


Guidelines when working on Reception/Front Desk

Role of Reception
The reception or front desk is the first point of contact for anyone entering the office, playing a vital role in ensuring that all guests and staff are greeted with professionalism and courtesy. This document outlines the essential guidelines and best practices for reception staff, providing clear instructions to help maintain an efficient, welcoming, and well-organised front-of-house environment. By following this guide, staff can ensure the smooth running of daily operations and uphold the positive image of the organisation.
Overview of the reception role
· Face of the Office
· Welcome all visitors
· Signing in visitors
· Car park passes
· Answering telephone calls
· Diary management
· Relaying messages 
· Directing people to floors/other buildings
· Deal with basic information queries
[bookmark: _Toc503535691]Logging Queries
Most interactions are logged: https://intranet.tynwald.org.im/companyweb/FD/Lists/queries
The purpose of the log is to capture the sorts of queries that we are managing as an information service, this might be a phone call, an email or someone coming to the front counter. 
Do not include any personal information.
The following don’t need to be listed because they are already captured elsewhere:
· Visitors who sign in the visitor book                         
· Shop sales                                                        (Total shop transactions)
Practicalities
[bookmark: _Toc503535692]Staff & Cover
[bookmark: _Hlk213773007]In the Welcome Area there will always be one additional person to support the person on reception.
At least one person grade EO or above on the ground floor. 
[bookmark: _Toc503535694]Shared Working Area
· The drawers and working areas are shared
· Keep the front desk area tidy and apply a clean desk policy
· Default printer is at reception and should only be used for low volume prints, everyone has access to the main printer on the ground floor
· Lock all drawers at night 
· Restart the PC on a Friday night

Mailboxes
· Enquiries mailbox is managed by the person on reception
· Library mailbox is autoforwarded to the Enquiries mailbox 
· File all emails in the subfolders 
· Anything that is not complete leave in the inbox. Anything left in the inbox not marked will get picked up the next day.

[bookmark: _Toc503535696]Phones
· All phone calls to the main office number are received at the front desk
· If not answered it will go to voicemail
[bookmark: _Toc503535738]Security
Safety
The double doors to the Welcome Area are kept open during office hours.
There will always be at least one other member of staff available on the ground floor. 
There will always be a senior member of staff available to support anyone on reception. 
There is more information about safety when Dealing with Customers in this guidance: https://intranet.tynwald.org.im/companyweb/FD/Shared/Dealing-with-Customers.docx
[bookmark: _Toc503535702]Keeping the Front Desk Manned
There should be someone on the front desk at all times with support from the inner office.
If you need to move away ask someone to cover you. 
[bookmark: _Toc503535703][image: ]Lock your screen 
If you move away from your desk, lock your screen. 
The quickest way to do this is using the Windows key and the L key together. 
[bookmark: _Toc503535704]Use the bell
If you are by yourself and feel uncomfortable at any time, use the doorbell on the counter and someone from the back offices will come and assist.
Help
· There is a tab on the intranet called Front Desk. Anything that you want to share add on here: https://intranet.tynwald.org.im/companyweb/FD/ 
· On the main page there is a Common Enquiries quick access list for Frequently Asked Questions
· Dealing with customers guidance - https://intranet.tynwald.org.im/companyweb/FD/Shared/Dealing-with-Customers.docx 
[bookmark: _Toc503535697]Tasks
Customer Service
People coming in are looking for assistance, to be directed to where they need to be. It is the job of the person on the front desk to put that person at ease and be a welcoming face. 
The primary role of the person at the front desk is to assist. When anyone approaches the desk, look up and smile. If you are on a business call, make eye contact with the visitor to indicate that you see them and will be with them shortly. As soon as you have finished your phone call, focus on the visitor with a smile. Apologise for the delay and ask how you can help. Put warmth into the question so it doesn't seem offhand. 
[bookmark: _Toc503535699]Answering the phone
“Good morning/afternoon Clerk of Tynwald’s Office, [your name] speaking”
[bookmark: _Toc503535707]Contact lists
All officer names and Members names are available here: https://intranet.tynwald.org.im/companyweb/ 
Committee contacts – if you’re not sure who is Clerk/Committee Clerk Assistant, this is a helpful list: http://intranet/business/committee/Lists/committee/
Routine Tasks
Start and End of dAy task List
https://intranet.tynwald.org.im/companyweb/FD/Shared/20241104%20C&E%20Daily%20Checks.pdf
[bookmark: _Toc503535712]Answering phone calls to the main Tel 685500 
· There is one single place to view and manage the contact details of Members. The default view is set to show all Member contact details AND the name of their personal assistant
· Forward calls as required 
Repeat callers
Where member of the public is a repeat caller, a Tynwald Member may advise alternative handling instructions. This should be communicated to the Enquiries team sensitively and taking into account all personal data requirements. 
Diary Management
Booking Rooms in this Building
https://intranet.tynwald.org.im/companyweb/engage/Procedures/Managing-Whats-On.docx 
Visitors 
· All visitors need a visitor pass
· Passes are in the bottom drawer
· The lift will take visitors to every floor
[bookmark: _Toc503535709][bookmark: _Toc503535711]Issuing parking passes
If a visitor requires a parking pass and there is space available in the layby, a pass can be issued.
Passes are in the middle drawer. Sign the passes in or out on the sign in sheet in the folder.
Barrool Suite Event Organisers 
· Issuing the swipe card and the sign in sheet to the organiser of an event in the Barrool Suite
· Normal visitor pass
· Entry card for the Barrool Suite pass and sign in sheet passes are in the bottom drawer
· The sign in sheet should be returned after the event. The sign in sheet is for fire purposes only and will be destroyed as per our retention policy. 
IF THE EVENT IS FOR MEMBERS ONLY THE SIGN IN SHEET IS NOT REQUIRED
Appointments
· Invite the visitor to wait whilst you phone the Member
· Some Members ask for their visitor to go up to level 4 where the Member will meet their visitor at the double doors. 
· If a Member wants to use a Committee Room, check if it is available using the What’s On
· If a witness/appointment for a Committee arrives at reception/front desk, invite them to sign in and wait downstairs in reception until they are called for or collected by the Committee Clerk or Assistant Clerk. (This will usually apply for Committee meetings in our offices; witnesses for oral evidence hearings may go through to Chambers initially.) 
· If a lot of time has passed since an appointment time and no one comes for them, remind the Member/committee. You can see the times of meetings in the What’s On or Outlook.
[bookmark: _Members][bookmark: _Toc503535714]Information Queries
For members of the public we can provide:
→ Information about parliamentary business (Committees, Bills, reports, votes, etc)
→ Copies of documents held in the Tynwald Library archives
Where to find information: G:\Research & Scrutiny Support\Research Service\Knowledge Sharing
If you are unable to answer the request, please take a message and email the request to research@tynwald.org.im 
Dealing with Enquiries for Members
· Anyone can walk in and ask to talk to their MHK 
· Invite the visitor to wait in the shop waiting area whilst you phone to check with the Member.
· You can check any constituency on www.gov.im/maps. 
· Do not keep any personal information. Any personal data written down must be deleted/securely disposed of at the end of the day.
· Contact details for all Tynwald Members are in the telephone book. This information is publicly available and can be given out.
· All Member contact details AND the name of their personal assistant (if a Minister/Member) are available on the intranet.
· Calls for Members (who may have their phone on call forward to 685500)	
· If you reach a Member’s voicemail, do not leave a message – go back to caller.
· Ask if you can take a message, or let the Member know the person called.
· Ask them to call back later if they don’t want to leave a message.
· If they want to talk the Member about a Department issue, you can transfer them to the Department (see below) and/or give them the direct number of the Department.
· Requests for appointments can be taken to assist the Member but nothing can be confirmed. 
· If you take a message, email the member ASAP with the subject TELEPHONE MESSAGE (in caps). Include the time of the call and a brief description of the subject matter, if possible, in addition to the contact details.
[bookmark: _Toc503535716]Hand delivered Mail
There are very few public counters in Douglas so giving directions is part of the role. Make sure you are familiar with the locations of other Departments in main Government Buildings and in the Douglas area. 
We cannot accept mail or post for other Departments.
We cannot post items on behalf of the public. 
Only items generated from this office should be marked with a Tynwald stamp (in any form).
Signing Documents
If a member of the public asks for a document to be signed, a member of staff can do this, clarifying that this is confirming receipt of the document on behalf of the office. Initials and a work signature of sufficient. If you do not feel comfortable doing this, a senior member of staff can be called upon.
For Members 
Circulation of Mail to Members Policy: https://intranet.tynwald.org.im/companyweb/engage/Procedures/Policy%20re%20circulation%20of%20mail%20to%20Members.docx
· Ask which department it is from
· Contact the Member to let them know as appropriate
· Any hand delivered post[footnoteRef:1] to all Members must be sponsored by a Member to be accepted. [1:  Any request for an email circulation to all Members must be sponsored by a Member.] 

