 
when communicating with patients and their family. 

Effective communication with patients ensures that: 

► Patients can contact the practice when they need to 

► Patients can make appointments and receive other 
information in a timely fashion 

► Urgent enquiries are dealt with in a timely and 
medically appropriate way 

► That the patient is happy with the customer service 
and will keep returning to the practice 

 
Along with providing accurate information about the 
practice to patients, receptionists manage tricky calls, 
deal with difficult patients and send clear communication 
and messages to patients and other health providers 
either verbally or in writing via email or SMS. 

Effective communication is an in depth subject. As part of this course you have been provided with 
an additional Communication Guide. Please take the time to read this document. 

Listen to understand 

rather than listening 

to respond 

“ 

” 



 

 

 

    

INTERPERSONAL  

SKILLS 
 

Receptionists interact with a wide range of personality types in both pleasant and 
sometimes difficult circumstances. They should be friendly and confident but also be tactful 
and sympathetic. 

Medical office front desk receptionists also interact frequently with medical professionals, 
supervisors and other staff members, so must be able to collaborate easily, give and 
receive criticism gracefully and rise above petty office politics. Good interpersonal skills go 
beyond basic communication abilities. Soft skills like friendliness and likability are especially 
important for the receptionist role. 

 

EXCEPTIONAL TIME 

MANAGEMENT 
Throughout each working day you will  
juggle a multitude of different tasks; 
managing the demands of taking calls, 
booking appointments, taking and relaying 
messages and still completing clerical 
tasks on time. 

It calls for a high level of multi-tasking 
ability coupled with skills such as time 
management and the capability to 
prioritise duties. It is imperative that you 
are able to deal with stress while 
managing fast-paced office duties. 

In medical reception jobs, time 
management is crucial for serving patients 
promptly and keeping them pacified even 
when it is busy.  

 

 

 

Some simple time management 
techniques you can use are: 

► Start your day with a clear focus 

► Have a priority task list 

► Focus on high-value activities 

► Minimise interruptions 

► Stop procrastinating 

► Review your day 

Time management requires a good sense 
of how things should flow so that you can 
correctly allocate the time needed for a 
task. But it's not just about scheduling. 
Good time management also requires 
discipline, quick thinking, knowing how 
and when to delegate, and knowing when 
to use strategies for dealing with 
procrastination, distraction, and even 
unplanned events. 

  



 

 

 

    

ATTENTION TO DETAIL 

To be a great receptionists, you need to 
be highly organised and detail oriented to 
ensure that daily administrative tasks 
don’t fall through the cracks. After all you 
need to keep yourself and possibly 
everyone else on track. You can find files 
and phone numbers at a moment’s notice, 
and maintain a tidy work area. 

TECHNICAL RECEPTION 

SKILLS 

As a front desk receptionists, you will 
mainly use telephones and computers to 
communicate with patients and staff so 
you must have basic keyboard 
knowledge. 

The telephone system will probably 
feature multiple internal and external lines 
that must be kept operating smoothly. 
You’ll also most likely need to be familiar 
with word-processing software packages. 
Any receptionist should be comfortable 
using phone systems, copiers and 
printers. 

INDUSTRY KNOWLEDGE 

There’s no doubt that working in a medical 
practice, allied health centre or hospital, 
medical receptionists need a basic 
understanding of the industry and 
industry-specific software programs. In 
general, you should be well versed with 
medical terminology, privacy legislation 
and medical billing. 

MAKE A DIFFERENCE 

Receptionist roles are extremely important 
to the efficient running of a medical clinic.  
Whether by telephone or in person you 
will be the first point of contact a patient 
usually has with the practice. 

Your approach as the receptionist to 
professionalism and sense of empathy 
can greatly impact how the patient feels 
and whether they return to the practice. 

