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Receptionist 

 
Reports To: Business Services Manager 
Directorate:   Advocacy 
 
Job Purpose 
Provision of a professional and efficient front of house service for the ABI, engaging with 
external visitors and dealing with telephone enquiries from a range of external stakeholders 
including members, government officials and consumers. 
 
Principal Accountabilities 
 

 Manage the coordination of visitors to the ABI, liaising with ABI staff and One 
America Square reception to ensure an efficient and seamless process is in place to 
welcome visitors. 

 Act as the gate keeper of the ABI brand, portraying a positive and professional image 
of the organisation through the quality of interactions with visitors. 

 Take ownership for keeping a register of the ABI member lounge attendance via the 
Member Lounge register, reporting the data to ABI staff via the intranet. 

 Answer all external calls received via the switchboard, making judgements about the 
most appropriate means of handling them (i.e. who to transfer calls to, whether to 
direct them to the consumer line answerphone, whether it is appropriate to transfer 
them through to a member of staff). 

 Take ownership for managing the call and email responses to calls / emails received 
from Consumers, using the standardised scripts and emails available to provide 
appropriate responses. 

 Liaise with other members of ABI staff as required to ensure consumer queries are 
answered in an accurate and professional manner, updating the templates as 
required as different issues arise. 

 Undertake such other duties as may reasonably be required by the ABI. 
 
 
Skills, Knowledge & Experience: 

 Excellent oral and written communication skills, with the ability to communicate 
with people at all levels.  A good level of written and spoken English. 

 A minimum of 2 years’ experience working on reception in a professional 
environment. 

 Experience of engaging with external customers and stakeholders is a requirement. 

 Excellent customer service skills, with the ability to remain calm and polite under 
pressure. 

 Ability to project a positive image of the organisation through a professional, polite 
and courteous approach. 

 Concern for quality and detail. 

 Experience of screening calls and making judgements in the moment about the 
appropriate course of action. 

 Good organisational and self-management skills – ability to prioritise activities and 
use proactivity and initiative to deliver outcomes. 

 Assertive and positive attitude. 

 Ability to work collaboratively and to contribute to the wider work of the ABI. 
 


