Receptionist – Job Description
	1.
	Job Purpose
To be responsible for providing a range of reception, clerical and retail duties within Leisure Services, in order to provide a high quality of customer care.


	2.
	Major Tasks
· To be responsible for the provision of a general reception service within the leisure facilities, dealing with bookings, reception duties and other clerical tasks as required and providing a high standard of customer care service. 
· To be responsible for accepting fees, issuing receipts, dealing with various bookings, providing information to customers on prices and dealing with correspondence for confirmation, rejection and cancellation of bookings.
· To provide a first point of contact and information service in respect of centre activities and products, as well as those available at other leisure or council owned facilities.
· To be responsible for balancing and cashing up in accordance with the Council’s Audit and associate cash management procedures, including preparing takings for banking, and completing the relevant cash management and audit sheets, and checking the accuracy of till floats prior to commencement and on completion of shifts worked.
· Ensure compliance with all Health & Safety procedures as laid down in the relevant Health and Safety manuals

· Ensure and effect the highest standards of cleanliness, hygiene, and security at all times in reception areas.

· Comply with the appropriate audit procedures for logging on and off of the computerised admission system ensuring the named operator only uses the system at any one time.
· To assist with the monitoring and recording staff hours of work, work done payments claimed, leave allowance and leave taken and sickness records.
· To comply with customer service standards with particular regards to standards of dress, telephone etiquette and customer care.

· Attend relevant training and retraining courses, team briefs, staff development and general meetings as directed by the Team Leader.
· Deal with customer enquires and complaints in a courteous and professional manner in accordance with the councils customer complaints procedure. 

.

	3.
	Contacts
· The post holder is in daily contact with administrative and office staff for advice on customer requirements and services. 

·  The post holder is required to communicate daily with their team in order to pass on and receive information in relation to reception and clerical duties.

· The post holder will be in occasional contact with senior officers as they deem necessary.



	4. 
	Creative Work
· The post holder will be expected to undertake work which is of mainly a routine nature and display a sensible approach to problem solving referring matters to higher authority as required.
· The post holder will contribute to improving facilities and services by assisting in promoting programmes and available services and facilities at the centre to customers.


	5.
	Decisions Made
· The post holder will make decisions largely within a limited number of options. For example in relation to the application of bookings policies.

	6.
	Supervisory Responsibility
· On occasions the postholder may be required to supervise / support casual employees, trainees and work placements


	7.
	Supervision received
· The post holder is line managed by the respective Team Leader but is responsible to the Duty Officer on duty at any given time from whom advice and guidance is sought
· The post holder works to a defined rota

· Queries and decisions are referred to the Duty Officer 


	8.
	Complexity
· Due to the nature of the duties to be undertaken and constant contact with members of the public, the post holder, on occasion, be subject to physical and verbal abuse. The post holder will display a calm and caring attitude at all times
· The post holder will be required to undertake evening and weekend working as part of a shift pattern. This is reflected in the all-inclusive salary.
· In order to efficiently and effectively meet the needs of the service the post holder may be required to work across a variety of Telford & Wrekin facilities.
· The post holder is required to apply pre-determined rules and guidelines.



Receptionist - Person Specification
	Criteria
	Standard

	Qualifications


	· NVQ Level 2 in Business Administration or equivalent qualification 

	Knowledge


	· Council Customer Charter and Complaints Procedure
· Normal Operating Procedures and emergency action plans

· Child protection and customer care guidelines
· Audit, and Financial procedures & policies

	Skills


	· Windows/Word/Excel literate

· Good interpersonal skills and customer communication skills.
· Ability to utilise Clarity for the purposes of bookings, ticket sales and cashing up.
· Ability to handle cash accurately and perform associated cashing up and administrative duties.

	Experience


	· Relevant experience of working on a busy reception within a customer orientated environment is desirable
· Working with general public and able to carry out the duties of the post using the appropriate aids or adaptions.

	Personal style and behaviours 
	· Ability to prioritise and work under pressure

Commitment to team working


We will ensure, so far as is reasonably practicable, that no disabled applicant is placed at a substantial disadvantage.  This person-specification includes what we believe are fully justifiable essential and desirable selection criteria.  Provided that the selection criteria unconnected with the disability are met, we will make ALL reasonable adjustments in order that someone with a disability can undertake the duties involved. 