You can make a real difference to the 
patient experience by: 

► Using manners 

► Being respectful 

► Demonstrating Integrity 

► Showing empathy 

MANNERS 

Most people learn the magic words 
"please" and "thank you" at a very early 
age and basic manners are essential 
when communicating with patients. 
However learning the skill of being polite 
and diplomatic in your speech enables 
you to establish habits in good manners. 

When speaking to patients at the practice 
either at the front desk or on the 
telephone, a different set of phrasing is 
used instead of our everyday phrases.  
Using a more professional group of 
phrasing portrays to the patient a sense of 
confidence and a sense that you are there 
to help them.  Using phrases such as  
“Could you”, “May I?”, “Please”, and 
“Thank you” can help the person standing 
in front of you or on the other end of the 
phone line feel more comfortable and feel 
more at ease with your politeness. Some 
of the phrasing can seem uncomfortable 
at first, but with practice, can become as 
natural as our everyday speech. 

Some examples of this are: 
Don’t say: “Can I help you” Instead say: 
“How may I help you?” 
Don’t say: “Can you repeat that name?” 
Instead say: “Could you repeat that name 
again, please?” 
Don’t say: “Can I take a message?” 
Instead say: “May I take a message?” 
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RESPECT 

Respect is more than just good manners. 
In order to receive respect, you first have 
to display respect.  And if you want others 
to know that you are capable, and 
passionate about providing quality care, 
you have to convey that message. 

You can demonstrate respect to patients 
and work colleagues with simple, yet 
powerful, actions like using a person's 
name, making eye contact, and actively 
listening when a person speaks to you. 

Treat others the way you would like to be 
treated and treat all people the same no-
matter their race, religion, gender, size or 
age. 

Never insult people, use name calling, or 
put down people or their ideas.  

Don’t be distracted by things going on 
around you and stay focused on 
conversations. 

You should always treat patients, other 
employees and doctors with respect 
regardless of beliefs or backgrounds or 
what differences of opinion you may have.  
This will ensure you work in a harmonious 
environment, which in turn will ensure you 
are offering quality care and treatment to 
patients.   

 

INTEGRITY 

Integrity is the defined as being honest 
and having strong moral principles. 

When working in the medical environment 
it is of the utmost importance that you 
always behave with honesty and integrity 
and consistently apply the values of the 
practice and act in accordance with social 
standards or moral values of society. 

Most companies have detailed employee 
handbooks that outline both acceptable 
and unacceptable workplace behaviours.  
This handbook usually includes things 
such as improper use of the companies’ 
property, phone and internet.  Social 
media policies to inform employees of 

unacceptable behaviour when 
participating in the social media space, 
bullying and anti-discrimination etc. 

In a health setting environment a strong 
focus is placed on privacy and patient 
confidentiality. The practice may have a 
Code of Conduct/Code of Ethics outlining 
the ethical obligations for administrative 
staff. For example, the Code may state 
that the administrative staff shall not 
reveal confidential communications or 
health information without permission.  It 
may also state that no patient matter shall 
be discussed outside of the practice.   

Simple ways to demonstrate honesty and 
integrity in your role: 

► Follow workplace policies and 
procedures 

► Be aware of legislation relating to 
your industry and role 

► Take responsibility 

► Keep your word 

► Keep your commitments 

► Respect your employer, patients 
and other co-workers 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

 

    

 

What is the difference 
between Empathy and 
Sympathy? 
 

Empathy is a learned response. It is 
different than sympathy, as you are 
actually placing yourself in the other 
person's situation versus feeling sorry for 
them. 

Sympathy is a shared feeling, usually of 
sorrow, pity or compassion for another 
person. You show concern for another 
person when you feel sympathy for them. 

For example, when someone loses a 
loved one, you feel sympathy towards that 
person and their family. You may share a 
feeling of sadness with them, but you 
might not have empathy for their situation 
if you have not experienced, or cannot 
imagine experiencing, a death in the 
family. 

