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Volunteer Receptionist

Role Description




	Role
	Volunteer Receptionist
	
	

	Purpose
	To provide a warm welcome to everyone using Sahir House.

	Key Activities
	· To greet visitors & users into the building 
· Ensure people sign in & out of the building
· Answers telephone calls
· Record telephone messages 

	Do’s & Don’ts


	Do
General Reception Duties 

· Be aware that reception is first point of contact for service users & visitors and greet visitors & callers professionally

· Attend reception induction & familiarise with reception manual

· Keep noise levels low in order for courteous responses
· If unsure how to respond to a call or a visitor, contact a staff member immediately for assistance 

· Ask to spell names, places, etc if unsure & repeat back

· Assistance with general admin duties

· Refresh new signing in sheets as & when required
· Sign up, in advance is possible, on rota

· Inform a staff member when taking a break or away from the reception area

· Leave workstation clean & tidy ready for next shift

Telephone 
· Answer calls in a friendly & professional tone

· Allow phone to ring twice before answering

· Be aware of staff who share the same/similar names
· Announce transferred calls

· Record all messages fully in message book

Visitors to the building
· Ensure lock is on the ‘airlock’ door at all times
· Be polite & discreet when welcoming visitors into the building

· Meet the visitor at the reception hatch in a friendly manner

· Be aware of any access needs e.g. loop system, prams, etc

· Ensure all building users sign in & out

· Show visitors to the info area & inform staff of their arrival
· Inform a staff member if a visitor requires the ramp

· Help open doors for visitors with prams, luggage, etc
Don’t
· If a caller asks for the address, remember that it is confidential. Politely ask for what purpose they need this information. If in doubt don’t disclose address of the organisation & refer to a staff member
· Remove signing in sheets at any time

· Leave reception unattended without informing staff member
· Eat food whilst staffing reception
· Use reception space for confidential discussions

· Be in reception (‘hang out’) if you’re not staffing reception 
· Use Sahir House reception phone for personal calls 
· Enter the member’s drop in. Use upstairs for refreshments.

· Lift prams into the building.

	Commitment


	You must have some weekday daytime availability
· AM rota 9.30am – 1pm & PM rota 1pm – 5pm

· A commitment to attend a minimum of 10 hours of update training, Impact or skills development activities per year

· A commitment to attend a minimum of 3 Volunteer Support Team Meetings as required per year

	Location
	Sahir House 

	Restrictions: 
	None

	Skills/experience/personal qualities required
	General

You must be able to:

· Work towards Sahir House’s aim of promoting the best practice of care for people living with HIV in Merseyside

· Be punctual & reliable

· Be respectful of others’ differences & choices

· Be committed to challenging stigma & prejudice

· Take responsibility for your own actions

· Maintain confidentiality at all times

· Give & receive feedback

· Communicate clearly in English

· Maintain clear boundaries

· Work to the Sahir House Volunteer Code of Conduct

· Work within Sahir House’s policies & procedures

Knowledge

You must be able to:

· Be familiar with Sahir House services & routes of HIV transmission

· Be familiar with staff names & roles

Skills/experience for this role:

For this role you need to be able to:

· Use telephone system efficiently – induction given
· Listen to others
· Clear verbal & written communications skills
· Empathise with others’ experiences

· Be non judgemental

	CRB required?
	No

	Monitoring
	Include volunteering in monthly volunteer activity sheet

	Supervision & support arrangements
	Supervision is provided by:

· Volunteer Receptionists are co-ordinated by the Finance & Administration Worker.  

· General supervision from Volunteer & Training Coordinator

	Training required
	· Sahir House New Volunteer Training

· Induction from Sahir House staff member

	Volunteer Expenses
	Claim as per the current policy

	Further Information
	For more information contact the Volunteer & Training Coordinator 

Tel: 0151 707 0606 or 708 9080      Email: cath@sahir.uk.com 
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