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 EAST AYRSHIRE CITIZENS ADVICE BUREAU


 JOB DESCRIPTION -  Receptionist Kilmarnock Bureau


Employer:                      
East Ayrshire Citizens Advice Bureau
Job Title:                       
Part Time Receptionist – Kilmarnock Bureau
Salary: 
£15,435 - £16,191 pro rata 
Duration:


Part Time - 
21 hours per week/4 days





Monday : 
09.15 – 14.45





Tuesday :
09.15 – 15.15





Thursday : 
09.15 – 15.15





Friday : 
09.15 – 14.45
Location:

Kilmarnock bureau   
Responsible to:            
Kilmarnock Operations Manager
Summary of Job Remit

To provide exemplary Customer Service to all visitors arriving at the Kilmarnock bureau including the provision of basic information and ensuring that clients are provided with an exceptional client experience whilst at the Kilmarnock bureau.  
To support and work with other members of the EACAB team ensuring that bureau policies and procedures are adhered to and that suggestions are made for future improvements to said policies and procedures.
Main Responsibilities
· Welcome all visitors to the Kilmarnock bureau contact area ensuring that clients are kept fully aware of appointment allocation and waiting times  

· Maintain client confidentiality at all times
· Take responsibility for the presentation of the Kilmarnock bureau reception area including poster and leaflet displays and leaflet availability.

· Establish registration status of clients using the CASTLE system at the first point of contact and provide relevant self- triage documentation for completion once identified.

· Identify and schedule in appropriate interview times with a generalist adviser, consulting the relevant Bureau Support Worker when required, using the electronic diary system as outlined in the Bureau Policies and Procedures guides.

· Provide basic signposting information to clients when appropriate

· Ensure that EACAB colleagues are made aware of clients arriving for both drop in and scheduled appointments at the earliest opportunity

· Keep bureau support worker regularly appraised of waiting times, complaints, and other factors that may be disruptive to an exemplary client experience  

· Carry out scanning and photocopying for clients not wishing to leave original documents

· To operate the bureau appointment reminder system ensuring that clients are provided with a reminder two days prior to their appointment and rescheduling appointments with the relevant adviser should the need arise, logging actions taken on the CASTLE system.  
· To issue and assist with the completion and collation of client satisfaction surveys when required to provide constructive feedback for the office to build upon
General Responsibilities
· Work within and contribute to the agreed bureau systems and procedures
· Ensure professional attitudes and behaviours are demonstrated at all times with all EACAB stakeholders. No complaints are received re personal behaviours and attitudes.

· Work co-operatively with other agencies and community groups to improve the provision, standard and accessibility of the EACAB service

· Attend staff/team meetings as required
· Identify and discuss  own training and development needs

· Abide by the health and safety guidelines and share responsibility for own safety and that of colleagues and where appropriate visitors to the bureau.
· Undertake any other duties and responsibilities which may reasonably be determined by the line Manager
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