Empathy is stronger than sympathy. It is 
the ability to put yourself in the place of 
another and understand someone else's 
feelings by identifying with them. With 
empathy, you put yourself in another's 
shoes, often feeling things more deeply 
than if you just felt sympathy. 

For example, someone lacking empathy 
may not be able to understand why 
another person is upset over a situation if 
they cannot imagine themselves in that 
person's place. Someone has empathy if 
they can put themselves in the same 
situation and perceive how the other 
person is feeling, even if they do not share 
those experiences. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

 

    

 

 

 

 

 

 

 

 

 

 

 

 
 
Most patients will be pleasant and easy to 
deal with however some patients may be 
responding badly due to the following: 
 

► Because they are feeling really 
unwell 

► Because they are tired 

► Because they are anxious 

► Because they are under the 
influence of alcohol or drugs 

► Because they are upset 

► Because they are depressed 

► Because they have been waiting a 
long time with no explanation 

► Or maybe they are just difficult by 
nature 

 
Give them a chance to tell you what the 
problem is and listen without interrupting. 
When they tell you the problem, try and 
find a solution and communicate with 
them. 
If you need to explain something don’t go 
into long explanations.  Be as brief as you 
can but still address the issue. 
 
If possible, remove the patient from the 
waiting room and their “audience”. 
Sometimes this can calm the situation. 
Ask a colleague for help if you are starting 
to feel bullied and need some support. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Some patients we just can’t get along with 
or maybe we are having an off day.  Even 
without difficult patients, dealing with sick 
people on a daily basis is hard work and 
not everyone understands this.  Try and 
have a group of people around you who 
can support you. 
 
The practice should have a policy for 
dealing with difficult patients which may 
include the following: 
 

► Be well prepared – be aware of the 
patient’s history and also practice 
procedures 

► Put things into perspective – don’t 
make things bigger than they are 

► Trust your knowledge, experience 
and intuition – this will demonstrate 
confidence and keep you calm 

► Plan your responses – based on 
practice procedures 

► Prevent stressful situation – 
recognise there may be an issue 
and intervene sooner rather than 
later when the situation may have 
escalated  

► Have a supportive staff 
environment 

► Manage the stress – debrief in a 
supportive environment 

 

DEALING WITH 

DIFFICULT PATIENTS 
 



 

 

 

    

 

 

 

 

 

 

 

 

 

 

 

Keep the Reception and 
Waiting Area Clean and 
Tidy 

Having a clean and tidy reception and waiting area 
will give your patients a great first impression.  
However more importantly, a clean medical office is 
essential in keeping employees and patients safe 
and healthy.  Keeping the medical office free from 
germs is more than what can be found on the 
surface; it’s about having a space that is free from 
infectious disease.   

How to keep yourself and others healthy in a 
medical practice: 

► Hand washing 

► Keeping high touch areas clean 

► Use gloves when cleaning and accepting 
patient specimens 

► Disinfecting toys etc. in the waiting room 

► Keep tissues and hand sanitizer available for 
use of both staff and patients 

► If you are unwell stay home 
 
How to keep yourself and others safe in a 
medical practice: 

► Check for any hazards in the practice 

► Report anything potentially dangerous at 

work of which you become aware of to your 

employer 

DUTIES OF A 

MEDICAL RECEPTIONIST 

The reception desk of a medical 
office can be a very busy place 
and is essential for the smooth 
operations of the medical office.  
Health administration duties can 
vary from workplace to workplace 
but generally speaking, medical 
receptionists may:  

 

1. Keep the reception and 
waiting area clean and tidy 
 

2. Greet patients 
 

3. Answer and manage the 
telephone  
 

4. Schedule appointments 
 

5. Register new patients 
 

6. Facilitate patient flow 
 

7. Issue patient accounts 
 

8. Handle inter-office 
communication and 
external correspondence 
 

9. Maintain stocks of 
stationery and medical 
supplies 

 



 

 

 

    

 

 

 

 

 

GREETING 

PATIENTS 
 

 

The medical receptionist 
welcomes and greets patients 
and visitors, in person and over 
the phone.  The first impression 
that a receptionist gives will be 
lasting.  It is crucial that in all 
circumstances you provide 
high-quality customer service, 
be professional and that you 
are genuinely warm and 
welcoming.  

