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	Function:
	Operations

	Position:  
	Reception / Mailroom Coordinator

	Date (in job since):
	TBC

	Immediate manager 
(N+1 Job title and name):
	Customer Service Manager

	Additional reporting line to:
	Site Operations Manager

	Position location:
	Pancras Square, London

	

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

	To be the first point of contact for building Customers who require facilities and building support creating a welcoming and inviting environment for all visitors to the office area, making it a positive and memorable experience. This position requires a proactive customer focused individual with an exceptional eye for detail and the ability to communicate and build relationships at all levels. The person needs to be a forward thinker with a methodical approach, exceptional planning, and excellent organisational and communication skills with the ability to challenge to further develop the service offer.



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

	· Working with a range of different people, i.e. AZ Clients, AZ Customers, Sodexo suppliers, contractors and Sodexo colleagues
· Flexibility and Adaptability in a variety of Facilities support
· Keeping service consistency across the South Campus


	3.  Main assignments – Indicate the main activities / duties to be conducted in the job.

	· To provide a 5-star customer service experience to users of an allocated floor plate area

· To ensure that the site rules are followed and to assist the building customers in adhering to these

· To support the centralised AskFM bar where required to ensure face-to-face customer consultations are dealt with in line with customer experience standards 

· To have a full working knowledge of the building including all services and day to day office equipment

· To report all faults and issues to the Service Desk and relevant service partner as directed by the site services manager

· Work with Concierge services to support an excellent customer experience

· To fulfil any reasonable management request

· To attend/receive any job-related training as required

· To report any customer complaints or compliments and take some remedial action if at all possible

· To report immediately any incidents of accident, fire, theft, loss, damage, unfit food, or other irregularities and take such action as may be appropriate or possible

· To provide cover in other areas during periods of holidays and sickness

· Maintain accurate records of mailroom activities

· X-Ray scan all incoming items and initiate security procedures where appropriate

· Communicate to customers when items are available for collection

· Deliver these internally, or frank and bag them up for external mail collection

· Coordinate courier collections upon request

· Keep records for specified duration for financial and operational auditing purposes

· Ensure the mailroom is kept clean and tidy at all times

· Maintain and help to promote a good company image, working attire to be worn at all times and kept in a clean and tidy condition

· Work within the constraints and guidelines as set out in the company handbook

· Adhere to all health and safety requirements and instructions

· Deliver urgent items or packages to other businesses, or other offices of their own organisation.

· Ensure high security of post room valuables must be securely locked away

· Respond to calls and emails in a timely and professional manner

· Apply a continuous improvement outlook on all tasks undertaken


	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.

	· Providing excellent Customer Service delivery in line with service agreements

· Positive and professional relationships with key client stakeholders, customers and Sodexo colleagues

· Ensuring that self, colleagues and customers are working within a safe environment. That any unsafe practices are raised to appropriate members of the team to rectify

· To ensure that the site rules are enforcedTo ensure the mail process is efficient and customer friendly

· To ensure all company SHE procedures and checks are completed as instructed


	5.  Person Specification – Indicate the skills, knowledge and experience that the job holder should require to conduct the role effectively

	· Pleasant, approachable personality

· Able to work on own initiative and as part of a team

· Timely and accurate completion of all associated documents

· An ability to communicate with a range of people

· Patient manner

· Sensitivity to users’ needs

· Flexible approach to working arrangements

· Willingness to undertake training as appropriate

· Reliable and trustworthy

· Honest, sense of responsibility and confidentiality



	6.  Competencies – Indicate which of the Sodexo core competencies and any professional competencies that the role requires

	· Ability to multi task
· Excellent Communicator
· Project Coordination skills
· Experience of working within a team

· Attention to detail

· Ability to work on own initiative

· Flexibility that is focused to delivering exceptional customer service

· A hands-on approach

· IT Literate 




	7.  Management Approval – To be completed by document owner

	Version

2
Date

February 2021
Document Owner

Jessica Hamill
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