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	POSITION TITLE
POSITION DESCRIPTION




	Position Title:
	Client Relations Officer
	Position Number:      
	Faculty/Division: Sciences

	Classification:
	HEO 3 
	No. Direct Reports
& Highest Classified Position: Nil
	School/Branch: Animal and Veterinary Sciences

	[bookmark: _GoBack]FTE: 0.082
	Reports to: Leader Client Relations, Vet Health Centre
	[bookmark: Check1]Fixed |_|                            Continuing |X|
	Discipline/Unit: School Professional Staff

	Position Summary:
	The School of Animal and Veterinary Science conducts teaching, research and clinical services at the Roseworthy Campus.  The school is situated on a 1600 ha property that includes a working farm, a full service veterinary teaching hospital, animal holding facilities, yards and sheds, and a range of general purpose and specialist teaching and research spaces and laboratories. 
The Veterinary Health Centre (VHC) is the commercial clinical services structure embedded within the School of Animal and Veterinary Sciences. The VHC is comprised of four distinct business units established to provide the school with financially sustainable clinical teaching environments. These commercial units are the Companion Animal Health Centre, the Production Animal Health Centre, the Equine Health Centre and the Veterinary Diagnostic Lab. 
Reporting to the Team Leader Client Relations, Vet Health Centre, the Client Relations officer is a key client communicator providing a range of operational, administrative and financial services to assist in the coordination of reception and administration services to the VHC business units, Veterinarians and patients.

	Position Characteristics:
	Scope
	This position is part of the Client Services team providing service to staff, clients and veterinarians in the VHC. The VHC supports teaching and clinical activities within the School of Animal and Veterinary Sciences 

	
	Significant internal/external relationships
	Managers, Vet Health Centre
Clinicians and Technical team
Clients
Supplier 
Students
Director VHC

	
	Special conditions
	Some out of hours and weekend work may be required.
Physical capacity to use techniques relating to  animal handling and restraint.
Ability to deal with animal euthanasia, animal materials, bio-hazardous and chemical materials. 

	
	Delegations
	Nil












	
Key Responsibilities and Outcomes
Describe the key responsibilities and outcomes required for the role in the normal course of work
	1
	Act as key client communicator for the health centres 
	· Provide front desk services including telephone reception, scheduling appointments, financial transactions, filing, billing, record keeping.
· Maintain best practice in customer services including discharging and admitting patients.
· Provide backup inventory and dispensing support including receiving deliveries, labelling, packaging, restocking and dispensing in accordance with VHC procedures and protocols.
· Recognise veterinary medical emergencies and act appropriately in consultation with Veterinary staff.

	
	2
	Keep accurate records as required by the practice.
	· Effectively use veterinary software employed by the practice to maintain up to date records
· Utilise common management software programs (Microsoft Office, Word and Excel).

	
	4
	Provide a range of financial and reporting services.

	· Maintain Accounts Payable and Accounts Receivable systems.
· Manage change fund and petty cash account.
· Handle routine financial transactions.
· Establish Care Credit for clients as needed.
· Prepare periodic financial reports as required.

	
Position Criteria
	Capabilities and Behaviours 
	Achievement Drive
	· Constantly seeks to improve own performance.
· Takes responsibility for own work to achieve quality results.
· Meets deadlines and follows through on commitments.
· Sets own work priorities and uses tools to manage time effectively to achieve work objectives.

	
	
	Flexibility and Adaptability
	· Willingly adopts different approaches in order to achieve results.
· Adapts behaviour in response to constructive feedback.
· Negotiates changes in job role in a positive manner.
· Is open to new and different ways of doing things.

	
	
	Relationship Building
	· Actively works to develop and maintain effective working relationships with others.
· Maintains composure in dealing with others.
· Responds to colleagues in a timely and courteous manner.
· Is approachable and receptive to others.

	
	
	Service Focus
	· Responds promptly to the needs of the client even when under pressure.
· Maintains clear and appropriate communications with the client.
· Demonstrates active listening and questioning skills to identify client needs and issues.

	
	Knowledge and Experience
	· Proven experience working in a team environment
· Proven experience delivering customer service skills.
· Basic experience in common software programs(Microsoft office,word and excel)
· Desirable – experience with practice management software such as RxWorks/Cornerstone.
· Desirable – experience providing client services in Veterinary practice or relevant discipline 

	
	Qualifications
	· Desirable – relevant technical certificate, degree or qualification and/or experience 

	Occupational Health, Safety and Welfare Requirements
	All Supervising staff are required to implement and maintain the University’s OH&S Management System in areas under their control ensuring compliance with legislative requirements and the established Performance Standards.  All other staff will assist the Head of School/Branch to create and maintain a safe and healthy work environment by working safely, adhering to instructions and using the equipment provided in accordance with safe operating procedures.  Where appropriate, staff will initiate and participate in worksite inspections, accident reporting and investigations, develop safe work procedures and provide appropriate information, instruction, training and supervision.  Staff will also inform the Head of School/Branch of any unsafe working practices or hazardous working conditions.

	
University Expectations
	All staff are expected to:  Contribute to the efficient and effective functioning of their team or work unit in order to meet University objectives.  This includes demonstrating appropriate and professional workplace behaviours in accordance with the Code of Conduct, providing assistance to team members if required and undertaking other key responsibilities or activities as directed by one’s supervisors;
Participate in the Planning, Development and Review which includes a regular review of their performance against the responsibilities an performance objectives associated with the role and demonstration of appropriate behaviours which reflect a commitment to the University’s values and strategic directions;
Perform their responsibilities in a manner which reflects and responds to continuous improvement; and
Read, understand and comply with all University policies and procedures.

	Approvals:
Head of School / Branch Manager
	Head of School / Branch Manager
Name:      
Signature:      

Date:      
	Director Human Resources
Name:      
Signature:      

Date:      

	Acknowledgement of Incumbent


	I have read and understood the requirements of the position
Name:(please print)                                                      Signature:                                                      Date:                                                    
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