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Job description       
 
Note: This job description does not form part of the employee’s contract of employment 
but is provided for guidance.  The precise duties and responsibilities of any job may 
be expected to change over time.  Job holders should be consulted over any proposed 
changes to this job description before implementation.  
 
Job title:   Receptionist   
 
Reports to:   Reception Team Leader  
 
Grade:   NG2 
 
Job purpose:  

This role provides a professional front of house reception service across all 
University sites as and when required.  The postholder will greatly enhance the 
student and staff experience by providing a high level of customer care to all 
University visitors by email, telephone or face to face.   

 
Principal Accountabilities  
 

1. To provide high quality customer care and a professional first impression to all 
visitors, both internal and external, across the University, and to provide a first 
point of contact for any enquiries in respect of all University activities.  
 

2. To administrator the building access control system, including the ordering and 
dispatching of passes along with the amendment of records so that the required 
level of safety and security is maintained at all times in accordance with 
University policy. 

  
3. Have a good understanding of Health and safety issues pertinent to the 

reception area and the ability to ensure legislative compliance and customer 
safety. Make sure any non-conformities are reported, assist with resolutions 
and propose solutions as required.  Co-operate and assist with any health 
intervention requirements that mitigate the risk from work activities.  Check that 
risk assessments are undertaken identifying, addressing and reducing high risk 
activities. Ensure equipment is regularly checked and maintained. 
 

4.  To undertake administrative duties relevant to the role such as, raising tasks, 
signing off job or task sheets, completing checklists, corresponding with 
departments and building users. Respond, distribute and file email enquiries 
resolving and escalating as required. To keep control and perform weekly stock 
takes of all stock items such as consumables in accordance with minimum 
stock levels then as required requisition items needed.  
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5. To ensure the reception area is clean and tidy and any publication displays are 
up to date and fully stocked so that the university image is maintained in 
accordance with its brand guidelines at all times. 

 
6. To work closely with Front of House colleagues and hard services staff to 

contribute to a high quality customer experience. Report any concerns that 
require line management attention including complaints. 

 
7. To receive, safeguard and dispatch all mail, parcels and courier items to and 

from reception maintaining associated records including goods received. 
 

8. To work with, supervise and mentor apprentices assigned to the Estates 
Planning & Services department assisting in developing the knowledge, skills 
and behaviours to demonstrate competence through supervised on the job 
training.   

 
9. Any other reasonable duties within the postholder’s capability as requested by 

their line manager from time to time. 
 
 
Context  

The Estates Planning & Services department within the University of Westminster 
has recently undergone an exciting transformation.  The frontline roles have been 
split into “hard” and “soft” services.  “Soft” services roles form part of the front of 
house team and have been refocussed to enable staff to provide a professional front 
of house service and high levels of customer care to students and staff alike. “Hard” 
services roles form part of building maintenance and technical roles taking care of 
the machinery, equipment and fabric of buildings.  

This role provides a professional front of house reception service, welcoming 
students, staff and visitors as they enter the university premises.  Busy and 
demanding the role deals with enquiries over the telephone, by email and face to 
face along with carrying out a variety administrative tasks.  The postholder will be 
required to work closely with other teams within the Estates Planning & Services 
department and the wider university to ensure customer safety and the smooth 
running of the buildings. A busy and varied role, will require an awareness of Health 
and Safety and the ability to work alone or as part of a team.  

 
Dimensions 
 
The postholder will be responsible as part of a team for the delivery of a customer 
centred reception service for university venues. As the first point of contact for all 
visitors to University premises this role is integral to excellent customer service 
individuals will receive. 
 
Postholders will be expected to assist with the training of other reception staff, 
contractors (including security who may deliver reception services at some times) and 
apprentices. 
 
 
Other 
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The post holder will be required to work at any University site on a regular basis as 
and when the service requires.  The post holder will be required to work some 
weekends and evenings routinely on a rota system.    In order to ensure effective 
coverage across the services, the post holder will rotate across the sites as and when 
directed.  
The role requires working closely with a number of other frontline teams these include, 
Security, cleaning, catering, Facilities Assistants, Maintenance, Switchboard, 
Information Services. And with stakeholders including, Student Services, Registry, 
Library, Careers, Student Finance, Disability services, Students Union, Faith Team, 
Student Accommodation, Course Enquiries, Education Abroad, Admissions, Safety, 
Health and Well-being, Human Resources, Conference team  
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Person Specification  
 
This describes the knowledge, skills and experience required to perform the role 
effectively.  
 

 Essential  Desirable  

Qualifications GCSE English and maths 
grade A-C or equivalent 

NVQ level 2 in Customer 
Service 

Excellent command of the 
English language both 
written and verbal 

First aid at work 

Training & 
Experience 

Experience of reception work  Experience of working in a 
hotel/corporate based reception 
environment 

Computer skills including; 
Microsoft Excel, Word and 
Outlook at an intermediate 
level 

Experience of using a building 
management helpdesk system 
(eg Concept Evolution) 

Experience of delivering 
excellent customer service  

Experience of working in a large 
multi-site organisation 

A working understanding of 
operational health and safety  

 

Responding to and resolving 
internal and external 
customer complaints and 
dealing with difficult or 
demanding customers 

 

Aptitudes and 
abilities 

Excellent communication 
skills, written and verbal  

Second Language  

Strong organisational skills 
and ability to plan, organise 
and prioritise a busy 
workload effectively 

 

The ability to identify 
customer needs by analysing 
problems, proposing 
solutions and managing 
customer expectations 

 

To possess a high level of 
inter personal skills and the 
confidence to consult and 
engage with University staff 
of all levels 

 

Ability to work unsupervised 
and use own initiative 

 

Personal 
Attributes 

Customer focused attitude   

Diplomatic  

Excellent attention to detail  

To be self-motivated, 
demonstrate a methodical 
approach to their work and be 
flexible in their outlook 

 

Resilient under pressure  

Punctual   
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Fully committed to 
contributing to a stimulating 
learning and working 
environment which is 
supportive and fair, based on 
mutual respect and trust, and 
in which harassment and 
discrimination are neither 
tolerated nor acceptable. 

 

 


