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Job Title		 	Reception Office Manager
Responsible to 		Head of Business Administration
Hours of work 		8.30am-5pm Monday-Friday (Full or part-time considered)
Place of work/Base	Martin House
Type of contract	Permanent
Overall purpose of the role
To provide a welcoming and professional reception and telephone service and an efficient central support function for colleagues.
Tasks and duties
The Reception Manager is responsible for ensuring that the hospice Reception runs efficiently and effectively. They will work closely with colleagues and volunteers to ensure that the philosophy of welcome and care is extended at all times.
They will:
· Be the first point of contact for visitors to Martin House. (Families go directly to a separate reception in the new Children’s Wing) 
· Answer the main Hospice telephone line.
· Manage the reception email inbox.
· Manage the check-in process for visitors and contractors.
· Manage the small team of reception volunteers.
· Manage, with the support of volunteers, the receipt of donations and count and amalgamate them for banking.
· Assist colleagues with general administrative requirements.
· Receive incoming deliveries and arrange their swift forward movement.
· Manage and coordinate the postal services.
· Manage the petty cash service.
· Order and maintain stationery stock.
· Any other duties that may be reasonably requested.


Health & Safety
· To be aware of the safety needs of the children, colleagues volunteers and supporters and adopt a preventative safety approach to all times.
· To report all accidents incidents and untoward incidents 
· To be aware of your health and safety responsibilities as an employee and adhere to these.
Personal development
· To adopt a positive and reflective approach to personal and professional development.
· To participate constructively in a yearly annual appraisal.
· To undertake specific training and to remain updated.
This job description reflects the present requirements of the post and will form the basis of performance appraisal.  As duties and responsibilities change and develop the job description will be reviewed and necessary changes made with consultation.
Equality statement
Martin House is committed to providing care and improving services irrespective of race, ethnicity, disability, gender, religion or belief, age, marital status, or sexual orientation

Safeguarding Children, Young People and Vulnerable Adults 
Martin House is committed to safeguarding and promoting the welfare of children, young people and vulnerable adults and expects all employees to share this commitment. Recruitment checks are undertaken in accordance with safer recruitment standards and successful applicants may be required to undertake a DBS via the Disclosure and Barring Service. 
All Martin House employees are expected to
· Uphold the values of Martin House and behave in a professional manner at all times.
· Value equality and diversity and comply with relevant equality legislation.
· Attend 1:1s with line manager, team meetings and annual appraisals.
· Take part in all relevant mandatory training and any other education and training considered necessary to carry out the role.
· Take responsibility for one’s own personal development.
· Cooperate with colleagues, encourage and support positive working relationships (both internally and externally) and foster a culture of respect and consideration at work.
· Establish and maintain effective communication with relevant individuals and groups, both internally and externally.
· Take responsibility for one’s own health and safety and the health and safety of others whilst at work, and comply with Health and Safety legislation.
· Comply with information governance requirements and maintain confidentiality at all times, as required.
· Work within all Martin House policies and procedures.
· Communicate a positive image of Martin House and protect its reputation.
· Attend for work and events as and when required.
Staff who support Martin House volunteers are expected to
· Carry out effective inductions for new volunteers in your department
· Lead and guide volunteers, providing the support needed to maintain morale and enable them to work effectively
· Ensure all necessary local activity risk assessments, and policies are available and adhered to. 
· Supervise your volunteers appropriately in their day-to-day work and actively work to recognise the work that they do
· Ensure your volunteers have access to some personal time with you on a regular basis 
· Ensure that your volunteers have an annual opportunity to reflect on their volunteering role with you 
· Support appropriate volunteer learning and development within your team
· Play a role in the recruitment of new volunteers within your area
· Support and manage performance issues with volunteers fairly and sensitively, taking advice from the HR department where appropriate 



Person specification
Qualifications and work experience
Essential
1. GCSE A – C in English and Maths (or equivalent)
2. Experience of communicating confidently and sensitively with a wide range of people
3. Competent ICT skills including MS Office (Outlook, Word, Excel)
4. Experience of multi-tasking in a busy office environment
5. Experience of working both as part of a team and alone
Desirable
1. Experience in a customer-facing role
2. Experience of supervising staff/volunteers
3. Cash handling/banking/donations experience
4. Experience of working in a hospice/healthcare setting
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1. Ability to prioritise a range of hands-on, routine and challenging tasks in a proactive and efficient way
2. Excellent verbal and written communication and listening skills
3. Excellent organisational skills
4. Excellent interpersonal skills
5. Demonstrable commitment to maintaining own professional development
6. Flexible attitude towards work
7. Strong attention to detail
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1. Ability to work collaboratively and have a flexible approach as part of a small team
2. Ability to communicate sensitively with children and parents, in line with Martin
House’s values and expectations
3. Ability to demonstrate respect for children, young people, their families and colleagues
4. Helpful and pleasant manner with good organisational and communication skills
5. Reliable, discreet and trustworthy
6. Willingness to learn new skills and to pass on your knowledge to others
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