Tips for greeting patients 

► When a patient walks in the door, if 
possible stand up to greet them. It’s 
the courteous thing to do, it 
demonstrates an interest in them, 
and makes them feel important. 

► Greet him/her by wishing him/her 
'Good morning or afternoon' in a 
cheerful tone.  This creates a 
pleasant feeling. However care  

 
 
 
should be taken that the greeting 
does not sound forced, dull or 
bored, as it then completely loses 
its impact. 

► Always get permission before you 
call any patient by their first name 
especially elderly patients. Don’t 
address patients as love, or dear. 
Always use their correct title. 

► Once you’ve made the patient feel 
welcome, ask them for anything 
you may need such as a Medicare 
or pension card, Let them know 
where toilet and other facilities are 
located if required and ask them to 
take a seat. 

► Keep patients calm and informed. If 
the doctor is running late, let them 
know and offer alternatives such as 
another appointment time or ask 
them if they would like to go and 
get a coffee and you will message 
them when doctor is almost ready. 

 



 

 

 

    

► Be aware your conversations can 
quite often be heard by those sitting 
in the waiting room so always be 
careful with your conversation and 
also your facial expression.  
Waiting patients hear and see 
everything. 

Greeting a patient professionally can get a 
little tricky when the practice is busy. Let’s 
look at a couple of scenario’s and how to 
handle them: 

► You are on the phone and a 
patient is waiting at the front 
desk - what do you do? – Make 
eye contact with the patient, smile 
and indicate for them to take a seat 
then when you are finished go and 
greet them and ask them to come 
to the desk so you can check their 
details and indicate they have 
arrived.   
 

► A patient does not approach the 
desk they walk in and sit straight 
down – Go and ask the patient if 
they are seeing a doctor and could 
they please come with you to the 
reception desk so you can check 
their details. This sometimes 
happens with patients who are 
regular visitors to the practice. 
However, it is always wise to check 
they actually do have an 
appointment and then ask them 
gently if they could come to the 
desk so you can check them in. 
 

► You have another patient’s file in 
view, what do you do?– If it is a 
paper file, quickly close it and 
position it so no information 
including the patient name can be 
seen.  If it is on the computer 
screen, make sure you can switch 
to the screen saver quickly to 
protect the patient’s privacy. Never 
leave a patient’s notes open on the 

computer if you are leaving your 
desk. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

ANSWERING THE 

TELEPHONE 
As a medical receptionist, 
having excellent etiquette is 
a must!   

Having a good telephone manner 
is sometimes seen to be a simple 
task however there is a lot that 
goes into having a professional 
telephone manner.  One recurring 
theme within the medical 
reception field is ‘treat others how 
you would like to be treated’. It is 
important that medical 
administration staff are 
consistently polite and 
professional.  When a patient 
calls the medical practice, the 
way in which the front desk 
personnel handles the telephone 
call will determine how the 
practice is perceived.  

 



 

 

 

    

As the primary means of communication, 
telephone communication should not be 
taken lightly. Here are some tips to assist 
you in improving your telephone etiquette: 

Learn to Listen Properly  

You may have heard of a technique called 
“active listening”.  This means listening 
with the intent to understand completely 
and allowing the patient to finish speaking 
without interruptions.  Focusing on what 
the patients’ needs are by paying close 
attention to what they are saying, asking 
clarifying questions and repeating what 
the person has said.   In this technique, 
the listener will rephrase the information 
they heard in their own words. If this 
information is correct, the exchange is 
complete, if not the sender of the 
information can correct any 
misunderstandings at this time.  Our tips: 

