Australian Volunteers International

Role Profile

	POSITION TITLE: 

Receptionist/Administrative Support
	CLASSIFICATION:

AVI Band 1

TRP $36,941 – 45,150
	SECTION & UNIT:

Business Services 
	DATE:

August 2010

	REPORTS TO:   

Manager Marketing & Communications 
	ROLES REPORTING TO THIS ONE:  -



	KEY OBJECTIVES: 

· To provide a customer-focused professional service and professional delivery of reception and administrative/office services within Program Services and to the wider organisation.


	DECISION MAKING:

· Referral of queries to appropriate unit or person

· Contribute to selection of service to solve problems and address service requests

· Contribute to identification of services and changes to existing services

· Identification and implementation of escalation processes to ensure service levels met

· Modification of documentation and communication across the organisation



	SELECTION CRITERIA:

Knowledge & Experience 

· Administration qualification and/or experience in a busy office environment

· Experience with PABX switchboard (or similar)
· Understanding of and commitment to AVI’s mission, values and corporate objectives.*

· Understanding of and commitment to EEO, Childwise and privacy principles.

Skills & Attributes

· Excellent interpersonal and verbal communication skills

· Well developed administration and computer skills, particularly with Microsoft office applications, including Excel and Powerpoint, email systems & databases; proficiency using the Web
· Good organisational ability, attention to detail and time management skills
· Ability to use initiative to improve processes or procedures

· Flexibility to adapt to the changing administrative needs of the organisation

· Strong customer service and professional approach in representing AVI as the first point of contact
· Ability to work with minimal supervision


	KEY RELATIONSHIPS/ INTERACTIONS:

· All AVI Staff

· Suppliers/Tradespeople

· Service Providers

· External visitors

· Potential volunteers

· Returned volunteers

· Telephone/email enquirers 
	KEY CHALLENGES:

· To maintain a customer focus while dealing with a wide range of client expectations and requests.
· To maintain a balanced, professional approach when faced with a busy environment and competing requests from internal or external customers via telephone, email or in person.

· Scheduling & confirming relief coverage with all AVI staff including travelling staff.



	KEY RESULT AREA
	MAJOR ACTIVITIES

	Reception duties
	· Ensure all calls are answered in a timely and professional manner

· Respond to phone enquirers who request information about AVI programs, providing relevant information, referring them to the website or sending information packs by mail

· Daily, check the "info@australianvolunteers.com" email address and respond with standard email responses, or forward emails to relevant staff, or delete unsolicited emails
· Ensure AVI publications are up to date and stocked at Reception, including information packs for clients
· Maintain staff phone lists, groupings and speed dials and programming as required

· Keep the reception area, boardroom and lunch room tidy & presentable

· Maintain visitor log book and ensure all visitors are signed in accordance with safety requirements
· Liase with AVI staff, to ensure reception is covered daily, for breaks and periods of training, and meetings

· Coordinate all external room bookings in line with organisational policy

	Postage & Courier Services
	· Sort, date stamp and distribute all incoming and outgoing mail

· Maintain appropriate and accurate records of postage

· Assist with enquiries and the organising of courier services
· Purchase Australian Air Express supplies & Australian Post Office supplies, including Post Express envelopes and satchels
· Match Invoices to statements for Australia Post, Australian Air Express, DHL and Corporate Express
· Receive daily delivery of Travel Documents from Travel Express, ensuring staff are notified of their arrival

	Marketing & Communications Support
	· Assist in organising AVI’s national Information Sessions including sourcing and booking venues, arranging speakers, organising distribution of marketing materials and updating existing Powerpoint presentation.

· Responding to email general enquiries for the Lawyers Beyond Borders (LBB) program.

· Administrative tasks as requested by the Marketing & Communications Manager.

	Administrative Support
	· Online ordering of Stationary special items as requested

· Monitor and make routine program changes to telephone and voicemail systems

· Receive, keep record of, and pass onto specified Staff, any travellers cheques and foreign currency in relation to field trips

· Temporary administrative support to other units as requested

	Database Maintenance
	· Update personal/volunteer details in PIMS database as notified
· Download volunteer program applications into PIMS and forward to Program Services staff

	Coordination of Service Providers
	· Initiate and respond to maintenance (and similar) requests

· Provide point-of-contact and administration of payment/invoicing, for tradespeople and contractors relating to cleaning, pest and waste management, maintenance, phones, etc.


Any other information relevant to this particular position

This position is expected to participate in Business Services team meetings and activities, as well as participate in staff development activities. 

*Understanding of and commitment to AVI’s mission, values and corporate objectives to be demonstrated in part though the following cultural attributes and associated behaviours:

· Teamwork : attendance and active participation in team/organisational meetings and rostered activities; demonstrating flexibility in response to changing organisational requirements and providing reasonable ad hoc support to colleagues as requested - including occasional reception relief

· Performance & Achievement : alignment to corporate objectives; results orientation
· Continuous Improvement & Innovation: demonstrating personal initiative; sharing information/learnings; participation on various ongoing or short-term cross-organisational working groups eg. OH&S, Information Management, Business Excellence / Quality

· Challenge & Development: participation in organisationally-required learning and development activities/programs

· Leadership: participation in leadership development activities and taking opportunities to model leadership behaviours (across all levels of the organisation)

