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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: Customer Care Team Leader - Accounts
	Job ref no: CSS-0065-25-A

	Grade:  5
	Department: Clinical Sciences & Services, Queen Mother Hospital for Animals

	Accountable to: Client Services Manager
	Responsible for: Accounts Client Services Coordinator Team


	Job summary: 
The Queen Mother Hospital for Animals (QMHA) is the UK’s largest small animal veterinary teaching hospital offering high quality compassionate veterinary care in support of the RVC’s educational objectives, contributing to clinical research and offering access to high quality compassionate veterinary care and advice.

Reporting to the Client Services Manager, the Accounts Team Leader will be responsible for the delivery of a first-class service for hospital clients, forming a vital link between all groups and the hospital clinical teams. You will be responsible for leading the Accounts department within the Client Services team ensuring ownership and responsibility to achieve the company’s strategic objectives. 

· The post holder will work closely with all Front of House teams including the Client Liaison Manager 

· Conduct regular one-to-one review meetings, setting objectives and monitoring progress as part of the appraisal process for the Accounts team

· The post holder will be responsible for answering queries and investigating complaints related to customer accounts 

· The post holder will initiate and participate in process improvements, ensuring all accounts processes are kept up to date and all team members are fully trained 

· The post holder will be responsible for reconciling daily transactions and closing month end accounts

· The post holder will be responsible for covering any gaps in the accounts team to ensure all tasks are completed within set timescales

· The post holder will be responsible for ensuring all invoices are closed and clients pay at time of discharge

· The post holder will be responsible for ensuring the team has a clear strategy and plan of work, and all month end targets are achieved 

· The post holder will be responsible for managing debt, working with the central debt management team

· To identify training and development needs for individuals and the team and deal with staffing issues relating to performance

· Ensure compliance with the applicable processes

· Seek opportunities to drive improvement and drive a culture of keeping things simple within the team

· To ensure compliance with relevant University policies and procedures




	Competency: Communication
Key tasks: 
· Lead by example, ensuring excellent customer service. To effectively communicate with all internal and external clients at all levels.
· To demonstrate excellent oral and written communication skills. To effectively communicate with all internal and external clients at all levels.
· To use a variety of software packages such as Microsoft Word, Excel, and Power point to produce high quality reports, document processes, update policies and maintain spreadsheets.
· To deal with client complaints and demonstrate tact, discretion, and assertiveness in the resolution of sensitive issues.
· To chair regular team meetings.
· To be able to keep calm when under pressure both on the phone and face to face.

· To be confident in using the telephone contact centre system (Buzzeasy) providing support and training to the team.

· Confidence in using our patient databases, providing support and training to the team.
· To be confident in asking framed questions to clients to ensure accuracy at relaying oral and written information to clinicians. 
· Ensuring all Accounts calls are answered efficiently within targeted goals and accurately recorded to help achieve key performance indicators for the hospital.

· Build rapport and collaborate with all relevant departments to ensure all invoices are correct and sent to clients within the agreed timeframes.
· Ensure that the QMHA Accounts mailbox is monitored and actioned.
· To ensure the team works accurately, make an appropriate judgment on the next action and take ownership to completion where needed.

· Ensure all month end processes are completed, including sending statements, internal transfers and producing all month end figures for the Accounts team, Client Services Manager and Operations Director.
· Ensure all payments and deposits are taken and recorded accurately on the client/patient database for processing by OOH Team and Accounts.

· Ensure all Client Consent forms are actioned at time of admit.

· To ensure that the team address any previous bad debtors and be confident in collecting that debt.

· To ensure all Direct and Indirect Claims are actioned after discharge of patient.
· To hand over appropriate information with team members during shift and shift/team changes to ensure a high level and continuity of customer service is provided and all tasks within the team are covered.
· Ensure the team are accurately capturing data from clients and adhere to GDPR guidance.

	Competency: Teamwork and Motivation
Key tasks: 
· To be a key player in bringing all Front of House teams together, lining up procedures and processes.

· To be confident in people management, coaching and mentoring.

· Assist in resolving team problems and confident in dealing with conflict in a positive manner.
· To actively promote a positive approach to change implementation.
· To set and monitor high quality service standards.
· To perform annual and mid-year review appraisals including personal development for each member of the Accounts team.
· To work with Client Service Manager and OOH Team Leader to support and encourage all Non-Clinical Support Service teams to deliver excellent customer care.
· To provide a positive, motivational attitude to the Accounts team and be proactive building good relationships with all internal teams.

· To provide flexibility in working hours to give accounts management cover as and when needed.
· To be proactive in your own and your team’s personal development. To take part in internal and external training and professional development as required.
· To adhere to dress code policy and wear branded uniform to represent a sense of togetherness 

	Competency: Liaison and Networking
Key tasks:
· To work with all QMHA/ RVC teams to ensure timely and effective management of information requests.
· To work with all RVC departments towards common goals.

· Continually develop and maintain a network of useful contacts within and outside of the RVC.

	Competency: Service Delivery
Key tasks:
· To manage and lead the Accounts team by example and ensure an excellent client/patient journey.
· To ensure the smooth running of Front of House and ensure delivery of high-quality customer care service.
· To ensure all Accounts procedures and policies are regularly reviewed and updated on SharePoint.
· To support and deputise on behalf of the Client Service Manager.
· First point of contact for Clinical teams regarding client issues and financial concerns.
· To investigate and resolve client queries / complaints, identify root causes, and make future recommendations.
· To assist in the implementation of new working practices to enhance service development.
· To assist in the collation of data for the purpose of audit, research, and service performance.
· To ensure that all agreed operational changes / improvements are implemented effectively and on time.

	Competency: Planning and Organising Resources
Key tasks: 

· To manage own workload and act independently using own initiative seeking advice where necessary from the Client Service Manger ensuring confidentiality is always maintained.
· To prioritise and distribute workload within Accounts team.
· To monitor the accuracy of data capture thorough audits.
· To set clear objectives for the Accounts team in line with QMHA priorities and RVC strategy.
· To assist in the organisation of intern inductions.
· Make on-going assessments of required resources.



	Competency: Initiative and Problem Solving
Key tasks: 
· To take the lead in improvement of Accounts and accounts services.

· To review processes in response to problems and make recommendations for change to the Client Services Manager.

· To demonstrate a proactive and positive attitude to queries/complaints seeking solution.
· To display flexibility when confronted with unexpected problems or last-minute requests.
· To assist Client Service Manager in recommendations for future development of Non-Clinical Support Service teams

	Competency: Information Resources

Key tasks:
· To regularly access and utilise internal and external information and data sources to interpret and present information

	Competency: Work Environment
Key tasks: 
· Ensure the team are proud of their place of work and act accordingly.

· To ensure high standards of hygiene and tidiness in all working areas 
· Promptly report IT malfunctions and notify Client Services Manager if the system down will impact the business operations 
· To ensure all Front of House equipment is in good working order and report any outstanding issues in the correct way.
· To report any IT, maintenance, or cleaning issues through the correct channels.
· To comply with all Health & Safety regulations.
· To withhold our RVC Behaviours Framework, designed to enhance individual and organisational performance, with regards to self, to others and to the wider community.


	Flexibility: 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. There may be a requirement to work varying core hours, or on occasion to work outside normal hours, to ensure that service commitments are met.


