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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 postholder.
	Job Title: Client Services Coordinator (Front of House)

	Job ref no: CSS-0324-25

	Grade: 3

	Department: Clinical Science & Services – Queen Mother Hospital for Animals


	Accountable to: Customer Care Team Leader (Accounts)

	Responsible for: n/a


	Job summary:
To work within the Queen Mother Hospital for animals and provide, as part of a team, a first-class customer-focused service for hospital clients, referring veterinary surgeons and visitors, forming a vital link between these groups and the hospital clinical staff.



	Competency:   Communication Skills

Key tasks: 

· To demonstrate excellent oral and written communication skills.

· To effectively communicate with all internal and external clients.

· To ensure all messages taken are passed to the appropriate service/departments in a timely and accurate manner.

· To share appropriate information with team members during shift and shift changes to ensure a high level of customer service is provided.


	Competency: Service Delivery

Key tasks:

· To greet all clients and visitors calmly and professionally and be able to talk to them regarding any information they may need.

· To empathise with anxious or upset clients and be sensitive to their needs.

· To accurately record all information given by clients onto the CRM system and make appropriate judgment on the next action required.

· To enter, check and amend daily charges onto client accounts

· To deal professionally, sensitively, and promptly with all external and internal telephone calls.

· To ensure all payments/deposits are taken and recorded on the computer system in line with QMHA policies and targets.
· To respond to client queries in a professional manner

· Preparing client invoices
· To ensure completion of all processes on patient discharge.

· To complete insurance claim forms and resolve queries promptly and accurately.

· Working various shifts including weekends in accordance with a monthly produced team Rota.
· Engage in sustainable practices within the hospital following policies and procedures which contribute to the wider sustainability strategy of the RVC.



	Competency: Teamwork & Motivation

Key tasks:

· To provide a positive, motivational attitude as working as part of the team

· To attend and proactively participate in team meetings.

· To provide flexibility in working hours to provide cover as and when needed.

· To adhere to dress code requirements and always wear branded uniform.


	Competency: Liaison & Networking

Key tasks:

· To ensure accurate information is collated and prepared to enable you to do your job effectively.

· To build good working relationships with all QMHA staff to ensure the smooth running of the service we provide.


	Competency: Initiative & Problem Solving

Key tasks:

· Anticipate needs of clients/colleagues and act appropriately and promptly to meet these needs effectively.

· Take responsibility to deal with difficult situations professionally and escalate appropriately.

· Proactively offer suggestions/find solutions for day-to-day issues.

· Prioritise workload during each shift with the inclusion of pick up and drop tasks to meet targets.


	Competency: Work Environment

Key tasks:

· To ensure high standards of hygiene and tidiness in all working areas.

· To ensure all equipment is in good working order and report any outstanding issues to Client Services Manager.
· 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.

	Competency: Knowledge & Experience

Key tasks:

· To be familiar with all hospital protocols and processes and to ensure information used is accurate and up to date.

· To use all sources of information/resources available to instill client confidence in service provided.

· To ensure information used is up to date through Client Services Manager.


	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.