► Focus on the person speaking 

► Be curious 

► Don’t interrupt 

► Consider your non-verbal 
communication 

► Avoid talking to anyone else 

► Keep your mind focused on the 
issue being discussed 

Be Professional and 
Courteous  

Having a good phone manner can come 
down to two things, being professional 
and being treated the way you would want 
to be treated if you were the patient.  If the 
call is answered in a pleasant manner, 
with an introduction, this sets the tone for 
the conversation.  Here are some tips on 
how to be professional and courteous 
while on the telephone: 

► Answer quickly, at least by the third 
ring 

► Answer with your name and the 
name of the medical practice 

► Smile, the caller can hear your 
smile through the phone 

► Speak slowly and clearly 

► Never chew food, gum or drink 
anything while on the phone 

► Ask permission before placing a 
caller on hold 

► Emphasise what you can do rather 
than what you can’t do 

 

 

 

 

 

Maintain Confidentiality 

Maintaining patient confidentiality not only 
makes patients feel secure about being 
treated at your medical facility, it is also 
the law. You are required to comply with 
the relevant State / Territory and Federal  
laws relating to the collection, storage, 
use, disclosure and disposal of patient 
records.  It is imperative that medical 
records remain confidential and cannot be 
accessed by people that do not have 
proper authorisation. Here are some tips 
on how to maintain patient privacy: 

► Confirm the identity of the patient 
prior to any information being given 
over the phone or in person 

► Keep in mind other patients may be 
able to hear your conversation 

► If the caller is not the patient, never 
discuss personal information 
without permission
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Registering New 
Patients 

Creating new patient records and 
updating existing patient records is one of 
the most important duties of a medical 
receptionist.  These details provide a 
benchmark for cross checking a patients 
identity on return visits, provides 
information on the patient demographics 
and insurance information.  Invalid 
information can not only delay payments 
from Medicare / Health Funds but also 
has the potential to become very 
problematic if a patient’s identity can’t be 
verified on a return visit.  
A new patient will be required to fill-out 
and sign a patient registration form. 
Information required to create a patient 
record includes but is not limited to: 

► Patient’s name, address, phone and 
email contact details 

► Sex, age, birthday and race (ethnicity) 

► In case of emergency contact 
information 

► Medicare number 

► Private Health insurance information 

► Concessions, e.g. healthcare card 

► Existing medical conditions/known 
allergies 

 
If you are working in a computerised 
practice, you enter all the patient’s details 
in the ‘create new patient’ section of the 
program.  The computer will then generate 
every component of the file it needs from 
this one entry.   
 
You may be required to make a small 
paper file which will hold all patient’s 
correspondence e.g. registration form, 
medical reports, pathology results etc.  If 
you are working with a manual system it 
will depend on your practice policy and 
procedures as well as relevant regulations 
as to how these files will be constructed.   
  
If your system is fully computerised all 
registration forms, referral letters etc. will 
be scanned into the patients computerised 
file.  All details of rebates and entitlements 
patients receive will be built into the 
software system for ease when 
processing accounts as well as acting as 
a database for all patient information. 
Click to view a short video View a 
demonstration here: 
https://mathealthclinic.com/medical-
reception-webinars/  

Things to Consider 

Speaking on the phone isn’t always what you say or 
what you do, it is also how you say it and how you do 
it.   Consider these the next time you talk to a patient or 
other customer on the telephone: 

► Always thank them for calling 

► Never be the first to hang up 

► When receiving a call, take as much detail as 
possible.  If you need to transfer a call it makes it 
easier and more professional to not have to ask 
‘sorry, what was your name again?’ 

► Stay calm and polite, even when a patient is rude 
to you 

► Important: Before putting a caller on hold, 
reception staff must first ask if the matter is an 
emergency. 
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SCHEDULING  
APPOINTMENTS 

Nothing is more frustrating for a patient than having to wait 
for longer periods than expected.  Effective scheduling is a 
necessity for any practice in order to provide an excellent 
patient experience.  Most practices will use some form of 
scheduling software that makes the scheduling process 
easier.  However, when cancellations and no-shows arise, 
it becomes imperative that the front desk staff are able to 
communicate the changes in schedule to both the patients 
and the physicians.  

