	ROLE -  Receptionist                      

	REPORTS TO – Customer Service Coordinator 

	
PURPOSE – To provide a great first point of contact service at our Head Office Reception.  Be welcoming and professional whilst providing an efficient reception service and providing administrative support to the Customer Service team.  Develop positive working relationships with customers, partners, stakeholders, and colleagues.   


	DIMENSIONS
Welcoming visitors to the business – approximately 50  per week
Taking incoming calls for all teams – approximately 100 per week
Handling incoming mail for distribution – approx. 100 items a week
Providing administration support for the Customer Service team, including outbound calls to confirm and arrange appointments – approx. 60 per week

	FOCUS & EXPECTED OUTCOMES
Demonstrate a professional approach when providing a reception service to welcome visitors to the business.  
Provide a service or advice to visitors as appropriate: take messages or request support from colleagues when needed. 
Deal with customer and colleagues queries via e-mail and phone.
Open, date and record incoming mail and documents including the cheques and postal orders.
Receive, date and keep secure Tender documents, following the procedure to handover to the appropriate Officer. 
Maintain the professional image of the reception area including leaflet stands, waiting area and plants/flowers 
Monitor the visitors signing in and out book and issue visitor passes and door entry fobs as required.
Monitor the electronic meeting room diaries, provide information to colleagues as needed to prepare the rooms and prepare welcome signage as needed.
Place orders with external suppliers and keep records of catering for meetings and events at Head Office. 
Make outbound calls to customers to confirm and book appointments, for example for gas servicing appointments and ‘safe and well’ checks
Receive keys from tenants and update the electronic records.
Other general administrative duties as required
AUTONOMY & DECISION MAKING 
The work is often customer driven and the Receptionist is expected to respond to requests for service within agreed policies and procedures. 
Examples of the decisions the Receptionist can take are:
· Providing or directing visitors, customers or callers to the correct contact or information source.
· Booking in appointments within the agreed framework
Examples of decisions that are referred are:
· Any items involving expenditure.
· Policy decisions.

	
KNOWLEDGE & SKILLS REQUIRED
· Experience of providing a reception service
· Excellent customer service skills
· Ability to remain focused in a busy environment and manage interruptions
· Ability to organise own workload and prioritise tasks as required
· Ability to use a range of ICT systems confidently 

	
CONTINUOUS PROFESSIONAL DEVELOPMENT (CPD)
· Role specific 
· Foundation for all roles 
Health & Safety refresher (10)
Equality & Diversity refresher (10)
Asbestos awareness
Corporate wide training eg GDPR (10)

· Leading self 
                Living the Values
          


	
TOTAL REMUNERATION 
· Basic annual gross salary
· Performance related pay
· Hours of work / work pattern
· Provision of uniform
· Contractual allowances
· Company benefits
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	ACADEMIC / PROFESSIONAL QUALIFICATIONS
	Essential / Desirable
	How this will be assessed

	Educated to GCSE level (or equivalent)
	Desirable
	Application

	NVQ level 2 in Customer Service (or equivalent)
	Desirable
	Application

	KNOWLEDGE & EXPERIENCE
	
	

	Knowledge and experience of office practices (telephony and administrative experience)
	Essential
	Application

	Experience of working in a customer facing role
	Essential
	Application / Interview

	Experience of working on a Reception
	Essential
	Application/ Interview

	SKILLS
	
	

	Ability to communicate effectively with individuals at all levels
	Essential
	Application / Interview

	Ability to work on own initiative and be a positive and supportive team member
	Essential
	Application / Interview

	Microsoft Office; Word, Excel, Outlook, Basic user level
	Essential
	Ability Test

	Strong Interpersonal skills; communication, listening and questioning
	Essential
	Application / Interview

	Basic planning, prioritising and organising skills
	Essential
	Application / Interview

	Understanding of data protection and confidentiality
	Essential
	Application / Interview

	Welsh Language Skills – ability to greet and hold basic conversations
	Desirable
	Application / Interview

	CARTREFI COMPETENCIES
	
	

	Serving Customers
	Essential
	Interview

	Collaborating
	Essential
	Interview

	Decision Making
	Essential
	Interview

	Improving
	Essential
	Interview

	Communicating
	Essential
	Interview

	Leading
	Essential
	Interview

	Delivering Results
	Essential
	Interview



Cartrefi Conwy are committed to Equality and Diversity in our activities

* Where disability precludes, this will be reviewed with candidates at interview stage to ascertain if there are any reasonable adjustments that can be made to this requirement.
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