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	POSITION DETAILS
	

	Position Title:
	Client Services Officer

	Position Number:
	00016305

	Classification:
	HEO3

	Faculty/Division:
	Faculty of Sciences, Engineering and Technology

	School/Branch:
	Roseworthy Veterinary Hospital, School of Animal and Veterinary Sciences

	Reports to (position title):
	Practice Manager (CAHC)

	Delegations:
	Nil

	Special Conditions:
	· Reasonable workplace adjustments will be made for people with a disability
· 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.

	Significant Working Relationships:
	· Clients
· Clinicians, Nurses and Support Staff
· Students
· Commercial Operations staff



	POSITION SUMMARY

	The School of Animal and Veterinary Sciences provides world-class, outcome-based education and training of animal and veterinary scientists in a research environment. Based at the Roseworthy Campus, 50km north of the Adelaide CBD and minutes from Gawler, the school is situated on a 1600 ha property that includes a working farm, full service Veterinary Health Centre teaching clinics, and a range of general purpose and specialist teaching and research facilities. The School offers four academic programs: Animal Science, Veterinary Bioscience, Doctor of Veterinary Medicine (DVM) and Bachelor of Veterinary Technology.
 
The Roseworthy Veterinary Hospital Centre (RVH) is the School’s clinical teaching facility which operates on a commercial basis, offering a range of first opinion, ambulatory and specialist veterinary services across all animal species to the general public and referring veterinarians. As a unit of RVH, the Companion Animal Health Centre (CAHC) is a leading-edge primary practice and referral care veterinary clinic offering the latest technology, equipment and professional services to treat small companion animals of all species. The CAHC offers high quality first opinion, referral and 24/7 emergency and critical care veterinary services to the public and provides a clinical training environment for final year veterinary students working under the close supervision of experienced veterinary surgeons, nurses and support staff.

Reporting to the Practice Manager, CAHC, the Client Services Officer is key to providing a range of operational, administrative and transactional services in a diverse and dynamic clinical environment. This role provides excellent customer service to internal and external clients. 



	KEY RESPONSIBILITIES

	Act as key client communicator for the veterinary clinic
	· Provide front desk services including telephone reception, scheduling appointments, financial transactions, filing, billing, and record keeping.
· Recognise veterinary medical emergencies and act appropriately in consultation with Veterinary staff.

	Keep accurate and timely records as required by the practice.
	· Maintain up to date records, clerical and administration functions.
· Utilise common management software programs (Microsoft Office, Word and Excel).
· Maintain client reminder services 

	Provide a range of financial transaction administrative services
	· Manage change fund and cash reconciliation and undertake routine financial transactions.
· Complete routine paperwork for third party payment plans and insurance claims.

	Other reasonable duties commensurate with classification level.



	PEOPLE MANAGEMENT RESPONSIBILITIES

	· Nil



	CAPABILITIES AND BEHAVIOURS

	Use the Capability Dictionary at the link: http://www.adelaide.edu.au/hr/docs/pdp-core-capability-dictionary.pdf to identify the capabilities associated with the classification of this position.  Staff are required to read and understand the capabilities and associated behaviours that align with the classification of this position.



	UNIVERSITY EXPECTATIONS

	Staff are required to read, understand and comply with all University policies, procedures and reasonable direction, whilst demonstrating professional workplace behaviours in accordance with the University’s Code of Conduct



	SELECTION CRITERIA

	Knowledge and Experience:
1. Proven experience working in a team environment with administration functions
2. Experience effective customer service including money handling.
3. Excellent written and verbal communication skills
4. Proven experience delivering a professional level of customer service.
5. Experience using common software programs (Microsoft office) 
6. Desirable – experience with practice management software such as RxWorks/Cornerstone or similar.
7. Desirable – experience providing client services in Veterinary practice or relevant discipline
Qualification/s:
· An equivalent combination of relevant experience and/or education.
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