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Receptionist
Level: 3
Responsible To:   			 Responsible For:
Duty Manager				 N/A

About the job:
As part of the Council’s Leisure Services team, you will be responsible for having direct contact with customers whilst carrying out a broad range of duties in order to maintain a high standard of customer focused service, ensuring they can make full and safe use of the leisure facilities.

Role:
As a vital member of the team, you will be the first point of contact for our members. Your attitude, professionalism and willingness to help will ensure a positive experience and reflect the high standards of our facility.
Provide ongoing support to colleagues and users of the centres in various areas and roles, including meeting and greeting centre users, taking bookings and payments, answering phone calls and emails from centre users, with a focus on frontline service delivery.
Support inclusive access for people of all ages, backgrounds and abilities.
[bookmark: _Hlk223610502]Assist with the promotion of benefits and upselling of membership packages whilst having good knowledge of the terms and conditions. 
Handle cash, card and other digital transactions in line with the organisation’s financial procedures. Helping to ensure the company follow cash handling regulations. Reporting any financial irregularities and assisting in the process of identifying till variances.
[bookmark: _Hlk69725243]Follow all relevant compliance guidelines such as ensuring GPDR regulations regarding data protection of customer’s personal details and banking information are adhered to at all times when handling membership data.
Comply with all aspects of the Emergency Action Plan (EAP) and Normal Operating Procedure (NOP), ensuring health and safety procedures and guidelines are adhered to at all times. Assisting in the safe evacuation of the premises.
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Responsibilities:

Team:
· You will prioritise team objectives over individual objectives.
· You will support and respect your colleagues at all times.
· You will work together to share knowledge and experiences to improve your service.
· You will participate in development activities as required.
· As required, take responsibility for the rapid and effective application of lifesaving skills.

Corporate:
· You will carry out your duties and responsibilities in line with the Health & Safety Policy and associated legislation.
· You will actively engage with customer care, value for money and performance management.
· Your duties will be carried out in line with our equality scheme.
· You will be compliant at all times with GDPR and data protection legislation.
· In line with the Digital Strategy you will actively support the use of digital systems in all aspects of work.
· Compliance and commitment to Council’s Safeguarding Policies and relevant legislation
· All other duties and responsibilities as appropriate in order for the post to be carried out effectively

Organisational:
· You will be prepared to take on responsibilities and projects that may be outside of your normal work area but are relevant to your role.
· [bookmark: _Hlk1381256]You will support an inclusive culture which provides opportunities for everyone to participate and progress.
· You will support effective relationships across all Directorates, with stakeholders, external partners and the public to ensure the Council’s priorities and objectives are met.
· To adhere to the Council’s Data Quality Policy at all times by ensuring the high standard and accuracy of information is produced by the postholder, and to undertake any roles and specific duties in line with the Council’s Data Quality Policy and Performance Management Framework
· You will positively promote and represent the Council at all times.
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Qualifications
· A good standard of numeracy and literacy demonstrated through either qualification or previous experience
· Enhanced DBS (this will be provided if you do not currently hold this)
· A first aid qualification is desirable but not essential

Experience
· Experience in leisure industry or a service led background.
· Experience in a customer facing role


Skills & Abilities
· [bookmark: _Hlk3464753]Work across teams in a positive and constructive manner to achieve results.
· Use of IT Systems.
· Customer care and excellent communication skills.
· Can demonstrate flexibility and adaptability to meet the needs of the customer and service.
· Ability to detail with customers of all age groups and levels of ability.
· Display a high degree of initiative and, personal integrity and motivation.
· Basic numeracy skills, e.g. cash transactions, count stock, read and understand measurements.









 You will play a key part in our organisational culture:

FORWARD THINKING – Looks ahead to the consequences of decisions and actions

RESPECT – Considers impact of all actions on the customer

PROFESSIONAL – Demonstrates high standards of professional behaviour and integrity

PRIDE – Creates a positive and upbeat culture amongst colleagues

ONE TEAM, ONE COUNCIL – Takes initiative to seek out and communicate information relevant to own and team role
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