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Job Description
Post title:

RECEPTIONIST
Spinal point:

12
Responsible to:
DUTY MANAGER/ GENERAL MANAGER
	Job Purpose:

	To provide a front of house service incorporating bookings, cashier and administrative support to the Centre whilst maintaining excellent customer service. 

	Duties and responsibilities:

	1
	To take cash and issue tickets for the use of facilities and equipment and to record such transactions as required.

	2
	To accept bookings from customers in accordance with the policies.

	3
	To take a pro-active approach to the promotion and sale of the full range of services available    within Tees Active.

	4
	To reconcile cash taken and prepare receipts for handover or banking as appropriate.

	5
	To operate the Centre telephone system and deal with all incoming or outgoing calls and enquiries in various methods. 

	6
	To operate the public address system, as required.

	7
	To be aware of events and activities within the Tees Actives Centres and give all reasonable information and assistance to customers and members of the public.

	8
	To maintain a presence at the reception area at all times.

	9
	To ensure the reception area is maintained to a high standard of cleanliness and organisation at all times.

	10
	To perform general associated clerical tasks including keeping any records or statistics required by management.

	11
	To assist in the implementation of emergency procedures and operational plans where appropriate.

	Additional information:

	General requirements for all Tees Active Limited employees:

	1
	To deal with customer/service enquiries in a professional and positive way. Ensuring that the service maintains a strong customer focus and remains committed to the principles of Customer Service Excellence.

	2
	To assist in the training and development of colleagues and to undertake such personal training as may be deemed necessary to meet the duties and responsibilities of the post.

	3
	To maintain any professional registration, licences or qualifications, which are essential to the post held.

	4
	To take reasonable care of any items of equipment and uniform issued by the Company and report any faults or maintenance issues to the relevant manager.

	5
	To be aware of and adhere to all Tees Active Ltd financial, legal, HR and administrative policies and procedures including all NOPs/EAPs and the HR Handbook.

	6
	To take reasonable care of your own health and safety and co-operate with management so far as necessary to enable compliance with the Company’s health and safety rules and legislative requirements.

	7
	To adhere to any professional and Company Codes of Conduct, as appropriate.

	8
	To comply with the Company’s Appearance Code ensuring that uniforms and name badges are worn, as required.

	9
	To comply with the Company’s Employee Guide to Information Security including relevant legislation, ensuring that confidentiality is maintained for all staffing, management, customer and supplier information.

	10
	To carry out the duties of the post with full regard to the Company’s Equal Opportunities and Racial Equality Policies in the terms of employment and service delivery. Ensuring that colleagues are treated in a fair and consistent manner and that the service maintains a strong commitment to the principles of the Equality Standard.

	11
	To be peripatetic between work areas and venues, as and when required.

	12
	The above tasks and responsibilities cannot fully encompass all that is required of the post-holder. It is expected that the post-holder will undertake such other duties and responsibilities commensurate with the salary band and nature of the post.

	I accept this job description as an accurate record of the 
duties and responsibilities of this post.

	Signed: …………………………………….
	Date: ………………………………………..


RECEPTIONIST

PERSON SPECIFICATION


Note to applicant: when completing your application form, you should demonstrate the extent to which you meet the essential and desirable criteria below.  

In addition to the requirements outlined below, as ambassadors of Tees Active, you should also be able to demonstrate the following qualities: 


	· Enthusiasm
	· Commitment to service excellence

	· Excellent communication skills
	· A genuine desire to work closely with our customers

	· Professionalism
	· Flexibility

	· High personal standards
	


	Requirements
	Essential
	Desirable

	EDUCATION & TRAINING
	
	

	1. No formal qualifications are required for this post, required training will be made available.
	
	

	2. Good numerical and literacy which may be subject to an assessment.
	√
	

	3. NVQ Level 3 in Customer Services or any other relevant Customer Service training.
	
	√

	EXPERIENCE, KNOWLEDGE & UNDERSTANDING
	
	

	4. A minimum of 6 months experience in a Customer Service role.
	√
	

	5. Previous experience providing high quality customer service in a similar face to face role, ideally in a leisure environment.
	
	√

	6. Previous telephone system experience.
	
	√

	7. Processing payments and completing cash reconciliation.
	√
	

	8. Ability to use computer systems.
	√
	

	9. Dealing with bookings and enquiries.
	
	√

	SKILLS & ABILITIES
	
	

	10. Ability to work effectively and respond well under pressure
	√
	

	11. Ability to provide a welcoming environment.
	√
	

	12. Skilled and confident in customer service and communication
	√
	

	13. Ability to deal with difficult situations and customers
	√
	

	14. Organised and efficient administrative skills with good attention to detail.
	
	√

	15. Self-motivated, with the ability to work with minimal supervision
	√
	

	16. Excellent communication skills both face to face and over the telephone
	√
	

	17. Ability to apply set procedures
	√
	

	PERSONAL QUALITIES & ATTRIBUTES
	
	

	18. Well presented, friendly and approachable
	√
	

	19. Co-operative and supportive team player
	√
	

	20. Confidence when working with a wide range of people
	√
	

	MISCELLANEOUS
	
	

	21. Flexible and willing to cover for absences within the team
	√
	

	22. Able to carry out duties as per job description
	√
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