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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: Veterinary Receptionist


	Job ref no:  CSS-0288-25

	Grade:  2
	Department:  Clinical Science & Services, Beaumont Sainsbury Animal Hospital


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


	Job summary:

Provide an excellent standard of customer service led, reception duties and a compassionate and caring service. With responsibility for the growth of the veterinary hospital business through increased bookings, client retention and new client registrations.
Duties include: 

Providing administrative support to the hospital through client reminders, managing the appointment diary, investigation and resolution of queries and complaints and stock control.
Providing high standards of cash handling and transaction recording and inform the reception team leader of discrepancies after investigation.

Contributing positively towards the hospital goals for teaching, clinical research, and standards of customer service.

Modelling a respectful, effective, collaborative, collegial and supportive working relationship with all colleagues in the College to strengthen transdisciplinary teamwork to ensure delivery of optimum patient care, and customer service and adhere to the RVC's behaviour framework.

Providing a positive contribution to the hospital team environment to further the reputation and image of the Hospital and College with clients, students, and colleagues.


	Competency: Communication skills
Key tasks:

Ensure fluent and proactive communication between veterinary teams, administration staff and management. 
Understand the needs of clients & co-workers through active listening & reflect your understanding back to them.

Demonstrate a proactive and collaborative attitude to daily organization with all colleagues.

Use tact and discretion when working with sensitive and personal issues.

Demonstrate patience and positive communication skills with visitors, students, and staff at all times.


	Competency: Service Delivery
Key tasks:

Carry out the duties and responsibilities of allocated shifts to the highest standard, in accordance with relevant documentation including shift induction guides, daily, weekly, and monthly cleaning schedules, quality control and audits.

Maintain adequate and cost-effective stock control across all areas of reception.
Ensure ongoing review of Health and Safety procedures including risk assessments; perform duties in a safe manner.
Follow guidelines for patient/facility management for awarded accreditations including RCVS, ISFM & RWAF.

Ensure high standards of customer service benchmarks are met including phone call to booking conversions and increased uptake of hospital services and recommendations.

Apply high standards of hygiene and tidiness in the reception and waiting room areas including cleaning after patients.

Increase waiting room and preventative health sales through responsible recommendation in line with clinical policies.


	Competency:  Knowledge and Experience

Key tasks: 

Complete a reputable pet nutrition 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.

Maintaining any relevant qualification/registration, 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.

Organising the daily running of each allocated shift to ensure all allocated duties are completed as well as any associated infection control and equipment maintenance procedures.

Work on own initiative, with limited supervision.

Ensure medical records, discharge information and billing are suitably completed in a timely fashion by all staff.

Cooperate with and contribute to the development of hospital policies, protocols, clinical governance, and standards and communicate these to the wider team and owners to ensure compliance.


	Competency: Initiative & Problem Solving
Key tasks:
Ensure reception equipment/machinery is in good working order and organise repairs if necessary.

Participate in discussion of operational difficulties; cooperate and participate with positive suggestions for change.
Pre-empt potential problems and find solutions on a day-to-day basis, dealing proactively with client queries and concerns.

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

Attend courses to develop skills in areas of concern and be able to identify problem areas which require investigation.

Know where to look or who to approach if having difficulties themselves or other observed other people difficulties.

Ensure patient care is not compromised when unexpected events occur.



	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: 

Liaise with other areas and teams to ensure efficiency to meet and exceed the needs of patients.

Self-motivate and motivate others within the team.

Demonstrate full engagement and commitment to deliver effective patient care.
Lead by positive example of respect for all and demonstrate the RVC’s and the group’s values, selflessness, integrity, objectivity, accountability, openness, honesty, trust, and respect.

Engage in regular team meetings, be receptive to diverse viewpoints and promoting inclusivity.

To be reflective of own quality of work and behaviour and be approachable and provide encouraging support for team members and students.



	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.



