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[bookmark: _Toc233247444]1.1 Introduction
In UK, many people are taken care of in care institutions daily, which indicates that in addition to the work done by the care worker, the role played by the reception and administration department of the care institution is of great significance for ensuring a smooth process in the institution. The reception and administration department performs various functions including planning, medication administration, financial administration, health and safety, stakeholder relations, and care institutions’ operations. Thus, the role of Reception and Administration in care institutions is quite significant.
[bookmark: _Toc233247445]1.2 Description of, and background to, Reception and Admin in healthcare
Receptionists & Administrators Roles in the Care Homes
The receptionists and administrators play a very important role in the care homes, as they contribute to ensuring that all the activities within the care homes are run in accordance with the schedules. Being the first point of contact for various individuals such as the residents, their families, visitors and professionals, they help in making the right first impression through professional communications. Some of the activities which are carried out by them in the care homes are: greeting the visitors, handling telephone calls and emails, organizing appointments, admission and discharge of residents, updating the records of the residents, and correspondence and other administrative activities.
Along with the above roles played by the receptionists and administrators in the care homes, they also help in maintaining confidentiality of information along with documentation.
This is different from the responsibilities of a receptionist in other careers since such qualifications are not required for being a receptionist in any other career. There is a need to understand the requirements of the elderly or vulnerable people to carry out the responsibilities of a receptionist in the care home. One should also be empathic, and handling complaints is also very important, and one should know when it is appropriate to refer the case to the professionals.
[bookmark: _Toc233247446]1.3 Evaluation of the skills needed for Reception and Admin in healthcare
Professionalism and communication constitute the second competency. The elements that are part of this competence include professional boundaries, professional practice, confidentiality, emotional control, and dedication to excellence. Receptionists and Administration staff are the first faces of the facility that meet the visitors and therefore, professionalism and communication of the Reception and Administration staff affects the reputation of the facility, families' satisfaction, and the performance of the care team. Professionalism and good communication skills help to make people feel respected.
Organizational and time management constitute the third competency. The Reception and Administration staff should manage several conflicting activities at once, such as making phone calls, receiving guests, doing paperwork, making appointments, contacting other institutions, handling emergencies concerning care. Competence in organization and time management is crucial since inefficient administration results in poor care quality and problems in the facility.
Confidentiality, data protection, and safeguarding constitute the fourth competence. Reception and Administration staff have access to highly confidential information like medical records, financial and personal information. Competence in confidentiality and data protection is very important as the breach of confidentiality would destroy the trust of the facility, would harm the residents, and would be unlawful.
[bookmark: _Toc233247447]1.4 Strategies to improve skills for Reception and Admin in healthcare
Concerning the development of Skills of Professionalism and Communication, Reception and Admin employees must undergo specific training aimed at delivering quality customer service in the care setting and professional communication. The training in the care environment will include understanding the needs of vulnerable people, being able to detect distress and react to it empathically. Reflection on critical incidents can be used to evaluate the performance of receptionists based on the reception of different types of communication. Analysis of care environment and vulnerability in terms of reading, informal study with carers, and meetings at the institution will provide Reception employees with an understanding of the impact of administrative decisions on care provision.
The development of Organizational and Time Management skills requires Reception and Admin employees to develop a systematic process of administration which would involve appointment booking system, filing system, checklists and task management software for task management. Time management training should address priority skills, the difference between urgent and important, handling multiple priorities, and delegation skills. The administration processes and load must be reviewed by managers on a monthly/quarterly basis.
In order to learn how to apply Confidentiality, Data Protection and Safeguarding, the Reception and Admin team should take adequate training which includes data protection training like GDPR, definition of personal data, data handling and data disposal. For Safeguarding training, there is need to learn about definition of abuse, rights of vulnerable adults, reporting and confidentiality.
[bookmark: _Toc233247448]1.5 Conclusion
It is important that reception and admin workers should fulfill their roles in an appropriate manner in order for care service providers to function effectively and safely even backstage. The objective of this report has been to examine the roles of reception and admin workers, as well as the importance of this specific role and the necessary skills for performing this type of work. The three most important competencies that a reception and admin worker needs to have to succeed in the role are Professionalism and Communication, Organizational and Time Management Skills and Confidentiality, Data Protection and Safeguarding. With the help of such competencies, reception and admin workers can communicate effectively with the residents, family members, visitors and health care professionals and do their administrative jobs successfully. It is important to develop the competencies mentioned above through continuing professional development, work experience and training to provide high quality care services. The recommendations made in this report on the development of communication skills, organizational and time management skills and considering the legal and ethical aspects of data protection and safeguarding are consistent with the current healthcare literature.
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