NUNEATON & BEDWORTH LEISURE TRUST

ROLE DESCRIPTION
	Role Title:

	Receptionist

	Primary Location: 


	Empire Gym & Studios

	Responsible to:

	Empire Reception Manager



JOB PURPOSE

1. To positively promote the facility through high standards and excellent customer service.
	2.

3.

4.

	To coordinate the day to day reception and sales operations and ensure that proper controls and adequate records are maintained.

To actively promote and sell gym & studio activities and memberships.
To fulfil the sites admin functions.


NBLT STANDARDS

All employees are required to apply the NBLT standards in their role.

	1.


	To assist in delivering NBLT’s Business Plan and performance targets.



	2.


	To adhere to all NBLT policies and operating procedures. 

	3.


	To assist in fostering a creative and open environment within the Trust, where employees feel supported, involved and consulted sharing information with others, showing mutual respect.



	4.


	To respond positively to change, trying out new ideas, where possible making use of the technology available to improve service delivery.



	5.


	To ensure that the highest level of customer service is provided and that customer satisfaction is maintained.  This includes:

(a) (a) Treat customers better than they would expect to be treated themselves;

(b) Always approach the customer in a friendly and professional manner.  Welcome them with a smile; be helpful and informative;

(c) Ensure you, your area and your site are always presentable.



	6.
	As well as point 5 above, to act at all times in accordance with the Standards for your particular area of work.
 

	7.
	To carry out all the work within the spirit and intention of equal opportunities.



	8.
	To work in accordance with the Health and Safety at Work etc. Act 1974.


	9.
	To undertake personal development commensurate with the duties and responsibilities and development of the role.




KEY RESPONSIBILITIES AND ACCOUNTABILITIES 

	1.

	To positively promote the facility through high standards and excellent customer service.

	
	

	2.


	To act as the first point of contact with customers and provide an efficient, helpful and cheerful service.


	3.


	To respond to telephone & all other enquiries and provide appropriate information in a friendly and polite manner.


	4.
	To attain a sound knowledge of the facilities and activities offered in the facility and related booking and administrative systems.


	5.
	To deal with membership enquiries, sign ups and show rounds and actively sell and promote the goods and services provided within the facility.


	6.
	To receive payment for activities from customers using the centre.


	7.

8.
	To actively sell and promote Nuneaton and Bedworth Leisure Trust’s membership schemes and deal with any administration and changing details as required.

To work with Head Office/sites to ensure that all information is reliable and held correctly.



	9.
	To assist the Empire Reception Manager and team as appropriate, including any other duties as required commensurate with the post.



	10.
	To carry out any other reasonable tasks as may be requested from time to time by management.



	SPECIAL CONDITIONS:


	

	Required to work unsociable hours including evenings and weekends as the post requires.

	

	PREPARED BY:
	Empire Manager

	AGREED BY POSTHOLDER:
	


Review Arrangements

The details contained in this role description reflect the content of the role at the date it was prepared.  It should be remembered, however, that it is inevitable that over time, the nature of individual jobs will change, existing duties may no longer be required and other duties may be gained without changing the general nature of the duties or the level of responsibility entailed.  Consequently, NBLT will expect to review this role description from time to time and will consult with the post-holder at the appropriate time.
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Person Specification

Receptionist
	NOTE TO APPLICANTS

Whilst all criteria on the specification are important, those marked ‘E’ are the essential requirements.  You should pay particular attention to these points and provide evidence and examples of meeting them.  Failure to do so may mean that you will not be invited for interview.

	

	Category
	E/D
	Criteria

Indicate E (Essential) or D (Desirable)
	Method of assessment

	Experience
	E

E

E
E
	Experience of working in a customer focussed environment with particular reference to customer interactions and telephone answering.

Experience of cash handling and credit card transactions through XN till systems. 
Numeracy skills sufficient for the accurate reconciliation of monies.
Experience of using a computerised front of house system including customer record maintenance and direct debit processing.

	2 & 4

2 & 4
2 & 4
2 & 4

	Qualifications/ Attainments

	D
D

E
	Customer service  NVQ 

Evidence of computer literacy eg ECDL/CLAIT/IBT2
Recognised qualification in Health & Fitness
	2 & 5
2 & 5

2 & 5

	Knowledge, Skills and Abilities
	E

E

E
D

	Excellent communication skills both written and verbal.

Excellent organisational skills along with the ability to work on own initiative.

Good working knowledge of a computerised till systems especially XN.
Booking systems and Microsoft applications.
	2 & 4

2 & 4

2 & 4
2 & 4

	Personal Qualities
	E

E

E

E
	High levels of integrity, honesty, enthusiasm and commitment.
Confident and welcoming approach in dealing with people.

Ability to deal effectively with demanding situations.

Ability to work as part of a team.

	2 & 4

4

4

4

	Other Factors
	E

E
	Must be flexible to cover shifts at short notice, including evenings and weekends.
Must have an excellent attendance record

	4

5


Method of Assessment

1= test (psychometric, pool, practical)

2= application form 

3= exercise (computer, in-tray, written)

4= interview 

5= documentary evidence (e.g. certificates, references, portfolio)

6= presentation

SENDING YOUR APPLICATION

If you are interested in applying then please email your application and curriculum vitae to stuart.gealy@nbleisuretrust.org 

