Diversity in Health Conference
The role of reception staff in supporting access and inclusiveness -  A case study of North Richmond Community Health
Abstract

Providing culturally appropriate and responsive access to health services can positively influence the health outcomes of clients.  Frontline staff, such as receptionists, play a vital role in supporting inclusive access and building important links with local communities.
Organisations can engage a range of strategies that encourage multi-cultural communities to feel comfortable accessing services.  Recruitment of bi-lingual and bi-cultural workers is a key strategy but it is not always possible or desirable to employ representatives from all cultural and language groups.  There are many other simple and effective ways to improve the experience of clients as they navigate their way through our often confusing and bureaucratic health system.
This paper will discuss the workforce composition, work processes and strategies adopted by NRCH to support the work of their reception team in providing locally diverse communities with high quality, culturally appropriate and highly valued frontline services. 

