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Role Description
	Job Title: 
Reception Volunteer
	Location:
St Clare Hospice
	Hours:
Shift 1: 8am-12pm
Shift 2: 12pm - 4pm
	Team:
Hospice Team

(For RE purposes: Fundraising)



	Reporting to:
	Lesley Harvey / Sam Cox

	Accountable to:
	Reah Norris

	Key working Relationships:
	Receptionist/Fundraising Administrators



	About St Clare Hospice:
St Clare Hospice is a charity providing specialist palliative care to improve the lives of people 
affected by a life-limiting illness in West Essex and the borders of eastern Hertfordshire. Our 
care helps patients, their families, and carers, to make the most of every moment together, 
no matter how long they have left to live. 

We support them at home and in the Hospice. With limited NHS funding, we need to raise 
more than 70% of our annual costs to provide our vital services; in 2025/2026 the running 
costs of our charity are expected to be £8.3 million. We therefore rely on our local community 
to help us raise money each year so we can continue being there for local families facing 
one of the most difficult journeys in life.



	The difference you will make:
Your support will help us meet our strategic aims of:
· Reaching significantly more people who are facing death, dying and loss in our local communities.
· Supporting our communities to become more resilient, to support each other and to remain independent for as long as possible.
· Seeking partnerships with other organisations to deliver better care for our patients.



	Summary of Role:  To provide a warm, friendly, and professional welcome to everyone visiting St Clare Hospice. As the first point of contact, you ensure visitors and callers receive excellent customer service by offering information, assistance, and directing them promptly to the appropriate person or department. You help create a welcoming, supportive environment while maintaining efficient reception and administrative processes.



	
 Key Tasks:
· Welcome all visitors at the main reception, providing a friendly, professional first impression and directing them to the appropriate person or department.
· Escort or guide visitors to the Inpatient Unit when they are visiting a patient.
· Maintain a clean, tidy, and welcoming reception area, including replenishing refreshments and consumables, and taking used cups to and from the kitchen.
· Offer refreshments to visitors while they are waiting for appointments.
· Maintain patient confidentiality and comply with data protection requirements by safeguarding personal information and ensuring the reception desk remains clear of confidential documents.
· Develop and maintain a basic understanding of the Hospice's services and projects to ensure visitors and callers are directed to the most appropriate team or service.
· Provide administrative and ad hoc support to Hospice staff as required.
· Assist visitors wishing to purchase items from the Hospice Reception shop, providing friendly and efficient customer service.
· Confidently and securely accept donations from visitors, thanking them for their generosity and ensuring they feel their contribution is valued. Complete the appropriate donation receipt accurately before passing the donation and supporting documentation to the Fundraising Team in line with Hospice procedures.



	Skills, Experience and Personal Qualities
· Confident and approachable, with the ability to make visitors feel welcome and at ease.
· Comfortable supporting bereaved, distressed, or anxious visitors with empathy, sensitivity, and compassion.
· Friendly, calm, and reassuring manner, with excellent interpersonal skills.
· Good knowledge of the Hospice's services, activities, and charitable work, or a willingness to learn, enabling you to speak confidently about the organisation.
· A strong team player who works well with others and is willing to support colleagues and volunteers when needed.
· Able to work independently, using initiative and sound judgement when appropriate.
· Excellent verbal communication skills, with the ability to communicate clearly and professionally with a wide range of people.
· Confident using a telephone system and directing calls accurately and efficiently.
· A good understanding of confidentiality, data protection, and the importance of handling sensitive information appropriately.
· Trustworthy and confident when handling donations, cash, and receipts, following Hospice procedures and maintaining accurate records.



	The benefits you can expect:
· Become part of a passionate and supportive team
· Be part of the wider hospice and the Volunteer Framework of support
· Help make a real difference to people living with a life-limiting illness 
· Gain new experiences and develop skills and confidence
· Meet new people
· Spend your time doing something that is worthwhile and rewarding
· Day to day support from a designated member of staff
· Travel expenses can be reimbursed when agreed in advance
· You will become part of a wider team of over 500 volunteers who support St Clare’s vital work. You will therefore have access to events and communications tailored for volunteers.



	Other Matters:
· Work with in St Clare Hospice’s Core Values: 
                  Compassion, Integrity, Respect, Excellence, Teamwork 
· If you are unable to fulfil your commitment, please contact your volunteer supervisor to inform them.
· Maintain strict confidentiality at all times
· Wear your name badge at all times
· Attend mandatory training, updates for health and safety issues and other training as appropriate
· Attend volunteer meetings and training sessions whenever possible
· Adhere and work within the hospice policies and procedures
· Adhere to the Smoking policy
· Familiarise yourself and comply with the Health and Safety policy
· Understand and know the procedure of what to do in the event of a fire or an accident
· Please do not hesitate to ask if you are unsure of anything
· Advise supervisor of your arrival and departure.



	The time you will be asked to give: 
As many shifts as you wish to cover – Our volunteers will volunteer the same day and time each week. Each shift is 4 hours.



	The training and support you will be given will include:
· Reception training
· You will be supported day-to-day by the shift leader during the week
· You will receive on-going guidance to learn all aspects of the role
· Volunteer Development Training
· Listening Skills
· Communication and body language Skills
· Check-in’s with supervisor



	Location: St Clare Hospice, Hastingwood Road, Hastingwood, HARLOW, Essex, CM17 9JX



	How to apply:
· Complete our short online application form here: https://stclarehospice.org.uk/join-our-team/volunteer-with-us/volunteervacancies/
· Or contact Carolyn Johnson, Volunteer Development Administrator by phone: 01279 773704 or email: volunteer@stclarehospice.org.uk
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