
 

 

 

JOB DESCRIPTION & PERSON SPECIFICATION 
Job Title:  Receptionist /Support co-ordinator 

Responsible To:  Support Service Manager 

Salary:  £19.818 pro rata 

Working Hours:   37.5 hours a week  

Duration:  12-month fixed contract 

 

Overview 
Mustard Tree has an established track record over the past 25 years, supporting people across 
Greater Manchester in poverty and facing homelessness. In 2014 our work was recognised with our 
organisation receiving The Queen’s Award for Voluntary Service. 
 
This role is a real opportunity to join a dynamic, growing charity at a point of seismic change in our 
history. Our work impacts the lives of thousands of people every year, and we have recently 
undertaken a significant redevelopment of our centre in Ancoats, with the aim to double our impact 
over the next three years. With rising poverty, inequality and rough sleeping across Greater 
Manchester, Mustard Tree is investing and redirecting our resources to increase our impact on the 
front line. 
 
Passionate about social value, we welcome applications from people who live in our locality and 
who have lived experience of the issues we seek to address. 
 

About Mustard Tree 
We work to help people in need to learn new skills, find work, secure accommodation as well as 
providing the resources needed to create a home. 
 
At Mustard Tree we believe everyone should be able to feed themselves and their family, live in a 
secure home, be healthy, find meaningful work and have the chance to discover their talents. 
 
We create opportunities for people to help themselves through providing practical support, 
friendship, connections into work and improvements to health and wellbeing, alongside new 
experiences to encourage aspiration. Our focus is on tackling both the causes and consequences of 
poverty and homelessness 
 

Role Purpose 
This role is a fantastic opportunity for someone who has the compassion to help others, and 
commitment to use their skills, to support and create opportunity for those who are vulnerable within 
greater Manchester. Our front of house is at the heart of our operation, a key gate way into our 
service and provision. 
Working directly with our reception team, Freedom volunteers and Mustard tree clients. Overseeing 
the front of house functions within the Manchester HQ. This includes training and development of 
Freedom Volunteers. Assisting with the support of clients who are sleeping rough or at risk of 
homelessness.   Maintaining a high standard of customer service both face to face and over the 
phone. This role will represent the values of the charity both internally and externally, leading by 
example and contributing to the overall development of the service. 

 
Front of house reception duties: 

• Meeting and greeting visitors, ensuring high level of customer service is delivered. 

• First point of contact for general caller to the HQ reception, and emails. 

• Responsible for screening calls and directing calls and email to the appropriate team. 



 

 

• Responding to all enquires about service and activities offered by Mustard Tree. 

• Ensure that visitors sign in and obtain a visitor badges before being directed to their 

destination. 

• Response to HQ voice mail and direct messages to relevant team members. 

• Maintain good relationship with donors, assisting in capturing donor details. 

• Assist with administrative tasks as and when required. 

• Maintain clear communication through reception functions and activities. 

• Manage daily access to public facilities. 

• To develop and implement structure training modules with a view to improving volunteer 

employability and skillset. 

• Motivate and train Freedom volunteers in reception duties (not referrals) using the training 

manuals. 

• Good conflict management and perceptive relationship management skills, with the ability to 

read body language. 

• Maintain a calm, courteous and professional manner when dealing with difficult visitors.  

• Comfortable in asking for support from other colleagues as required. 

• Managing enquires from homeless guests and organising referrals and food parcels. 

• Ensuring you have the day’s referral appointments and details of visitors due in that day. 

• Manage referral appointments for emergency support in line with the processes and 

procedures. Using discretion (meeting room/quiet space) to provide dignity when completing 

the referrals. 

• Booking referral appointments and support with client’s registration onto the CRM Computer 

system. (Kudos system)  

• Manage any visitors waiting by ensuring they are given an approximate time to see 

someone. 

• To have accountability for the day to day running of the reception area, ensuring that all 
relevant paperwork is stored correctly and accessibly. 

 
General Work duties: 

• Support Freedom Volunteers to develop skills and behaviours and feel part of the community 

• Work within health & safety guidelines and Mustard Tree policies and procedures 

• Supporting other staff and departments and provide practical relief cover for work-streams   

• Take responsibility for professional development, attending training courses as required 

• Leading by example, embodying Mustard Tree values and represent the charity as required 

• Contribute towards being an environmentally responsible organisation as part of day to day 
activities including recycling and supporting ‘paper-lite’ practices 

• Other tasks and duties relevant to the role as required by the organisation 

What we are looking for: Person Specification 
 

Speciation Essential/ 
Desirable 

Customer focused with strong communication skills  Essential 

Experience of working with volunteer and training others Essential 

Working knowledge of health and safety, reporting incidents and 
risk 

Essential 

Time management and organisational skills Essential 

Ability to build relationships, and represent the organisation 
positively including looking smart, clean and tidy 

Essential 

Ability to multi-task, work independently and as part of a team Desirable 

Experience of handling conflict and deescalating situations Desirable 



 

 

Commitment and compassion for working with people who are 
homeless or in risk of homelessness  

Desirable 

IT literacy including Microsoft word and good administration skills Desirable 

Flexible and can-do attitude, self-motivated and enthusiastic 
approach 

Desirable 

 
How to Apply 
To apply please send: 

1. Your CV 
2. A Personal Statement detailing how you meet each point in the person specification section 

of the Job Description (no more than two sides of A4), and why you want to work for 
Mustard Tree. 

3. Equal Opportunities Form 
to recruitment@mustardtree.org.uk, by 5pm on Monday 12th November. Applications will be 
shortlisted by 16th November, with interviews to be scheduled week commencing 19th November. 
Application period may be extended. 


