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1.0. SCOPE

1.1. This procedure explains the process of handling incoming and outgoing calls.

2.0 . PURPOSE

2.1  To ensure that the front office is well manned.

3.0. OBJECTIVES

3.1. To ensure incoming and outgoing telephone calls are attended to promptly. 

3.2. To ensure effective communication for staff and clients.

4.0. KEY PERFORMANCE INDICATORS

4.1. Telephone register
5.0. REFERENCES

 5.1. Quality Manual

5.2   Front office procedure manual
6.0. DEFINITIONS
       None

7.0. RESPONSIBILITY & AUTHORITY 

7.1. Executive Secretary
7.1.1. Control of front office operations.

7.1.2. Allocates duties to the front office staff.

7.1.3. Controls communication tools.

7.2 RECEPTIONIST

7.2.1. Directing calls to the relevant offices.

7.2.2. Responding to clients’ enquiries.

7.2.3. Ensuring the reception area is well maintained.

8.0.   DETAILS OF PROCEDURE

8.1. Receiving incoming calls or requests to make a call from staff
8.2. Enquiring the purpose/reason for calling.
8.3. Directing  the call to the relevant office.

8.4. Recording the incoming and outgoing calls.
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9.0 RECORDS AND APPENDIXES

9.1. Telephone register.

9.2. Telephone directory.
PROCEDURE FOR HANDLING INCOMING AND OUTGOING TELEPHONE CALLS
Responsibility





Activity
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1.0. SCOPE

1.1. This procedure will be used in handling of visitors coming to the institute.

3.0 .  PURPOSE

3.1. To ensure customer satisfaction.

3.0. OBJECTIVES

3.1. To ensure all visitors are attended to promptly.

3.2. To ensure that relevant information is provided for all enquiries.

4.0. KEY PERFORMANCE INDICATORS

4.1. Number of visitors attended to.
5.0. REFERENCES

5.1.     Quality Manual

5.2
Front officer procedure manual
6.0. DEFINITIONS
       None

7.0.   RESPONSIBILITY & AUTHORITY 

7.1 RECEPTIONIST

7.1.1 Receiving and directing visitors to the relevant offices.

7.1.2 Providing information to clients’ enquiries.

7.1.4 Ensuring the reception area is well maintained.

8.0.   DETAILS OF PROCEDURE
8.1.   Welcome the visitor and checks whether the visitor has a gate pass
8.2.   Enquires the purpose of visit.
8.3.    Register the visitor in the visitors register.
8.4     Enquires through the intercom whether the relevant officer is in the office
8.4.   Directs the visitor to the relevant office.
	DOCUMENT: PROCEDURE MANUAL

	Ref: PM-19-02

	TITLE :Procedure for  Handling visitors 
	Date: February 2013

	
	Issue No: 01

	
	Revision:01

	
	Page:2 of 2


8.5.   Sign out the visitor.
9.0 RECORDS / APPENDICES
9.1. Visitors register

9.2 Visitor’s pass

PROCEDURE FOR HANDLING VISITORS
Responsibility



Activity
























KENYA EDUCATION MANAGEMENT INSTITUTE

AMENDMENT RECORD SHEET

	REF. NO.
	REVISION

NO
	SUBJECT OF REVIEW
	REVISION
DATE
	PREPARED
BY

	APPROVED
BY


	PM-19-01

	O2
	Procedure for handling calls
	Feb 2013
	Customer Care
	MR

	PM-19-02

	02
	Procedure for handling visitors
	Feb 2013
	Customer Care
	MR

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	


REF: KEMI/QMS/PM/19








� EMBED CorelDraw.Graphic.16 ���





� EMBED CorelDraw.Graphic.16 ���





START





OUTGOING CALLS





INCOMING CALLS





Receive internal request to make a call





Receive call





Receptionist





Enquire purpose/reason for calling





Record the call





Register and direct call to the relevant office 





Make and direct the call as per request





END





END





START





Receive visitors and checks whether the visitor’s pass





Enquire the purpose of visit





Register the visitor in the visitors register





Receptionist





Is the  relevant officer in the office?





Visitor advised to make an appointment another day/ or seek to seek another officer if need be.





NO





YES





Directs the visitor to relevant office





Sign out the visitor in the visitors register





STOP








8

_1423484393.unknown

_1423484392.unknown

