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	Function:
	Health & Care – Soft FM Services – Visitors Services  

	Position:  
	Visitors Services Team Leader  

	Job holder:
	Robert Deal

	Date (in job since):
	

	Immediate manager 
(N+1 Job title and name):
	Visitors Services Manager

	Additional reporting line to:
	Site Director(s) – Ipswich & Colchester

	Position location:
	Colchester General Hospital

	

	1.  Purpose of the Job – State concisely the aim of the job.  

	
This role provides leadership and operational oversight for a hybrid Visitor Services function within an Acute NHS Trust. The position brings together Reception Services, Car Parking and Attendants, General Office Clerical functions and Helpdesk into one cohesive, high-performing unit. The Team Leader will ensure stability, consistency, and excellence in service delivery, aligning with Sodexo and Trust patient experience principles by fostering collaboration, transparency, and patient-focused outcomes.

The role encompasses:
· Reception Services
Deliver a professional, welcoming front-of-house experience for patients, visitors, and staff, including badge access control and visitor management.
· Car Parking Operations
Supervise parking attendants, monitor patrols, manage PCN issuing, and ensure safe, compliant parking services.
· General Office Clerical
Oversee reimbursements, enquiry handling, and accurate documentation, including secure cash handling processes.

The Team Leader will champion continuous improvement, ensure Service Level Agreements (SLAs) are met, and maintain open reporting to the Trust. By embedding Sodexo Values (Service Spirit, Team Spirit, and Spirit of Progress) the role supports a culture of safety, efficiency, and patient satisfaction.

Lead by example, promoting a culture of continuous improvement and patient-centered service. 





	[bookmark: _Hlk114141570]5.  2.  Main assignments – Indicate the main activities / duties to be conducted in the job.

	· Oversee front-of-house operations, including reception and waiting areas.
· Train and mentor the team to be flexible and confident in all aspects of their role.
· Maintain staff rosters to ensure all aspect of the services are adequately covered during operational hours.
· Compile and support the data entry of open and transparent reports to the Trust.
· Manage main reception operations, ensuring professional and welcoming service for all visitors.
· Oversee badge access systems and maintain accurate reporting to the Trust in line with Trust security policies.
· Supervise general office clerical tasks including reimbursements, documentation, and enquiry handling.
· Support Parking Services, including managing parking attendants, monitoring patrols, and overseeing PCN (Penalty Charge Notice) issuing and record-keeping. Assist in the delivery of external car parking patrols and attendance to ensure compliance with SLA parameters. 
· Ensure all cash transactions related to reimbursements, parking fees, and other visitor services are processed accurately and securely in line with NHS financial governance and Sodexo procedures.
· Maintain strict compliance with NHS England financial controls, including daily reconciliation, secure storage, and accurate record-keeping. 
· Prepare and submit cash reports as part of open reporting to the Trust, ensuring transparency and audit readiness. 
· Train and monitor team members on cash handling protocols to prevent discrepancies and maintain accountability. 
· Implement robust checks to safeguard against fraud, loss, or error, and escalate any irregularities promptly. 
· Support internal and external audits by providing clear documentation and evidence of compliance.
· Monitor and report on SLA performance as a team, implementing corrective actions where necessary.
· Ensure compliance with confidentiality and Information Governance.
· Maintain effective and meaningful communication with Sodexo colleagues, ward managers, matrons and service users.  Be the first point of contact.
· Support with training and development of frontline teams in line with contractual and compliance levels.
· Conduct annual reviews for all frontline colleagues within the teams and contribute to effective probationary deadlines.
· People Management including work schedules, team communication, absenteeism, training, PDR’s and development plans. 
· Ensure absence management process is followed, including return to work and absence investigations where applicable.
· Deploying resources to manage ad-hoc requests, rectifications and emergency cover
· Interview and welcome new employees. Engage in the delivery of induction and on the job coaching to develop the team and instill flexibility within the teams as one.
· To promote and encourage ZERO Harm and lead by example and ensure all incidents and accidents are fully investigated and recorded on SALUS.
· Work collaboratively with external auditors as well as conducting internal audits to ensure National Standards of Cleaning are delivered.

The duties of this post are not exhaustive and may be reviewed and amended as necessary in 
accordance with a changing environment.




	2.  3.  Context and main issues – Describe the most difficult types of problems the jobholder must face (internal or external to Sodexo) and/or the regulations, guidelines, practices that are to be adhered to.

	
Communicate in a polite, clear and timely manner with customers.
Demonstrate a caring, compassionate and positive attitude to patients, staff and visitors at all times.
Work as team with Sodexo managers, supervisors, client employees and colleagues.
Listen, empathise and work diligently to answer any queries raised by patients, visitors and employees.
Dress in the correct uniform, personal protective equipment, inc. name badges, and always appear professional. 
Display professional conduct and protect patient’s privacy and dignity. 
Leadership, customer service, organisational skills, and ability to manage difficult interactions.




	4.  Accountabilities – Give the 3 to 5 key outputs of the position vis-à-vis the organization; they should focus on end results, not duties or activities.

	· Comply with the Trust, Company and statutory regulations.
· To engage and promote a Zero Harm Mindset taking a pro-active approach to health and safety, minimising risk and empowering the team to improve the environment. 
· Deliver a consistent level of service, within the Company’s standards to the contract specification and agreed performance, qualitative and financial targets
· Achieve target cleanliness scores
· High levels of patient and service user satisfaction
· Sickness absence below 5%
· Efficient and economic use of labour, without premium rate overtime 
· Month on month improvement in service failures. 




	2. 5. Dimensions – Point out the main figures / indicators to give some insight on the “volumes” managed by the position and/or the activity of the Department.

	
· Visitor’s Services consist of Parking Attendants, Reception services as well as general office clerical facilities.
· Services are operated in core hours 7 days a week.
· 5 over 7 shift patterns of work.




	6. Job profile – Describe the qualifications (Education & experience), competencies and skills needed to succeed in the position.

	
· Proven experience in a supervisory or team leader role within customer service or facilities management.
· Strong organisational and administrative skills.
· Excellent communication and interpersonal abilities.
· Ability to manage multiple priorities in a fast-paced environment.
· Knowledge of access control systems, parking management, and cash handling processes.
· Competence in handling sensitive information and maintaining confidentiality.
· Experience in monitoring SLAs and producing performance reports.

Desirable Skills

· Experience in NHS or healthcare environment.
· Familiarity with PCN issuing and enforcement procedures.
· Proficiency in Microsoft Office and reporting tools.
· Knowledge of visitor management systems and car park technology.





	2. 7.  Organization chart – Indicate schematically the position of the job within the organization. It is sufficient to indicate one hierarchical level above (including possible functional boss) and, if applicable, one below the position. In the horizontal direction, the other jobs reporting to the same superior should be indicated.

	








	 




Visitors Services Manager


Business Director


Site Director


Visitors Services Assistant


Visitors Services Assistant


Team Leader Ipswich


Car Parking Attendants


Clerical Assistants


Car Parking Attendants


Clerical Assistants


Helpdesk Team Leader


Team Leader Colchester (VACANCY)


Helpdesk Assistants
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