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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: Equine Client Coordinator
	Job ref no: CSS-0033-26

	Grade: 3 

	Department: Clinical Science and Services Equine Referral Hospital

	Accountable to: Administration Manager
	Responsible for: N/A


	Job summary:

To provide a first-class customer focused service for all Equine Referral Hospital and Equine Practice clients. With the support of a multi skilled team, deliver a high standard of service to referring veterinary surgeons, animal owners and visitors, forming a vital link between these groups and the hospitals clinical and support staff.


	Competency: Communication Skills.
Key tasks:
Communicate clearly with animal owners, veterinary surgeons, insurance companies, students, other members of staff and colleagues across the College.
Maintain good communication with all hospital and equine practice staff via email, telephone, radio and text.

Communicate a positive and professional image of the equine hospital and equine practice at all times.

Communicate any changes to policy or procedure to all other members of staff when required.
Understand clearly the needs and expectations of line manager, co-workers and clients through active listening and reflect your understanding back to them.

	Competency: Service Delivery.
Key tasks:
Provide outstanding customer service to all clients at all times by greeting clients and visitors upon their arrival.

Answering telephone calls from veterinary surgeons and making appointments for their clients.

Booking clients into the hospitals computerised appointment system.

Ensuring total customer satisfaction from admissions through to discharge of cases.

At all times ensuring customer waiting area is clean and tidy and all educational and advertised material is updated.

Maintaining case record databases.

To ensure that all discharge instructions are emailed to the referring vet immediately upon discharge of the animal.
Keeping clients informed at all stages of any delays in appointments and being available to talk to clients if any front of house issues arises.
Receiving and processing payments by cash, cheque and credit card.
Reconciling daily/weekly/monthly accounts and banking procedures.
Ensure that payments are taken and processed according to standard procedures.

Ensure that all costs are captured and applied correctly to client accounts accurately and invoices are raised correctly.

Processing insurance claims on behalf of clients, including liaising with insurance companies as required.
Producing monthly reports and client statements, taking appropriate action where necessary.

Be actively involved in the aged debt process in line with policy and procedure. 
Ensure that all service delivery tasks are carried out in accordance with hospital policies and procedures. 



	Competency: Decision Making. 

Key Tasks:

Assess client debtors and account queries to ensure all accounts have the correct account type heading.

Ensure all debt issues are actioned and discussed at regular intervals with hospital / practice manager to ensure the corrective action is taken at the appropriate time.

Assess and advise on process changes needed to ensure all information is captured and displayed correctly for action.

	Competency: Planning and Organisation.
Key tasks:
Prioritising your work for each day/week/month in liaison with team members and the Client Co-ordinator team leader.

Ensure that workspace is kept organised and tidy.


	Competency: Initiative and Problem Solving.
Key tasks:

Deal with day-to-day issues that may occur within the reception area.

Anticipate and identify potential problems early so that they can be resolved promptly with minimal impact.
Use skills and appropriate judgment to know when to seek assistance in problem solving.

	Competency: Knowledge and Experience.

Key tasks:

· Must have a good knowledge of equine anatomy and physiology.

· Must be proficient in the use of all Microsoft packages.
· Must be willing to learn new skill sets to help with a variety of administrative tasks.
· Ability to assess difficult situations and act accordingly.



	Competency: Health & Safety.
Key tasks:

· Adherence to the Health & Safety policy of the Royal Veterinary College.
· Adherence to all unit standard operating procedures and protocols.

· Ensure all legislative requirements are adhered to and met.



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