When making appointments it is important to ensure you get 
as much detail as possible.  There are three pieces of vital 
information required: 

► Name of the patient 

► Contact phone number 

► Appointment type: is it a normal appointment or are they 
seeing the doctor for multiple issues which would mean a 
longer appointment 

 

Nothing is more 

frustrating than having to 

wait longer than expected 

“ 
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Practice administration staff must be aware of the 
procedures that apply to scheduling appointments. For 
example, they must know what the priorities are in regards to 
timing and duration of appointments, dealing with requests 
for emergency appointments and changing appointment 
times.  

Different types of medical appointments include initial, 
standard or long appointments and standard times and costs 
for each of these will be specified. For example: 

Consultation Type Item 
Number 

Medicare 
Schedule Fee 

Normal (Level B) lasting less than 20 minutes 23 $37.60 
Long (Level C) 20 – 40 minutes 36 $72.80 
Prolonged (Level D) more than 40 minutes 44 $107.15 

 

 

When scheduling medical appointments, consideration should be given to: 

1. Adequate time between appointments 
2. Allowance for emergencies 
3. Doctor meal break and personal appointments 
4. Allowing time for other appointments such as meetings and conferences 
5. Public holidays 
6. Doctor annual leave 
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What is Triage? 
Triage is a skill used to prioritise the 
needs of the patient. Urgent cases should 
get priority. Triage is a way patients are 
prioritised when they ring for an 
appointment or come into the practice 
wanting to see a doctor.  

Why is triage important? 
Triage enables the practice to see patients 
in order of priority and helps with the 
smooth running of the practice. It is 
important that everyone in the practice is 
familiar with the triage policy of the 
practice. 
 
Triaging isn’t something to be afraid of. 
You are actually triaging every time you 
make an appointment for a patient. You 
will have a series of questions you ask 
when a patient calls or presents to the 
practice so you can allocate the 
appropriate time for that patient. Triage is 
not only for emergency situations. 
 
Learning how to triage is a skill that you 
will develop over time and with instruction. 
The appointment system should always 
allow for urgent appointments. The 
practice will have a way these 
appointments are identified so they can 
easily be recognised as a priority. There 
are some simple tools to help all 
receptionists triage or prioritise patient 
appointments.  

There should be a triage poster at 
reception for staff to refer to and also a 
procedure to follow. 
http://www.ruralhealthwest.com.au/docs/d
efault-
source/workforce_support/ecopy_resourc
es_front-desk-triage-poster.pdf?sfvrsn=2   

When making appointments, it is 
important to ensure you get as much 
detail as possible.  This will help make 
sure the practice runs smoothly and on 
time, providing there are no emergencies.  
When a person calls to make an 
appointment always try to find out what 

sort of appointment it is.  Is it a normal 
appointment, or are they seeing the doctor 
for multiple issues which would mean a 
long appointment needs to be booked? 
The more information you can obtain from 
the patient the better.   
 

No-shows, changing 
appointments and 
cancellations 
Occasionally, a patient does not arrive for 
a scheduled appointment. This is referred 
to as a no-show. Usually patients are not 
billed for a ‘no show’ however some 
practices may have a policy of charging 
for appointments where patients continue 
to not attend their scheduled appointment. 
 
Appointments will often be changed either 
by patient’s or by the medical 
practitioners, so the appointment system 
needs to be adaptable and flexible. 
Changes and cancellations can be 
frustrating but unavoidable. 
 
Some medical clinics may confirm patient 
appointments either by having the 
receptionist call in advance or be using 
SMS messaging via the practice software. 
 
