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	Receptionist
Job Description and Personal Specification

	
	

	Job title: 
	Receptionist

	Place of work:
	Community Links 

	Hours of work:
	Sessional hours including weekends

	Salary/Grade:
	Operational Support 

	Reports to:
	Facilities Manager

	Level of screening:
	Enhanced DBS

	

	Who we are



Community Links is a hub tackling health and social inequality in East London and beyond. We work alongside the community helping people of all ages reach their full potential. We take our local knowledge of what works to influence national decision making. We are proud to be part of Catch22.
[image: Catch22 | Our Vision]Our Mission: we work towards a world where your potential is not limited by your health or social circumstances.
Our Vision: we believe everyone can thrive if they have 3 basic things: good people around them, a good place to live and a purpose in life. We call these our 3Ps. 
Our Values: our ethos is to be driven by dreams and judged by delivery.
	Where you fit in

	Our reception at 105 Barking Road is where the vast majority of our 3,000 advice clients come through - by phone, email and in person. This is in addition to the 500 or so service users attending a variety of services operated from our hub each week. Our reception team are therefore our key ambassadors and must treat every service user regardless of background with the curtesy and the respect they deserve. They must also be adept at supporting our facilities team in providing broader building based support. 
The role of Receptionist is multi-faceted, ensuring reception operates smoothly, and that service users are supported with the best possible advice, in accordance with appropriate compliance standards. The role will support the delivery of an exceptional reception based service to all service users and staff, providing a strong platform for the organisation to deliver on its mission and vision in the community. Flexibility is key, as our building serves as a community hub, operating across the week and weekend. 

	Main Duties & Accountabilities



· Provide an outstanding reception-based service to ensure a warm and prompt welcome is provided to all visitors. 
· Provide support to events and meetings, ensuring front of house coverage during and after office hours. This includes evenings and weekends. 
· Work with relevant departments and tenants to manage the safe and effective foot flow of service users through reception. 
· Provide an effective, entry-level, advice triage service to service users, both in-person and over the phone. 
· Carry out Mainteno schedule of duties in a timely fashion and check these off in the Mainteno system. These are maintenance building related monitoring tasks.
· Proficiency at managing large numbers of incoming calls through a switchboard based system. 
· Work alongside colleagues in our internal advice services, ensuring referral pathways are kept up to date and that client data is recorded in a timely and accurate manner.
· Provide good financial governance by supporting invoicing and associated financial based processes.
· Support processing of expense claims as directed by Facilities Manager. 
· Manage all incoming and outgoing post and lead on the long term data archiving process. 
· Maintain and build communication with voluntary sector umbrella organisations.
· Maintaining/checking the order, stock and cleanliness of all public areas of the building, internal (lobbies, corridors, meeting rooms) and external areas with two daily walkarounds (morning and afternoon).
· To undertake key-holder tasks as directed by the Facilities Manager.
· Liaise with prospective tenants regarding room/space hire.
· Support tenant’s service user experience as directed by the Facilities Manager. 
· Manage meeting room bookings, as well as the set-up before meetings, greeting clients, preparing refreshments, and tidying the rooms post-meetings.
· Administer the stationery, refreshments purchasing process, and the maintaining of an accurate inventory of all supplies and equipment within the building.
· Ensure tea/coffee areas are presentable, neat, and fully stocked in all areas of the building.
· Employ the use of evaluative/illustrative methods to illustrate data trends/impact.
· Formulate, maintain, and update display data across the premises, including internal and external display boards.
· Provide onboarding and induction support to organisational volunteers and staff.
· Assist in the coordination of fire safety, ensuring checks that all fire exits are clear from obstruction and acting as a Fire Marshal taking a register in an evacuation.
· Managing the parking - bookings and ensuring only authorised users are parked.
· Take a strategic and proactive view of support based services within the borough.

	What does good look like for this role?



A superb first impression experience for service users and stakeholders alike, whether visiting reception in person, or calling and emailing the same. Taking steps to proactively ensure reception operates effectively, that communication with an evolving service user and staff base is transparent and purposeful, and that the Facilities Assistant and Manager are supported to ensure effective premises operation. Ensuring that advice triage at reception is effective, meaningful, and accurate. This will help us provide a solid foundation for Community Links’ work impacting the lives of 90,000 people a year.
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	Job Title: Person Specification

	COMPETENCY
	ESSENTIAL
	DESIRABLE
	ASSESSMENT

	QUALIFICATIONS
	· Minimum 5 GCSEs at grade A-C or equivalent 

	· Degree based qualification
· Customer Service and / or a Business Administration qualification

	CV/ Application/Interview

	KNOWLEDGE
	· Health and Safely in the workplace
· Working knowledge of data protection and GDPR standards 
· Customer service standards
· A basic understanding of welfare benefit principles, mainly Universal Credit and housing based support. 
· Complete Microsoft Office suite
· Knowledge of support and referral agencies relevant to the post
· Awareness of barriers affecting vulnerable people living in Newham


	· First Aid and Fire Warden trained 
· A basic understanding of working with leases
· Knowledge of the Children’s Act, safeguarding procedures, equality and diversity and other appropriate policies
· A strong understanding of key welfare benefit principles, including but not limited to Universal Credit, and Personal Independent Payments. 
	CV/ Application/Interview

	EXPERIENCE

	· Experience working within a demanding reception setting
· Using financial processing systems
· Working effectively in a team
· Managing conflicting demands
· Working experience of Microsoft Office packages including Excel, Word, and video conferencing software
· Illustrating and analysing data trends – both quantitatively and qualitatively
· Leading on front of house and building upkeep 
· Liaising with building tenants and associated service users

	· Experience working within the voluntary sector
· Experience working within an advice based setting/agency. 

	CV/ Application/Interview

	SKILLS & ABILITIES
	· Evidence of effective communication skills, written and spoken, appropriate for a wide range of audiences and formal report writing skills.
· Strong commitment to maximising opportunities for the organisation
· Proven ability to work collaboratively within a team and with a degree of independence
· Able to show initiative and constructively approach challenges
· Demonstrated ability to build positive, professional relationships with a range of external individuals and organisations
· Competence in Databases, Word, PowerPoint, and video conferencing packages 
· To be able to adopt a flexible approach to all aspects of work
· Able to set up meeting space, including associated technology 
· Problem solving and a “can do” attitude

	· Fluency in languages, in addition to English
	CV/ Application/Interview

	OTHER
	· Share Community Links and Catch22 values
· Awareness of and commitment to Equality & Diversity
· Willing to work flexibly, including regular weekend work
· Desire to develop and undertake training as required
	
	CV/ Application/Interview
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