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Position Description 
Customer Services Officer – Aquatics & Cafe 

POSITION DETAILS 
T I T LE  Customer Services Officer – Aquatics & Cafe 

RE POR TS  T O  Team Leader Customer Experience 

LO CA T ION  Whakatāne Aquatics & Fitness Centre, 28 Short Street, Whakatāne  

DATE  October 2022 

D IRECT  REP OR TS  Nil 

F INANCI AL  DELEG AT IO N  Nil 
 

PURPOSE OF POSITION 

To provide and model customer service excellence by providing a safe, responsive, and enjoyable experience in a 
professional manner for all users and non-users of the facility, to ensure the needs of the Whakatāne communities 
are met.    
 

 

KEY ACCOUNTABILITIES 
KEY RESULT AREAS EXPECTED OUTCOMES / PERFORMANCE INDICATORS 

VALUES  The best interests of the organisation are represented at all times ensuring Council 
values are reflected in behaviours and professional delivery of role.  

CU ST O MER SERV I CE  Provide high quality customer service and administration, including:  

• Answer all customer and member enquiries 

• Phone calls are answered promptly and professionally 

• New membership sales are actioned as required and current memberships are 
monitored 

• Process Learn To Swim bookings as and when requested by the Facility 
Manager or the Learn to Swim Co-ordinator 

• Keep up to date with all Centre products, promotions and programmes 

• Promote the Aquatic Centre services, programmes and products 

• Customer Service area is kept clean and clear at all times 

• Receive and process payments from customers for entry, hire items, 
attractions, programmes and events 

• Provide a consistent and high standard of frontline customer service. 

Assist facility manager, Senior Customer Service Officer and Team Leaders with the 

operational management of the facility 
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HE A LT H ,  SAFET Y AND 

WE LLBE IN G  
Act as part of the lifeguarding team by preventing and responding to emergency 
situations 
 
Council’s documentation and procedures are understood and implemented to ensure 
risks to health and safety of those in the workplace are eliminated and / or controlled. 
 
Appropriate protective / safety clothing is worn as required.  
 
All work-related hazards, incidents and accidents are accurately reported and any follow 
up corrective actions are implemented. 
 
Support is provided, as required, to the Senior Health, Safety & Wellbeing Advisor to 
complete internal audits, assessments and investigations. 
 
Health and Safety training is regularly attended and certification, as required, is current. 
 
Active worker participation and engagement in Council’s health, safety and wellbeing 
practices and projects. 

ADD IT IO NA L DU T IES  Assist with all aspects of our on-site café including taking orders, preparation and 
serving of food and beverages, cleaning duties and providing a great service to our 
customers and members. 
 
Attend relevant training as required to ensure all qualifications to meet regulations 
required for delivery of the role are obtained. 
 
Assist with Emergency events as instructed 
 
Complete duties that may be required, as appropriate, to ensure completion of priority 
work. 

 

 
 
 
 
 
 
 
 

KEY RELATIONSHIPS 
EXTERNAL INTERNAL 

▪ Contractors 
▪ General Public 
▪ Operational suppliers 
▪ Other customers and key stakeholders, as 

appropriate 

▪ Council elected members 
▪ All staff 

 
 
 
 

PERSON SPECIFICATION 
SK I LLS  Passionate about and consistently applies good customer service principles to internal 

and external customers within everyday working environment 
 
Competent in the use of Microsoft Office applications and confident using a computer 
 
Confident and competent swimmer 
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HE A LT H AND EXPER IEN CE  Demonstrated previous experience in Local Government, customer service and 
Aquatic & Recreation positions. 
 
Demonstrated understanding of Aquatic & Recreation environments and the 
importance of strong customer service standards to all stakeholders. 
 
Physically fitness with no current or previous medical conditions which would impact 
on the ability to effectively and efficiently perform the duties described in this job 
description. 

KNO W LEDGE ,  S K I LLS  AND  

A T TR IBU TES  
High attention to detail, excellent time management, process focussed with strong 
emphasis on accuracy and continuous improvement. 
 
Able to drive and influence decisions confidently with highly developed interpersonal 
and communication skills, respects others and maintains confidentaility, strong team 
player, flexible and willing to support others. 
 
Solution focused, shows initiative and inspires commitment to achieve outcomes, 
understands the need for key relationships, acts with honesty, transparency and 
empathy for people and communities. 
 
Excellent decision making and problem-solving ability, can confidently analyse and 
apply key information with good judgement and takes accountability. 

OVER ALL  Has no previous or current medical conditions, which would affect the ability to 
perform the duties described in the job description. 
 

Is willing to work overtime and weekends should this be required. 
 
Full current drivers licence. 

No Police record as per Vulnerable Children’s Act 2014 

 
 
 

 
 
I, ____________________________________________________________ agree and accept the duties and responsibilities 
captured in this position description. 
 
___________________________________                                                       _______________________ 
Employee signature                          Date 
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