Even if practices have clear-cut policies 
on handling no-show patients, dealing 
with late patients — especially those who 
are regularly late to appointments — is 
another issue altogether. 
 
It's important to try and get the patient in 
to see someone if possible, such as 
another doctor.  If their doctor can 
accommodate them at a later time let 
them know they will either have to wait or 
make another appointment.   
Some patients have no sense of time or 
are just inconsiderate and are always late. 
Explain to the patient it is not acceptable 
to be constantly late and discuss some 
strategies to help the patient be on time.  
View a demonstration here: 
https://mathealthclinic.com/medical-
reception-webinars/  



 

 

 

    

 

Facilitating patient flow 

Notifying the medical practitioners of 
patient’s arrival, being aware of any 
delays and communicating with patients 
and clinic staff all form part of managing 
the patient flow.  If the patients are not 
happy with the entire process, they may 
not come back.  Providing high-quality 
care and excellent customer service will 
all form part of the decision for a patient to 
remain with the practice or look elsewhere 
for their medical needs.  Patients will very 
likely continue to come back if they are 
satisfied with the entire process.  

There's no way the practice can run on 
time, all the time. But there are some 
ways to ease patient frustrations when 
you do run behind schedule. 

► Anticipate. Take steps to reduce 
the number of patient complaints 
that occur by being open and 
honest with patients regarding long 
wait times. Explain delays, and ask 
patients if you can do anything to 
make them more comfortable while 
they wait.  
 

► Take the blame. When complaints 
do crop up, remember the three 
"A's”: agree, apologise and 
acknowledge. By acknowledging 
and apologising, you're reducing 
the risk of escalation of the 
complaint. 
 

► Take it elsewhere. If a patient 
complaint begins to escalate and 
the patient becomes extremely 
upset, loud, or unruly, act quickly 
and privately. If possible and safe 
for you to do so, move them out of 
the [reception] room. 

Once you find a quiet and safe place to 
speak with the patient, Say something 
like, "I see how upset you are and I am 
very sorry. How can I help?"  

 

 

 

ISSUING PATIENT 

ACCOUNTS 
Bulk Billing 
Bulk billing is when the doctor bills 
Medicare directly, accepting the 
Medicare benefit as full payment for a 
service. 
 

Private Billing 
Private billing is when the medical 
practitioner does not OR cannot accept 
the Medicare benefit as full payment 
and issues an account either directly to 
the patient or in some circumstances to 
third parties such as employers or 
insurance companies. 
 

Medicare Benefit 
The Health Insurance Act 1973 
stipulates that a Medicare benefit is not 
payable for a professional service 
unless it’s on an account or receipt that 
sets out the fee and includes: 

► the name of the patient who 
received the service 

► the date the service was given 

► the amount charged for the service 

► the total amount paid for the service 

► any amount outstanding for the 
service 

► an item number and/or a description 
that identifies the service 

► either or both the name and the 
address of the medical practitioner 
and the provider number of the 
medical practitioner 



 

 

 

    

 

If you’re referring a patient to a specialist 
service, you need to include the following 
referral information on the account and/or 
receipt: 

► the name of the referring 
practitioner 

► the address or provider number of 
the referring practitioner 

► the date on which the patient was 
referred 

► the period of the validity of the 
referral - where this is for other 
than for 12 months, this should be 
expressed in months, for example 
3, 6 or 18 months, or indefinitely 

Medical practitioners are free to set their 
fees for their professional service.  
However, the amount specified in the 
patient's account must be the amount 
charged for the service specified.  The fee 
may not include a cost of goods or 
services (GST) which are not part of the 
MBS service specified on the account. 
There are a variety of ways to bill a patient 

► where the practice bulk bills, no 
account is issued to the patient 

► where bulk billing does not occur 
an itemised account will be given 
directly to the patient. Many doctors 
now offer payment and benefit 
claim via the Medicare Easyclaim 
system. This allows the patient to 
claim the Medicare rebate when 
they pay the account at the doctor's 
surgery. If the doctor uses the 
EFTPOS system the rebate is paid 
into the patients nominated account 
almost immediately.  

