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	SERVICE:


	Regeneration and Local Services

	SERVICE GROUPING:


	Culture and Sport





	1. 


	POST TITLE:
	Receptionist

	2. 2.
	POST NUMBER:

	IF14/OS17 

	3. 3.
	GRADE:



	Grade 3 Job Evaluation Ref. no. A5740  

	4. 
	LOCATION:
	Your normal place of work will be the designated leisure centre However, you may be required to work at any council workplace within County Durham.


5. RELEVANT TO THIS POST:
Flexible Working:
Subject to service needs the council’s flexible working policy is applicable to this post.

  
  

6. ORGANISATIONAL RELATIONSHIPS:
The post holder will be accountable to the Operations Manager.
7. DESCRIPTION OF ROLE:
To provide a friendly, effective and efficient customer service at reception, welcoming visitors in person and on the telephone and dealing with bookings, payments and administrative tasks.
8. DUTIES AND RESPONSIBILITIES SPECIFIC TO THIS POST:
Listed below are the responsibilities this role will be primarily responsible for:
Standards and Systems
· To assist in meeting and exceeding the service standards set out by the organisation 
· To take bookings, enquiries and payments in line with systems and standards
· To control entry into the centre, issuing tickets, receipts and equipment in a welcoming, effective and efficient manner

· To actively sell all activities, memberships, courses and other products within the centre, as well as other centres operated by the organisation

· To be responsible for the efficient and accurate operation of the computer based booking system

· To provide administrative support as necessary in areas such as: the processing of bookings, updating memberships, course registrations, etc
Environment and Buildings

· To ensure the facility reception desk and area is tidily presented
· To conserve energy in the efficient control of lighting, etc from reception

Health and Safety

· To be aware of and apply  their responsibilities under the Health & Safety at Work Act 1974

· To ensure that all employees, visitors and contractors sign in and out of the facility 
· To play an integral role in the calm and efficient evacuation of customers from the centre in the event of an emergency
· To contribute to improving Health & Safety standards and practices for the organisation

Customer Focus

· To achieve and maintain high standards of customer care

· To deal with all in-person, telephone and written enquiries politely and promptly

· To provide a first line of communication for enquiries, complaints, messages, etc, recording and directing information to the appropriate location, section or person
· To be competent and confident in the use of any public announcement system

Marketing

· To actively promote the organisation, centre and its products to the community
· To be sales orientated and assist in encouraging continued use by customers

· To provide information to customers on services, activities and products
Team and People

· To assist efficient and effective communication throughout the team 

· To contribute to a positive team spirit within the centre

· To attend and complete any relevant training courses as required by the organisation
Continuous Improvement

· To actively assist the centre in continuous improvement and development of performance and quality

Programme and Products

· To ensure that retail stock and products within the reception area are attractively presented and well stocked

· To sell and hire a range of sporting equipment, maintaining accurate records
Finance and Performance

· To assist the team in meeting its performance targets/outcomes

· To collect payments and monies, cash up, reconcile takings and prepare banking in line with procedures
· To assist in compiling performance data for the centre

General
· To attain the required standard of personal appearance and to wear uniform in accordance with the organisation’s policy

· To act in a manner which is credible, professional and that promotes a positive image of the organisation
· To undertake tasks and responsibilities and any other additional duties appropriate to the level of the post.
The above is not exhaustive and the post holder will be expected to undertake any duties which may reasonably fall within the level of responsibility and the competence of the post as directed by the Head of Service.
The generic responsibilities which will be undertaken in support of the above work include the following:
9.
COMMON DUTIES AND RESPONSIBILITIES:

9.1
Quality Assurance
To set, monitor and evaluate standards at individual, team performance and service quality so that the user and the Service’s requirements are met and that the highest standards are maintained.

 
To establish and monitor appropriate procedures to ensure that quality data are reported 
and used in decision making processes and to demonstrate through behaviour and 

actions a firm commitment to data security and confidentiality as appropriate.

9.2
Communication

To establish and manage the team communications systems ensuring that the Service’s procedures, policies, strategies and objectives are effectively communicated to all team members.

9.3
Professional Practice

To ensure that professional practice in the team is carried out to the highest standards and developed in line with the Service’s stated objectives of continual improvement in quality of its service to internal and external customers.

9.4
Health and Safety

Manage health and safety in their area of responsibility in accordance with the relevant section(s) of the Corporate/Service Health and Safety Policy and to ensure that the Health and Safety policy, organisation arrangements and procedures as they relate to areas, activities and personnel under your control are understood, implemented and monitored.

9.5
General Management (where applicable)

To provide vision and leadership to staff within a specialist team, ensuring that effective systems are in place for workload allocation and management, the application of the Authority’s and the Service’s policies and procedures, including those relating to equality, supervision and appraisal and all aspects of their performance, personal development, health and welfare.

9.6
Financial Management (where applicable)

To manage a designated budget (as required) ensuring that the Service achieves value for money in all circumstances through the monitoring and control of expenditure and the early identification of any financial irregularity.

9.7
Appraisal

All members of staff will receive appraisals and it is the responsibility of each member of staff to follow guidance on the appraisal process.
9.8
Equality and Diversity
As an organisation we are committed to promoting a just society that gives everyone an equal chance to learn, work and live free from discrimination and prejudice.  To ensure our commitment is put into practice we have an equality policy which includes responsibility for all staff to eliminate unfair and unlawful discrimination, advance equality of opportunity for all and foster good relations.

       These policies apply to all employees of Durham County Council.

9.9
Confidentiality

All members of staff are required to undertake that they will not divulge to anyone personal and/or confidential information to which they may have access during the course of their work.

All members of staff must be aware that they have explicit responsibility for the confidentiality and security of information received and imported in the course of work and using Council information assets.  The Council has a Personal Information Security Policy in place.

9.10
Induction
The Council has in place an induction programme designed to help new employees to become effective in their roles and to find their way in the organisation.

Person Specification: Receptionist
	
	Essential
	Desirable
	Method of Assessment

	Qualification
	· NVQ Level 2, or equivalent, in a relevant area


	· NVQ Level 3, or equivalent, in relevant area


	· Application form
· Selection process

· Pre-employment checks

	Experience
	· Experience in working in a customer facing environment
· Clerical or administrative experience
· Cash handling


	· Experience of work at a leisure facility
· Worked in a commercial/sales orientated environment
	· Application form

· Selection Process
· Pre-employment checks



	Skills/knowledge
	· An understanding & commitment to good customer care
· Computer literate

· Good communication skills

· Works well under pressure

· The ability to converse at ease with customers and provide advice in accurate spoken English is essential for the post


	· Budget/financial management
· Sales techniques

· Understanding of the sports and leisure industry
	· Application form

· Selection Process

· Pre-employment checks



	Personal Qualities
	· Will be required to work outside of normal office hours
· Respect confidentiality
· Strong initiative

· ‘Can do’ attitude

· Flexible attitude to work


	· Travel is a desirable requirement of the post
	· Application form

· Selection Process

· Pre-employment checks
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