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EAST AYRSHIRE CITIZENS ADVICE BUREAU 

Job Description: Receptionist (Cumnock)
Employer:                      
East Ayrshire Citizens Advice Bureau

Job Title:                       
Receptionist 
Salary:


£19,838 per annum (Living Wage Hourly Rate)





Plus 5% employer contribution to auto-enrolment pension
Duration:


35 hours per week 




Monday – Thursday 9.00am – 5.00pm





Friday 9.00am – 4.00pm
Location:
 Cumnock Bureau   

Responsible to:            
Customer Service Supervisor
Summary of Job Remit

To provide exemplary Customer Service to all visitors arriving at the Cumnock bureau including the provision of basic information and ensuring that clients are provided with an exceptional client experience whilst at the Cumnock 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 Cumnock 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 Cumnock bureau interview rooms and 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
· Take responsibility for the presentation of the Training Room and Kitchen areas within the Cumnock office ensuring they are well maintained, stocked with supplies and administer the Training Room bookings, preparing the room as required for events.
· 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
· To produce typed letters, documents and reports are required.

· To receive and open all incoming mail to the bureau and passing to the relevant member of staff by scanning and distributing.

· To process outgoing mail ensuring correct postage is selected and record details within the mail post book.

General Responsibilities

· To be considerate of and respectful to colleagues and client’s needs and limitations and act in a supportive manner as outlined the CAB aims and principles.

· Ensure that professional attitudes and behaviours are demonstrated at all times with all EACAB stakeholders

· To work co-operatively with other agencies and community groups within East Ayrshire (and wider where necessity dictates) to improve the provision, standard and accessibility of advice. 

· To consider the impact of actions on the rest of the business

· To abide by the health and safety guidelines of the bureau and share responsibility for own safety and that of others

· Keep updated with, work within and contribute to the ongoing enhancement of bureau systems, policies and procedures

· To contribute to the identification of own training and development needs

· To attend and actively participate in staff/team meetings as required

· To check, read and where necessary respond to email on a daily basis ensuring that all deadlines are met

· Whilst your main office base is Cumnock office, there may be infrequent occasions when you are asked to work in other locations.

· To undertake any other duties and responsibilities which may reasonably be determined by the Manager 
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