View demonstration here: 
https://mathealthclinic.com/medical
-reception-webinars/    

  

Electronically generated 
accounts 

A software system is generally used for 

generating accounts. Medical 

administrative staff would be trained to 

use the software package. 

View a demonstration here: 

https://mathealthclinic.com/medical-

reception-webinars/  

Interoffice 
Communication 

The medical office front desk is a hub of 
communication.  To ensure that things run 
smoothly, it is important that information is 
clear and concise.  Whether in memo, 
written communication, through inter office 
email, one on one interaction or in a group 
setting it is vital that you stay on topic and 
don’t stray off point.   Being organised will 
go a long way to ensure that inter office 
communication is effective.  

External 
Correspondence 

External communication refers to any 
communication you have with other 
practices, insurance companies, Medicare 
and other businesses.  This may require 
making phone calls, emails, professional 
letters, faxing etc. so it is essential that 
you know how to formulate a professional 
letter and be able to adequately operate 
office equipment. .   

 

 

 



 

 

 

    

Maintaining Stocks of 
Stationery and Medical 
Supplies 

Adequately stocking by anticipating 
inventory needs, placing orders and 
monitoring office equipment and supplies 
is vital to the smooth running of any office 
but in particular a medical practice.   

The final point to remember is when you 
work in the medical environment you must 
abide by strict security procedures/policies 
in regards to storing drugs and medical 
equipment.   
  
These must always be stored according to 
the policy & procedures of the practice.  
This will take into account any OH&S 
issues and legislation regarding the 
storage of drugs, poisons and controlled 
substances.  Secure storage of 
medication and medical equipment is 
essential to ensure the safety and welfare 
of patients and other people who visit the 
medical practice. 
 
Your organisation will have strict 
procedures for storing supplies, in 
particular medicines, narcotics, 
refrigerated items, sterile stock, syringes 
and any items that must be stored away 
from light. 
  
The practice manager or nurse will be 
responsible for the handling of some of 
these items.  However, all staff should be 
aware of storage procedures and 
guidelines can be found in the practice 
policy and procedure manual. 
  
Some of the guidelines for storing drugs 
and equipment are: 
  

► Prescription stationery should be 
stored out of sight and in a lockable 

cabinet where only authorised 
personnel have access 

► Schedule 8 poisons (labelled 
controlled drugs) should be stored 
in a locked facility, fixed to the floor 
or wall and it must provide no less 
than a 10mm thick mild steel drug 
cabinet.  No other items must be 
stored with them 

► Schedule 4 poisons (prescription 
only medicines) must be kept in a 
lockable storage facility 

► Schedule 2 & 3 poisons (pharmacy 
medicine or pharmacist only 
medicine) be stored in the same 
manner to Schedule 4 poisons 

► Vaccines that require refrigeration 
be secured in a lockable container 
within a refrigerator or a lockable 
refrigerator. 

► Only people authorised should 
have access to the storage facilities 

► Drug registers and transaction 
records need to be kept 

  
Specialised storage requirements might 
refer to: 
  

► Controlling storage environments, 
cleaning, labelling and securing 
stock 

► Waste management of infectious or 
dangerous materials 

► Record keeping procedures. 
  
All drug storage procedures will be 
documented in the practice policy and 
procedures manual.  These procedures 
have been documented following 
legislative guidelines and acts.  If you are 
ever unsure of what to do you should 
always refer to this manual or to a senior 
staff member. 
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Disclaimer 

The information set out in this workbook is intended for education and training only. Every 

effort is made to ensure the accuracy of the information presented in these materials.    

 

The producers of this material accept no liability or responsibility for the accuracy or 

completeness of the information contained within or for any loss or damage whatsoever 

suffered as a result of direct or indirect use or application of any of these training materials. 
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