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ROLE AND RESPONSIBILITIES
Receptionist

Role: The Receptionist is often the first point of contact for clients and visitors, playing a crucial role in creating a positive and professional first impression. This role involves managing front desk activities, providing administrative support, and ensuring a smooth and efficient operation of the reception area. The Receptionist must possess excellent communication skills, be well-organized, and have a strong customer service orientation.
Responsibilities: 
Front Desk Management:
1. Greeting Visitors
Welcome clients and visitors, ensuring they are comfortable and directing them to the appropriate personnel or office.
	
2. Telephone Handling
Answer, screen, and forward incoming phone calls while providing basic information when needed.

3. Appointment Scheduling
Schedule appointments for agents and manage the agency’s calendar.

4. Mail and Deliveries
Handle incoming and outgoing mail, including distribution and dispatch.
5. Visitor Records
Maintain visitor logs and ensure compliance with security procedures.
Administrative Support
1. Data Entry
Perform data entry tasks, including updating client information and policy details.
2. Document Management
Assist in the preparation of regularly scheduled reports, policy documents, and correspondence.
3. Office Supply Management
Monitor and maintain office supplies inventory, placing orders when necessary.
4. Meeting Preparation
Assist in preparing meeting rooms and materials for various meetings and preparations.

Customer Service
1. Client Assistance
Provide assistance and accurate information to clients on basic inquiries.
2. Feedback Collection
Collect and relay client feedback to appropriate agency staff.
3. Issue Escalation
Escalate client issues to relevant staff member or department promptly.
Facility Management:
1. Office Cleanliness and Organization
Ensure the reception area and meeting rooms are tidy and presentable.
2. Safety Procedures
Be aware of and adhere to safety procedures, including emergency evacuation routes.

Key Performance Indicators (KPI’s):

1. Customer Satisfaction
This is a key indicator of client satisfaction and the effectiveness of the Account Manager in maintaining strong relationships.

2. Call Handling Efficiency
Efficiency in managing incoming calls, including average handling time and call resolution.

3. Appointment Scheduling Accuracy
Accuracy and efficiency in scheduling and managing appointments.

4. Office Organization
Maintenance of a clean, organized, and well-stocked reception area.

5. Issue Resolution
Effectiveness in identifying, escalating, and assisting in the resolution of client issues.

6. Professionalism and Conduct
Adherence to professional standards in appearance, behavior, and communication.

7. Time Management
Efficiency in managing tasks and responsibilities within allotted time frames.

8. Team Support
Level of support and assistance provided to agency staff.
9. Administrative Accuracy
Accuracy in data entry, document preparation, and managing mail.

10. Compliance with Procedures
Adherence to agency policies and procedures, including safety protocols.
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