	Role:

 Customer Service Assistant


	Job Purpose:

To provide a professional, welcoming front of house reception facility that creates the right first impression of Persona to customers and visitors. To provide administrative customer service support to designated operational teams which enables them to run effectively.



	This role will make a difference by….

Being welcoming and approachable to customers and visitors and adopting a can-do approach to any questions or issues which arise. Ensuring that front of house runs smoothly and professionally. Putting in place robust administrative processes which support the effective running of operational services.


	Customer Services/ Reception 
Support and coordinate admissions and discharges of customers to and from the service, in line with relevant policy, procedures and guidelines. 

Ensure that the latest information literature and displays within the establishment are up to date and provides the latest information to staff, customers, and any other stakeholders. 

Maintain and present a clean, professional and modern ‘front of house’ function to the service in line with service standards and expectations. 

Meet and greet visitors ensuring that everyone receives a warm welcome and that signing in/ health and safety procedures are adhered to.

Promote the facilities available within the building and signpost visitors as required including visitors such activities staff/ entertainers and contractors. 

Provide hospitality support as part of your customer service role including supply of beverages/ refreshments when required, advising on housekeeping topics such as dates of fire alarms, evacuation procedures and tours of the building and facilities.  

Communicate and interact with customers and/ or their relatives during their time at the establishment.   

Coordinate enquiries received into the service by telephone, e-mail, letter and face to face. 
Ensure that matters that cannot be dealt with immediately by you and need to be referred to a member of the management team are dealt with effectively and efficiently. 
Administration/ Clerical 

Use electronic systems to take customer referrals into the service and ensure that these are followed up on in line with procedures. 

Perform general clerical duties including, typing, filing, faxing, photocopying, maintaining filing systems, and data entry on both manual and electronic systems.

Collect, sort and distribute incoming and outgoing mail for the service.
Produce documents and other literature as and when required and provide assistance with information as requested.
Create and submit requests to the maintenance team for general maintenance tasks that are required within the service. 
Ensure that administrative systems and processes are maintained in a way which is robust, compliant and supports current activities and future growth.

Be involved with low level project work as and when required or requested by the manager e.g. selling tickets for events, raffles for fundraising etc. 
Finance

Ensure that customer payments are collected upon discharge or when required. This may involve payments by cash, cheque or card. 
Ensure that invoices are distributed accordingly to customers/ families upon admission or discharge to the service. 

To maintain records of customer finances as required for any new admission/ discharges whilst on duty. 

Relationships 

Act as a role model for the organisation leading by example in demonstrating excellent customer services to everyone within the service. 
Personal Skills & Development

Attend training and development activities as identified as relevant to your role including mandatory and refresher training. 
Attend regular 1-1 sessions, team meetings and employee reviews. 
Contribute ideas, suggestions and feedback to improve the work of the team.
Be flexible and able to support colleagues in other establishments during busy times and periods of absence, including dealing with enquiries, taking messages.
Work as part of a team and also on your own initiative to successfully manage and prioritise your own workload.
Policies and Procedures
Be responsible for your own health and safety and that of customers by adhering to any relevant policies and procedures.
Work in line with relevant policies and procedure and promote anti-discriminatory practice.
Be respectful of individual’s rights, privacy and dignity.



Person Descriptor:

You’re a skilled and competent administrator with a basic knowledge of operational services and what we do. You’ll be able to support operational teams to provide quality services. You’ll enjoy being in contact with customers and visitors and being able to directly make a positive impact. You’ll be able to multi task and enjoy the variety of a role where no two days are the same.

Person Specification:
	Essential Attributes

	Qualification and Knowledge
1. Evidence of relevant continuing professional development



	Experience
1. Experience in an administrative/customer service/ reception role.
2. Experience of providing excellent customer service and dealing with members of the public, both face to face and by telephone.

3. Experience of using, accessing and inputting data into computerised systems.
4. Experience of maintaining, receiving, disbursing and dealing with finances.
5. Experience of using IT systems and using technology as an administrative tool to improve efficiency including Microsoft Office.


	Skills and Abilities
1. Experience of working as part of a busy team and/ or using your own initiative on a day to day basis without close supervision to prioritise own workload.
2. Experience and skills of utilising both manual and computerised systems to record/ collate information.

3. Able to understand policies and procedures  and apply this appropriately within the role
4. Ability to challenge in an appropriate and constructive manner 
5. Excellent front of house skills both face to face and telephone based
6. Able to form strong professional relationships on a number of different levels.
7. Ability to be credible to customers and the team

8. Well-presented and professional

9. Able to contribute ideas and solutions around the reception and administration functions in particular


	Attitude

1. Knowledge of the importance and skills required to provide excellent customer services and experience of doing this.


	Desirable Attributes

	Qualification and Knowledge

1. NVQ L2 qualification in administration or customer service or willing to work towards.



	Experience 

1. Of providing an Administrative/Reception service within a social care environment


Customer Relations Assistant – Task List

	Task/ Priority
	Summary of tasks involve…

	Customer Payments


	- Taking customer payments including card payments.

- Follow up with customers on payments.

- Assisting customers/ families with completing financial assessment forms.



	Petty Cash 


	- Balancing petty cash float.

- Making payments for petty cash claims.

- Maintain records to monitor petty cash as required.



	Customer Finances
	- Booking in and out customer monies as required when staying with us. 

- Maintain records of customer finances as required. 



	MAR charts


	- Typing up customer MAR charts.

- Updating and printing of MAR charts at end of the week.  



	Referrals


	- Take referrals using an electronic system. 

- Request and print documents/ assessments from social workers as required.

- Taking and uploading photos onto an electronic customer system.



	Customer Relations


	- Provide professional and welcoming reception cover.

- Ensure customer admission and discharges packs are made and handed out.

- Meet and greet visitors to the service.

- Ensure people are signing in and out of the building. 

- Taking telephone calls and transferring to the relevant staff as required.  

- Make sure all literature and information on display is up to date.

- Ensure that the front of house image is clean, tidy and modern at all times.

- Directing people around the service as required including potential customers and/ or visiting families/ friends.  



	General Admin


	- Sorting incoming and outgoing mail.

- Photocopying, laminating, filing.

- Monitor the service email inbox and respond to enquiries as required.

- Maintaining stationery. 

- Scanning/ emailing notifications to head office etc. 

- Printing photos and/ or correspondence as required. 

- Maintain logs and appointments for hairdresser and chiropody services. 



	Operational Support

 
	- Request Transfer of Care reports from GPs.

- Initial contact with GPs, D/Ns before passing to senior for full details. 

- Contacting families re: laundry, customer queries.

- Coordinating service washes.

- Submitting maintenance job requests.

- Arranging meetings for the management team as required. 




