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JOB DESCRIPTION
This form summarises the purpose of the job and lists its key tasks.
It may be varied from time to time at the discretion of the College in consultation with the post holder.
	Job Title: Trainee Veterinary Receptionist (Apprentice)

	Job ref no:  CSS-300-23

	Grade:  Apprenticeship
	Department:  Clinical Science & Services, Beaumont Sainsbury Animal Hospital

	Accountable to:  Client Services Manager
	Responsible for: N/A


	Job summary:
Undertake Veterinary Receptionist training and achieve a Customer Service Practitioner (Level 2 Apprenticeship) and the VetSkill Level 2 Certificate for Veterinary Receptionists, while working alongside an experienced veterinary reception team. You will be learning and contributing the hospital services standards and performance via excellent customer service and reliable administration support.

Complete College work as required and meet targets as outlined by course tutors.

You will be required to undertake work in all aspects of our busy reception team. Specific tasks will be allocated to you during your probation and can be reviewed in discussion with your team and line manager.
Primary duties include:
Be part of a first class reception team, providing a welcoming, informative and professional service to all clients, visitors and members of the public.

Responsible for the growth of the veterinary hospital business through increased bookings, client retention and new client registrations.

To build client rapport and make recommendations of hospital services through pro active customer service and a caring approach to all clients & partners, including the investigations and resolution of queries and complaints.

To increase waiting room and preventative health care product sales through responsible recommendation in line with clinical policies and patient wellness protocols
To reduce financial risk through strong account management and the reduction of aged debt.

To provide administrative support to the hospital teams through managing the appointment diary, medication collections,  client reminders, and reviewing and recovering insurance payments.
To ensure a positive client experience when entering the hospital by maintaining waiting room cleanliness, hygeine and staff presentation.


	Competency: Communication skills
Key tasks:
Excellent oral and written communication skills in English.

A positive, enthusiastic approach to client contacts and queries.

Accurately record information received (via face to face or the telephone) from clients or other agencies on the computer or using the message board system.

To offer a pro-active service to clients with accurate, helpful knowledge relating to hospital policies, services and preventative health care and waiting room products.   

To deal professionally and sympathetically with pet owners in conflict situations.
Use tact and discretion when working with sensitive issues.

Handle pressurised situations calmly and deal professionally with all individuals involved.

	Competency: Service Delivery
Key tasks:
Offer a high standard of out-patient services and in-patient enquiries

Ensure high standards of customer service benchmarks are met including phone call to booking conversions and increased uptake of hospital services and recommendations.
Ensure the smooth running of appointments and discharges by effective, positive communication between clients, nurses and vets. 

Provide high standards of cash handling and transaction recording and inform the reception manager of discrepancies after investigation.

Assist the reception manager to ensure security and Health and Safety measures relating to the reception area are followed by clients, staff and students.

Carry out high standards of organisation in the filing systems for all paperwork records.

Undertake regular archiving and confidential disposal of out of date information.   

Apply high standards of hygiene and tidiness in the reception and waiting room areas inlcuding cleaning after patients.
Appear professional, adhere to dress code requirements and wear name badge at all times.

	Competency:  Knowledge and Experience

Key tasks: 
Complete a reputable pet nutrion course such as Hills Pet Nutrition in order to provide basic dietary advice.

Attend ongoing training sessions on preventative health care products and waiting room stock to facilitate client advice in line with hospital policies and procedures.

Provide initial triage assessment and advice in line with receptionist triage training.

Attendance at monthly staff meetings, participation in the appraisal process and regular training seminars are a requirement of the position.

	Competency:  Planning and Organisation
Key tasks: 
Book appointments and operations with reference to staffing levels and emergencies on any given day.

Demonstrate strong time management skills utilising all available time to complete administration tasks alongside customer facing tasks.

	Competency: Initiative & Problem Solving
Key tasks:
Wherever possible, pre-empt potential problems and find solutions on a day to day basis. 

Communicate politely and professionally with dissatisfied customers, preventing escalation and finding solutions.

Pass on accurately documented information to the management team when further intervention is required.

Plan own work but be flexible and able to reprioritise. 

Ensure reception equipment/machinery is in good working order and organise repairs if necessary.

	Competency: Teaching & Training
Key tasks:

Ensure a high standard of first opinion practice is demonstrated to the veterinary students (clinical standards, professional standards, financial and clinical governance).

Provide instruction and guidance to students and staff new to the hospital.

	Competency:  Teamwork and Motivation
Key tasks:  
Interact proactively and positively with other team members, vets, nurses and management.

Assist in the changes for the team rota in the event of sickness or holidays positively and effectively.  

Work within the reception team and with other hospital teams, to ensure reassurance, satisfaction, client retention and business growth.

Share in the reception duties on a rotational basis including fire marshalling, health and safety duties, stock ordering, administration tasks and items deemed necessary for an efficient and safe environment.

	Competency: Flexibility 

Key tasks:
A share of the weekend, on call and bank holiday rotations is required in order to care for our in-patients.
Maintain a flexible approach and dedication to work in a busy environment.

To deliver services effectively, a degree of flexibility is needed, and the post holder may be required to perform work not specifically referred to above.


