PAGE  
[image: image1.png]4
Retirement Living‘ .

GROUP





Position Agreement

Page 2 of 6


Non-Managerial Position Contract for:      
Position Title: Resident Service Liaison
Manager’s Position: Office Manager
	Result Statement

	This position is accountable for producing the following result:

To support the effective operation of the company and the acquisition and retention of clients by communicating with all people who contact the company, in accordance with our positioning strategy, through orchestrated communications systems.



	Tactical Work Listing

	Resident Assistance

1. Acknowledge and guide residents and their guests as they enter and leave the building.

2. Assist new residents in making an adjustment to their new environment.  HOW???
3. Respond to emergency calls.
4. Remind residents of appointments.

5. Sort and distribute resident mail. 

Communication

6. Greet and provide assistance to all visitors.

7. Answer telephone.

Respond to intercom.
8. Assist residents with phone calls.

9. Schedule Dr. appointment transportation.

10. Check residents in and out of building.

11. Make announcements over intercom regarding meals, activities, etc.

12. Change bulletin boards or other resident communication boards and media.

13. Conduct morning devotional.

14. Make meal time announcements.

15. Arrange for resident meal trays.

16. Provide religious leaders with up-to-date information on residents at the community belonging to their congregations.

17. Report significant changes in daily habits or mental, physical or emotional status to RN or responsible person.  
18. Document all happenings in staff logbooks and resident logbooks.

19. Liaison with family members or residents as requested by RN and Administrator.

20. Perform as communications back-up in emergencies.

21. Assist Administrator in implementing emergency routines.

Documents

22. Maintain front desk lists (check-out, visitor, aides, packages).

23. Keep files and paperwork current and orderly with incoming residents, current residents and transfer residents.

24. Type correspondence.
25. Maintain various reports on residents.  What are these?
26. Monitor residents and document anything that needs special attention.

27. Document happenings or events pertaining to resident care, behavior, family request, care changes, etc.

28. Enter into log items that would be of value to staff or management in being of greater service to residents.

Other

29. Perform general office duties as assigned by the Office Manager or Administrator.

30. Provide secretarial support to the Administrator.

31. Assist with resident activities as instructed.

32. Assist with marketing as needed, 

33. Record prospective residents' information on sign-ups at front desk.

34. Schedule service requests for maintenance.

35. Account for all residents at each meal.

36. Assist in serving at meal times as needed.

37. Review  staff and resident logs and 
38. Consult with those on previous shift.

39. Be familiar with emergency procedures and their duties during such emergencies. Account for residents and staff during emergencies and fire alarms.

40. Know how the security and fire system functions.

41. Keep building secure and safe at all times for residents. 
42. Conduct a security check each evening to lock doors and set alarms.

43. All other assignments as assigned.


Non-Managerial Position Contract for:      
Position Title: Resident Service Liaison
	Standards

	List quantity, quality, and behavior standards for which this position is accountable. Do not include those that belong on a system action plan.

	Position Specific

	1. Ability to carry office supplies and equipment up to 40 lbs. and regular typing.
2. Ability to communicate clearly in verbal and written English with residents and families
3. Computer skills and knowledge of word processing programs.
4. Type accurately and be able to handle correspondence.

5. Obtain first aid, CPR, TB test and food handler’s permit and certification.

6. Customer service experience necessary.

7. Capable of meeting the public well and be able to answer questions regarding Assisted Living / Retirement Residence
8. Must have a courteous, helpful telephone manner and enjoy working with elderly people.

9. Telephone skills, able to work appropriately with other people, kind, considerate and patient with residents.

10. High School Education. secretarial school graduate or at least two years professional experience as a secretary or Resident Service Liaison.

11. Be friendly, courteous, and helpful to all residents, treating them with respect and the dignity they deserve.
12. Warmly and courteously greet and provide assistance to all visitors coming to the community.

13. Respond to intercom when residents call



Non-Managerial Position Contract for:      
Position Title: Resident Service Liaison
	Standards

	Companywide

	1. All work will be performed in accordance with all government laws, regulations, ordinances and court rulings in those jurisdictions in which the company operates.

2. All routine work systems will be documented in an operations manual.  The information included in the operations manual is proprietary.

3. All work will be performed according to company policies and standards inherent in all position agreements, system action plans, employee handbook, operations manual, ongoing policy memoranda and dress codes.

4. Client and company information will be held as strictly confidential outside the company.

5. Client health information will be held as strictly confidential.

6. All telephone message calls, both internal and external, will be returned within one business day and within two hours whenever possible.

7. Manager will be notified in an exception report of any issues to be resolved or deadlines that cannot be met by reporting person, prior to the due date.

8. In coordination with RLG, all innovation will be quantified, tested and improved, then documented for routine implementation (i.e. well orchestrated once proven).

9. Problems with any system must be brought to the attention of manager in an exception report so the system can be improved, within the structure of the operations manual.

10. Employees are encouraged to recommend ideas for the improvement of their department and position that are consistent with the company’s Strategic Objective.

11. All policy memoranda indicating changes in policy and / or procedure will be stored in each employee’s operations manual, until the time an updated procedure is provided.

12. Employees will provide staff assistance as requested; each employee may be asked from time to time to cover other areas of accountability and / or departments.

13. All business communications, whether verbal, visual or written, whether for internal or external use, will be professional in tone and content and in accordance with applicable and existing company policies an standards.

14. Employees will respect each other’s time, space and need for concentration.  Socializing and interruptions must not impede workflow.

15. Employees will have regularly scheduled meetings with their managers.

16. Employees will be honest as they deal with everyone they come in contact with at work.

17. Employees will communicate with others in a respectful tone that is audible to the person(s) with whom he or she is speaking.

18. Employees will use positive, uplifting language and never use profane, vulgar or crude language.

19. Employees will exhibit a positive attitude toward and about their co-workers, supervisors, residents, guests, vendors and others whit whom they come in contact.

20. Employees will be punctual in clock-in and out for their assigned shifts as well as breaks. 

21. All emails will contain a RLG approved signature.


Non-Managerial Position Contract for:      
Position Title: Resident Service Liaison
	Signatures

	Statement of the Position Holder: 

I accept the accountabilities of this position and agree to produce the results, perform the work, and meet the standards set forth in this position contract. 

     





     
Date





Signature







     






Printed/Typed Name

Statement of the Position Holder’s Manager:

I agree to provide a working environment, necessary resources, and appropriate training to enable the accountabilities of this position (results, work, standards) to be accomplished.

     





     
Date





Signature







     






Printed/Typed Name
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