Job Description


	Job title

	Client Services Administrator

	Department

	Administration

	Location

	Dane Mill Business Centre, Broadhurst Lane, Congleton CW12 1LA

	Reports to

	Client Services Supervisor

	Supervisory responsibilities

	N/A



Overall Job Purpose: 

	To provide a proactive, confidential and professional customer-focused administrative service, delivering consistent and accurate support to customers and colleagues. To work closely with customers and all members of the Acorn Occupational Health Ltd team to coordinate clinic schedules, arrange service requirements and support the effective delivery of Occupational Health services.



Main Duties and Responsibilities:

	· Provide administrative support to the team, including, but not limited to diary management, handling post, e-mails, telephone calls, general correspondence and office administration
· Build, develop and maintain strong, long-lasting working relationships with customers, providing close and responsive day-to-day support to understand their requirements, resolve queries and improve customer satisfaction and business performance.
· Manage new customer enquiries and service requests from initial contact through to resolution, providing comprehensive information and promoting the services provided by Acorn Occupational Health, including Absence Management, Occupational Health Surveillance, Wellbeing Initiatives, Immunisation, Training and Biological Testing.
· Co-ordinate health surveillance recall dates and develop customer clinic schedules, working closely with customers and internal teams to confirm requirements, arrange appointments and ensure all clinic needs are in place, including suitable venues, equipment, clinical supplies, documentation and employee information. Track progress and maintain customer liaison throughout the process.
· Assist in resolving problems and complaints raised by unsatisfied customers and escalate where appropriate to maximise customer satisfaction
· Process documents and forms in line with Company procedures to ensure completeness and accuracy
· Co-ordinate and assist in the organisation of internal meetings and training needs
· Maintain accurate and up-to-date paper and electronic records, including spreadsheets and databases, to support customer communication, clinic scheduling, service delivery and reporting requirements.
· Assist in maintaining appropriate stock levels by anticipating scheduled clinic requirements and requesting clinical supplies, including vaccines, in advance through the agreed process to support safe and effective clinic delivery.
· Identify continuing professional development needs and engage in educational opportunities 
· Assist in the design and development of projects, systems, policies and procedures to facilitate improved efficiency and workflow processes
· Assist in managing filing systems (current and archived)
· Review and audit reports in line with company policies and procedures and provide written feedback to the author
· Liaise and handle customer requests, providing accurate advice on Occupational Health legislation 
· Data gathering for the preparation of reports to provide Management Information
· Set up New Customer accounts in line with Company policies and procedures
· Liaise closely with the Acorn team to ensure effective communication
· Operate as the lead point of contact for matters specific to your accounts, maintaining regular communication and ensuring customers receive timely, accurate and proactive support.
· Operate within national legislative and statutory frameworks including, but not limited to, General Data Protection Regulations, Health and Safety at Work Act, Equality Act and Company Policies and Procedures
· Every member of staff is expected to show respect to their colleagues and to understand and adhere to Acorn’s values; they are also expected to work collegially and to support all the teams with which they have contact in achieving Acorn’s objectives.




These duties and responsibilities are indicative and not exhaustive. We may make adjustments from time to time to reflect the changing needs of the organisation. We may require you to carry out reasonable alternatives within the character of your post. We expect you to adopt a flexible approach to your role but will consult you about significant changes.
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