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Job Description
	Job title:
	Receptionist

	Department/School:
	Department of Sports Development & Recreation (DSDR)

	Grade:
	3

	Location:
	Department of Sports Development and Recreation – Sports Training Village, Main Reception


	Job purpose

	The Receptionist post holder is required to assist the Sports Operations Manager in the efficient, effective and economic delivery of services and the utilisation of resources to fulfil the requirements of the Department.

The Receptionist is the first point of contact for enquiries in person, telephone or via e-mail and therefore must provide a high level of customer care and service delivery to fulfil the expectations of the Department. You will be required to give administrative support and must have good IT skills, good written and spoken communication, be of smart appearance, be able to work under pressure, be polite and courteous at all times, and have high attention to detail.



	Source and nature of management provided 

	The post holder will work within the Main Reception and would be responsible to the Head Receptionist/Shift Manager.



	Staff management responsibility

	None



	Career and Professional Development Activities

	From time to time you may be asked to assist in the facilitation of CPD activities.  This will form part of your substantive role and you will NOT receive additional payment for these activities.  



	Special conditions 

	Please note that the rota shifts may be subject to change to meet the requirements of operating Reception in accordance with H&S procedures for facility opening times or due to business needs.



	Main duties and responsibilities

	Provide and deliver excellent customer care and administrative services to support the Head Receptionist 

	1 
	Deal with all enquiries in a professional and courteous manner, in person, on the telephone or via e-mail ensuring we always deliver a high level of customer care.

	2
	To greet all visitors to the facilities ensuring they are made welcome, ascertaining their requirements, assisting them with general enquiries or directing them to the appropriate person.

	3
	To act as a central communication link between all users of the sports facilities and the sports department management team.

	4
	To process day to day bookings for students, members and non-members and take payments where required in accordance with financial procedures.  Liaise when appropriate with other department staff, student union or external customer contacts. 

	5
	To control ancillary facilities such as lighting and security access which is linked to the main reception.  To monitor usage of the sports facilities and provide feedback as requested to Operations staff or the Head Receptionist.

	6
	To provide the Head Receptionist with administrative support as requested and to carry out instructions given by Shift Managers, or the Sports Operations Manager as required.

	7
	To assist the Operations staff with items stored/logged at reception related to the smooth operation of our service delivery i.e signing out security access passes, hiring of sports equipment, selling of merchandise, receiving deliveries, seeking lost property.

	8
	To control access into the Sports Training Village in accordance with the Access Policy and Safeguarding & Child Protection Policy and ensuring safe access to all customers through the lower turnstile area from reception.

	9
	Responsible for always keeping the reception area clean and tidy to fall in line with health and safety protocols. Ensure it is stocked with the relevant customer information and merchandise stock thus projecting a professional image.

	10
	To inform the Shift Manager of health & safety or security issues which require immediate action and support the Operations staff during an Emergency Evacuation.

	11
	Assist the Head Receptionist with the training of work experience students, casual and full/part time Reception staff when required.  Be involved and contribute at team meetings and maintain personal knowledge by completing in-house training and SDPR tasks.

	12
	Responsible for carrying out necessary financial duties according to the University Financial Regulations i.e. financial transactions on the till, cashing up and storing of documentation.

	13
	To assist other areas of the department with sales and admin support, undertake areas of responsibility or support projects when necessary and if deemed appropriate by the Head Receptionist or Sports Operations Manager.

	14
	In the absence of the Head Receptionist assist with the day to day running of reception ensuring rotas are staffed and delivery of a high level of service is maintained.

	You will from time to time be required to undertake other duties of a similar nature as reasonably required by your line manager. You are required to follow all University policies and procedures at all times and take account of University guidance.
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Person Specification

	Criteria
	Essential
	Desirable
	Assessed by

	 
	 
	 
	A/F
	I/T
	R

	Qualifications:

Qualified to minimum of NVQ level 2/GCSE level or equivalent qualifications or experience
	(
	
	(
	
	

	
	
	
	
	
	

	Experience/Knowledge:

Experience within sport industry or Higher Education environment.
	
	(
	(
	(
	

	Experience of working in a frontline customer service / Reception role preferably with booking systems
	(
	
	(
	(
	

	Excellent understanding of customer care / delivery of service
	(
	
	(
	(
	

	Experience with cash handling and following financial procedures
	(
	
	(
	(
	

	Knowledge of IT including Microsoft Word, Excel, Outlook, and other IT packages
	
	(
	(
	(
	

	
	
	
	
	
	

	Skills:

Ability to work alone or as a team member and have excellent organisational skills with the ability to prioritise and multi-task
	(
	
	(
	(
	

	Excellent interpersonal skills and confidence to communicate effectively and build relationships with colleagues, University staff and NGB users within the STV
	(
	
	(
	(
	

	Confidence, tact, and skill in dealing with people of all ages and cultural backgrounds
	(
	
	(
	(
	

	Ability to handle confidential information and follow GDPR guidelines
	(
	
	(
	(
	

	
	
	
	
	
	

	Attributes:

Display a helpful, friendly, sensitive, and professional attitude at all times
	(
	
	(
	(
	

	Show enthusiasm and the ability to work calmly under pressure within a busy environment
	(
	
	(
	(
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	Effective Behaviours Framework
The University has identified a set of effective behaviours which we value and have found to be consistent with high performance across the organisation.   Part of the selection process for this post will be to assess whether candidates have demonstrably exhibited these behaviours previously. 


	Managing self and personal skills:

Willing and able to assess and apply own skills, abilities and experience.  Being aware of own behaviour and how it impacts on others.



	Delivering excellent service:

Providing the best quality service to all students and staff and to external customers e.g. clients, suppliers. Building genuine and open long-term relationships in order to drive up service standards.

  

	Finding innovative solutions:

Taking a holistic view and working enthusiastically and with creativity to analyse problems and develop innovative and workable solutions.  Identifying opportunities for innovation.

  

	Embracing change:

Adjusting to unfamiliar situations, demands and changing roles.  Seeing change as an opportunity and being receptive to new ideas.

 

	Using resources:

Making effective use of available resources including people, information, networks and budgets.  Being aware of the financial and commercial aspects of the University.



	Engaging with the big picture:

Seeing the work that you do in the context of the bigger picture e.g. in the context of what the University/other departments are striving to achieve and taking a long-term view.  Communicating vision clearly and enthusiastically to inspire and motivate others.

  

	Developing self and others:

Showing commitment to own development and supporting and encouraging others to develop their knowledge, skills and behaviours to enable them to reach their full potential for the wider benefit of the University.

  

	Working with people:

Working co-operatively with others in order to achieve objectives.  Demonstrating a commitment to diversity and applying a wider range of interpersonal skills. 

  

	Achieving results:

Planning and organising workloads to ensure that deadlines are met within resource constraints.  Consistently meeting objectives and success criteria.
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