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Position Description


Position Title:		Receptionist

Program:		People and Culture 

Reports to:	Manager People and Culture

Supervise:		Nil

Date of review	:	14/07/2017


Our Mission

Helping people to rebuild their lives.

Our Vision

We will provide a range of complementary treatment services to support individuals and families to assist them to recover from the harmful effects of drugs and alcohol. We will draw on our specialist expertise to increase community understanding of drug and alcohol related issues and we will develop a pro-active, educative focus to our work.

Our Principles

· Provide a range of approaches and give attention to all aspects of an individual.
· Provide unflagging belief and support for individuals who wish to change and grow.
· Respect differences in culture, religion, gender, age, family situation, background and economic status.
· Commit to honesty and respect in all our relationships.
· Draw on our expertise to develop new approaches to support treatment information and community education.
· Develop processes and practices that are open, fair and honest.
 
What we believe

We believe that people can rebuild their lives.




Organisational Background

Windana is a leading Melbourne-based drug and alcohol treatment organisation specialising in holistic recovery programs delivered in residential and non-residential settings. We help people rebuild their lives in safe, caring environments and throughout their entire recovery journey. 
	
Founded in 1985, Windana is an independent organisation, incorporated under the Associations Incorporation (Reform Act) 2012 and governed by a Board of Management.

We offer medically supported withdrawal programs in addition to pioneering evidence-based, non-medical treatment programs. Clients choose from residential and a range of supportive community-based programs. 

Windana is an Aboriginal word meaning ‘which way’? Our name refers to a crossroads, a turning point in life. For Windana, effective recovery is about offering people choices and tools to take their lives in a new direction. Clients turn to us looking for a way forward, a way out of drug and alcohol addiction, a way to wellness. 

We help people who have become disconnected from their family, friends, children and community because of harmful use of substances including alcohol, heroin and methamphetamines (ice). 
 
Our staff work across Windana’s inner-city St Kilda headquarters where its Adult Withdrawal House (DWH) is based; the Windana Youth Community House (WYCH) in Dandenong and the therapeutic community residential rehabilitation program at Maryknoll. Windana also offers a range of integrative care and recovery community programs for South East Melbourne, the Mornington Peninsula/Frankston and Barwon regions.
 
Windana has built a reputation for changing lives. Our holistic approach, our facilities and commitment to co-creating substance free futures with our clients has made us a provider of choice. Our highly qualified staff offer a depth of knowledge across substance abuse treatment, behavioural healthcare, psychology and integrative therapies. Staff work with empathy and care alongside the most complex cases, day by day.
 
Our programs are built around five pillars: love, trust, honesty, respect and responsibility. Client impact is critical to what we do. All Windana clients receive evidence-informed, best practice clinical treatments, supplemented by additional support services designed for each individual, their aspirations and needs.  
We believe in the Windana way. We believe that change and growth are possible in all individuals as long as they so choose. Our purpose is holistic recovery, to build resilience and self-sufficiency the Windana way. 

Organisation Context:

The Receptionistr has responsibility to ensure Windana clients have a great experience when they visit or phone our organisation. The role also undertakes administrative duties and related activities.

Objectives of the position:

The Receptionist performs the functions of general reception for telephone contact and visitors and day to day administrative duties and related activities.






Responsibilities:

· To perform duties within the expectations that align with the Windana philosophy, policies and procedures
· To acknowledge and respect the diversity in the nature of our clients and the many aspects of their lives – physical, psychological, spiritual and social
· To abide by all guidelines and requirements of Windana


Key Responsibilities:

1. Provision of Reception/Administration duties which promote Windana by offering a positive environment for people having contact with the organisation.
The reception/administration duties include:
· initial response to client and community enquiries and connection with appropriate member of staff.
· provision of printed program information and other information about Windana, as requested.
· monitoring of the waiting room dynamics and liaison with clinical workers as required.
· maintaining an appropriate message system for staff and ensuring messages are given to staff in a timely way.
· Ensure reception area is set up for daily use, has current information on display and is tidy and welcoming. 

1. Using telephone (communication) skills to ensure that callers receive a timely, confidential response which is non-judgmental, sensitive and respectful.
This will be ensured through:
· initial screening of calls and promptly redirecting enquiries related to client service delivery.
· the ability to manage a high volume of calls.

1. Manage the client file system so that the location of a file can be established promptly.
This will be ensured through:
· tracking the movement of all client files on a database.
· placing client files in the compactus upon their return from programs.
· retrieving paper based older client files when required.

1. Provision of general administration support 
· General word processing tasks.
· Photocopying. 
· Collection of mail from post office.
· Processing and balancing cash transitions.
· Manage the appointment system for site services.
· Sale of products to the community.

7.	Other duties as required. 


Selection criteria

Mandatory Skills & Competencies
· Great communication skills, including a good level of spoken and written English
· Mature approach to all sections of society and a personal resilience 
· Ability to deal with whatever situation may walk in the door (and knowing when to seek help from the professionals around you)
· Ability to multitask 
· Ability to hold firm boundaries and say no at times
· Empathetic to values of Windana
· Commitment to continuous quality improvement and OHS


Qualifications:
· Qualification in a relevant area of community work, health or administration desirable but not essential.

Desirable Skills & Competencies
· Previous administrative skills or ability to manage competing demands
· AOD or mental health employment, volunteer experience or a lived experience of AOD services


Employment Conditions


Salary and conditions are in accordance with the Windana Drug and Alcohol Recovery Inc. Enterprise Agreement 2016.   This role is full time and is also able to be undertaken as a job share.

[bookmark: _GoBack]Windana operates under an Equal Opportunity Policy and Occupational Health & Safety Policy in accordance with current legislation.

Effective risk / quality management is a core competency expected of everybody involved in Windana administration, including all staff, management and volunteers. Leaders will be accountable for applying agreed risk / quality management policy and strategy in their area of responsibility.

Dual diagnosis knowledge, skills and experience is highly regarded.  If the applicant’s skills and experience are not evident, then a commitment to undertaking professional development as part of the employment contract will be required.

The Receptionist is expected to conduct her/himself with professional integrity towards clients according to the “Staff Code of Ethics” and maintain their professional responsibilities in line with the “Bill of Rights for Members and Clients”.

Under the Accident Compensation Act, it is the applicant’s duty to advise Windana of any pre-existing condition, which could be aggravated by the type of employment they are applying for.  Failure to do so seriously jeopardises any entitlement the employee might have for a work-related aggravation of that non-disclosed pre-existing condition.

Agency vehicles are available for authorised use and these should be used at all times for work-related purposes.



	
	Responsibilities stated herein reflect the primary functions of this job and should not be construed as an exhaustive list of duties.
Employee Name: ________________________   Date: ____________
Signature:  _____________________________
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