· Anything received via the post is not classed as a circulation.
[bookmark: _Toc503535720][bookmark: _Toc503535718]Copies of documents
A chargeable photocopying service is available in the Welcome Area.  
Copies of Government consultations can be provided free of charge – one per customer. 
Committee Queries
All committee information - is published online: http://www.tynwald.org.im/business/committee/ 
USEFUL link: 
List on the Tynwald website (including the name of the Clerk associated to any committee):
http://intranet/business/committee/Lists/committee/
Tours
Basic information is available on the Tynwald website: https://tynwald.org.im/visit 
Scheduled Tours
The scheduled times for tours are Monday at 2pm and Friday at 10am 
· No need to book if regular tour
· Do ask of any mobility issues specifically problems with stairs
· Access guide for Legislative Buildings - https://www.tynwald.org.im/visit/access-guide
School Tours
Forward to the Engagement Services Executive Officer (in their absence, forward to the Engagement Services Manager and Engagement Services Administrative Officer).
Other Tours
Tours are available at other times (phone / in person) forward to the Engagement Services Executive Officer (in their absence, forward to the Engagement Services Manager and Engagement Services Administrative Officer).
Tours Out of Hours (for info only)
· If Out of Hours on a weekday is a possibility if someone can cover it
· No tours at the weekend unless it is paid for
· A Member tour must be accompanied by a member of staff out of hours
Directions
Directions to Chambers/Government Buildings
· Google the name of the department @gov.im and the addresses will show.[image: ]
Common places:
Registries (Deemsters Walk) 
Passports – main CGO
Income Tax – main CGO
Planning – Murray House
Tynwald Commissioner for Administration (Ombudsman)
The Tynwald Commissioner for Administration does not have an office in this building. 
All requests for assistance must be sent via email to: ombudsman@parliament.org.im 
Details are online: https://www.tynwald.org.im/ombudsman  
This page can be printed on request.
Appointments
We do not arrange appointments for a member of the public wishing to speak to the Ombudsman.
We will book a meeting room on request from the Ombudsman. 
Documents 
Any documents that are left for the Ombudsman to collect can be left at reception. 
· Email ombudsman@parliament.org.im to confirm they are ready for collection. 
· If not already in a plain sealed envelope, put these in a plain sealed envelope and mark for the attention of the TCA.
· These must be put in the safe if they are not collected the same day. 
[bookmark: _Toc503535733]
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