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	Two half day training sessions for all reception and office staff

	Chair: Fiona Dalziel, Practice Manager and Management Consultant
“Customer Care – Professionalism with Patients”
                                         09.30am – 12.30pm
This workshop will support Medical Receptionists in recognising their caring and service role in helping patients and help them to improve their skills in “customer care”

This session will help staff to :

· Understand the similarities and differences between patients and customers
· Identify some standards of customer care to apply in the practice

· Describe external and internal customers

· Describe a customer chain and how this can be broken

· Understand the importance of professionalism and courtesy

“Getting to Grips with Confidentiality and Data Protection” 
                         01.30pm – 04.30pm
This interactive, scenario-based session aims to provide a clear understanding of Confidentiality, Data Protection and Access to Records for Medical Receptionists, Office Staff and Practice Managers.  The session will enable participants to identify situations which are “high risk” for confidentiality, understand their responsibilities towards the records, identify situations where a patient has rights under Data Protection and understand the need for high standard of record-keeping.
This session will help staff to:

· Understand medical confidentiality
· Patients’ rights under Data Protection

· How to avoid breaching Data Protection

· Who has access and to what?

· Using patients’ personal data

· Risky situations

	

	

	Course fees

£45.00 per session
(includes refreshments, lunch and course materials)

	To book your place, please complete attached form and return to:

Fiona Paterson  |  South East Scotland Faculty
Email: fpaterson@rcgp-scotland.org.uk


	Registered Charity Number 223106



	Registration Form
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	Practice Staff Training Workshops
	Course organiser:

Fiona Paterson
RCGP South East Scotland Faculty
25 Queen Street
EDINBURGH
EH2 1JX
Tel: 0131 260 6800
Email: fpaterson@rcgp-scotland.org.uk

	Wednesday 14th March 2012
RCGP

25 Queen Street
Edinburgh EH2 1JX
	


Personal details

Title ______  First name __________________  Surname __________________________

Practice Address ________________________________________________________________________
________________________________________________________________________
Postcode ______________ Daytime telephone number ____________________________

Email ___________________________________________________________________
(all correspondence will be sent via email unless otherwise stated)

I wish to register as follows:





No. of places

Fee
Total fee

Morning:  Customer Care 


___________
@
£45
£_______

Afternoon:  Confidentiality & Data Protection
___________
@
£45
£_______
Would you like to have lunch

Yes / No







Cheque

Please make cheques payable to RCGP SES Faculty
Invoice

Please send an invoice for my delegate fee to this address:
Contact name …………………………………………………………………………………..

Address…………………………………………………………………………………………..

Postcode……………………………..  Tel …………………………………………………….

On receipt of your booking form an invoice will be sent to the above contact.
Dietary requirements

 FORMCHECKBOX 
 Vegetarian
 FORMCHECKBOX 
 Vegan
 FORMCHECKBOX 
 Halal
 FORMCHECKBOX 
 Allergy (please specify) _______________________________________________________

Additional requirements

 FORMCHECKBOX 
 Wheelchair access
 FORMCHECKBOX 
 Hearing loop
 FORMCHECKBOX 
 Other (please specify) ________________________________________________________

Terms and conditions

1. Registrations can only be accepted on receipt of a completed registration form. Completion of this registration form constitutes a legally binding agreement and you must sign agreeing to the terms and conditions in order for your booking to be processed.

2. Places are allocated on a first-come-first-served basis.

3. Your place is not guaranteed until you have received confirmation from RCGP. Confirmation will be sent to you within 14 working days of receiving your booking.

4. RCGP cannot be held responsible should your registration form not be received.

5. A receipt will be given to you on the day of the course.

6. All cancellations must be made in writing to fpaterson@rcgp-scotland.org.uk. Cancellations received up to 4 weeks before the course will be granted a full refund, minus a £20 administration fee. Cancellations made less than 4 weeks before the course will not be granted a refund - the RCGP will retain the full cost of the course.

7. Refunds will not be granted for failure to attend. However, substitute delegates will be accepted but please notify the organisers in writing of any name changes.

8. We are not able to transfer delegates from one course to another. If you wish to change to another course, you must notify us in writing no later than 4 weeks prior to the original course you have booked. We will then withdraw you from your original booking and issue you a full refund, minus a £20 administration fee. You will then need to book yourself onto the course you prefer. Any notifications less than 4 weeks prior to the course will incur a 100% cancellation fee.

9. All payments must be received before the course date. Please note that once this registration is accepted, you / your organisation will be liable for the charges, including cancellation fees.

10. If you have not heard from us 14 working days after sending your completed form or 14 days before the start date of the course, it is your responsibility to contact us to ensure your place is booked.

By signing this form, I confirm I have read and agree to the terms and conditions above.

Signature: ____________________________________________  Date: ___________________
Registered Charity Number: 223106

www.rcgp.org.uk
