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VOLUNTEER POSITION TITLE  Concierge (Meet & Greet) Volunteer 

REPORTS TO  Customer Service Supervisors 

 

POSITION PURPOSE 

Volunteers play a vital role in helping Lort Smith to achieve its mission and provide invaluable support 

across many areas of the organisation.  Our Concierge Volunteers provide an essential meet and greet role 

in the busy Reception Area of the Hospital.  Concierge volunteers contribute to the Lort Smith Mission by 

creating a better experience for clients and their animals who are visiting Lort Smith. 

 

Our Vision 

The communities we serve benefit from world-class animal healthcare and wellbeing. 

Our Mission 

To improve the health and happiness of animals and the people who care for them. 

Our Values 

 Care and compassion - we treat all animals and people with kindness and empathy. 

 Quality and affordability - we work together in a safe environment to provide accessible and 

sustainable services of the highest standard. 

 Integrity and respect - we have the courage to do what is right, be accountable for our actions, and 

communicate honestly and courteously. 

 

 

POSITION OVERVIEW 

Commitment One (or more) 3-4 hour shift a week (8.30am-12.30pm or 3pm-7pm)  

Team Customer Service 

Department HR and Customer Services 

Location Lort Smith, 24 Villiers Street, North Melbourne 
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POSITION OVERVIEW 

Key 

responsibilities 
 To ensure each visitor to the Hospital receives a warm and friendly welcome on 

arrival  

 To help minimise client waiting times in reception area by checking clients in, 
providing directions, guiding and orientating visitors around the Hospital  

 Assist clients with the self-check in service kiosk 

 Assist clients with weighing their dogs 

 Liaise with Customer Service staff about shift priorities 

 Answer general enquiries from visitors 

 Promote and assist clients sign up to the Companion newsletter 

 Assist with maintaining cleanliness of reception area 

 Provide a nonjudgmental and respectful environment for visitors 

 Be responsible for own wellbeing 

 Be a positive ambassador and representative of Lort Smith  

 Notify the Volunteer Engagement Team of any changes to availability to attend 
rostered shifts  

 Notify the Volunteer Engagement Team of any changes to personal 
circumstances which will impact the ability to perform the role 
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POSITION OVERVIEW 

Skills 

and attributes 
 Exhibits behaviours that embody the core values, vision and mission of Lort 

Smith 

 Maintains an open approachable manner and treats others with dignity, respect 
and fairness 

 Demonstrates resilience 

 Ability to cope in stressful and emotional situations 

 Ability and willingness to learn and accurately follow all relevant processes and 
procedures 

 Demonstrates initiative 

 Is committed, reliable and punctual 

 Excellent communication, active listening and interpersonal skills 

 Ability to give clear directions and provide accurate information 

 Is friendly, helpful and compassionate 

 Respects confidentiality 

 Ability to adjust to changing work requirements in a positive manner 

 Demonstrates self-awareness and takes responsibility for own actions and 
behaviour and how this impacts others 

 Demonstrated maturity and ability to maintain professional boundaries 

 Ability to cope in a fast paced environment 

 Confidence in dealing with the general public, including individuals who are 
distressed and/or displaying challenging behaviour 

 Ability to identify when to direct to, or ask for assistance  

 Ability to stand and walk for extended periods 

 Respectful of knowledge and experience of staff and other volunteers 

 Is open to feedback 

 Ability and willingness to deal with a diverse range of people  

 Shares the vision, mission and values of Lort Smith 
 

Supervision/support Supervised and supported by Customer Service Supervisors, Customer Services staff 

and team and Volunteer Engagement Team 

Application process  Minimum age 18 

 Attend a Lort Smith Volunteer Information Session 

 Complete relevant application form 

 Attend an interview 

 Complete an induction 

 Complete or provide a current Victorian Police Check  
• Complete further relevant training (one 2-hour session) 
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POSITION OVERVIEW 

Benefits   Play a key role in improving the health and happiness of animals and the people 
who care for them by supporting people who visit the Hospital  

 Be a part of one of Australia’s leading organisations for animal health and 
wellbeing  

 Gain skills and experience in customer service in an animal hospital environment 

 Meet and get to know other volunteers and staff 

 Networking and access to internal employment opportunities at Lort Smith  

 Knowledge that you are making a difference and contributing to the wider 

community 

 

 

Volunteer Engagement Manager’s Signature:  

Date: 31.3.2020      

Position Description last reviewed: March 2020 

 


