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Position Description 
HEAD HOUSEKEEPER  

POSITION DETAILS 
T I T LE  Head Housekeeper 

RE POR TS  T O  Team Leader Holiday Park 

LO CA T ION  Riverside, Whakatāne Holiday Park  

DATE  September 2026 

D IRE CT REP OR TS  Nil 

F IN AN C IA L DE LE GA T ION  Nil 

 

PURPOSE OF POSITION 
The Head Housekeeper is a senior operational role responsible for leading day-to-day delivery, maintaining high 
standards, and driving continuous improvement across Riverside, Whakatāne Holiday Park. 

The role has clear ownership of operational performance, customer experience, quality standards, and continuous 
improvement initiatives across the Holiday Park. 

The Lead acts as second-in-charge, providing leadership in the absence of the Team Leader, and is accountable for 
ensuring the team is coordinated, effective, and delivering to expected standards. 

 

KEY ACCOUNTABILITIES 
KEY RESULT AREAS EXPECTED OUTCOMES / PERFORMANCE INDICATORS 

VA LUES  The best interest of the organisation is represented at all times ensuring Council values 
are reflected in behaviours and professional delivery of role.  

CU ST O MER EX PER IEN CE 

&  SERV ICE  EXC ELLEN CE  
Accountable for the consistent delivery of exceptional customer service outcomes across 
the park. 

Lead and uplift service standards through coaching, feedback, and role modelling. 

Take ownership of complex or escalated customer issues and ensure timely resolution. 

Oversee reception support functions, ensuring booking accuracy, financial transactions, 
and communication standards are maintained. 

Lead initiatives to enhance the guest experience and improve customer satisfaction 
outcomes. 

OPER AT I ONA L  

LEADE RS HI P  &  

PERF OR MAN CE  

Lead the day-to-day coordination and delivery of park operations, ensuring efficiency and 
consistency. 

Monitor and optimise operational performance, workflow, resource allocation, and service 
delivery to achieve high-quality customer outcomes. 

Identify, drive, and implement process improvements to enhance quality, efficiency, and 
customer outcomes. 

Act as the primary escalation point for operational issues and make informed decisions to 
resolve them. 

Provide full operational leadership coverage in the absence of the Team Leader. 
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PEO P LE  LEADE RS HIP  &  

CA PA BI L IT Y  
Provide day-to-day guidance, support, and leadership to team members. 

Coach and mentor staff to build capability, confidence, and service excellence. 

Share knowledge, best practice, and operational expertise to maintain consistent 
standards. 

Support the onboarding and training of new team members. 

Provide constructive feedback and identify development opportunities. 

Support the Team Leader by highlighting training needs, capability gaps, and performance 
concerns. 

Foster a positive, collaborative, and customer-focused team culture. 

Contribute to effective team communication and continuous improvement. 

HOUSEKEE PI NG &  

QU A L IT Y  AS SUR AN CE  
Accountable for maintaining and continuously improving housekeeping and presentation 
standards across all facilities. 

Provide leadership and oversight of housekeeping operations, ensuring quality standards 
are consistently achieved and continuously improved. 

Analyse audit findings and trends to identify opportunities for improvement and increased 
operational efficiency. 

Implement and monitor quality control processes, including regular audits of cabins, 
facilities, and grounds. 

Ensure issues are proactively identified, addressed, and prevented from recurring. 

Oversee stock levels, ordering, and supply management to support operational needs. 

Remain actively involved in operational tasks where required to ensure delivery standards 
are met. 

HE A LT H ,  SAFET Y AND 

WE LLBE IN G  
Ensure 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. 

Accurately report all work-related hazards, incidents and accidents and implement any 
follow up corrective actions. 

Provide support, as required, to Health and Safety staff and General Manager to complete 
due diligence audits and other internal audits, assessments, and investigations. 

Regularly attend Health and Safety training, ensuring certification is current, as required. 

Ensure 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 emergency management events as instructed and attend relevant training in 
Civil Defence as required. 

Attend relevant training, as required. 

Complete other duties that may be required, in agreement with the line Manager. 
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KEY RELATIONSHIPS 
EXTERNAL INTERNAL 

▪ Public 
▪ Guests 
▪ Service providers 
▪ External Booking agencies 

▪ All Council staff 

 

PERSON SPECIFICATION 
QU A L IF I CA T ION S   Diploma in Hospitality Management or Business Administration. 

 

EX PER IENCE  Minimum 3+ years’ experience in hospitality, tourism, or accommodation. 
 
Demonstrated experience in a senior operational, lead, or supervisory role within 
hospitality, tourism, accommodation, or customer service environments. 
 
Proven ability to lead performance through influence, coordination, and 
accountability. 
 
Strong customer service background in a high-volume or service-focused environment. 

KNO W LEDGE ,  S K I LLS  AND  

A T TR IBU TES  
Strong customer focus with a proven ability to deliver service excellence. 
 
Proven ability to coach, mentor, and influence others to achieve high performance and 
service standards. 
 
Experience identifying and implementing operational improvements. 
 
Ability to lead from the front and take ownership of outcomes. 
 
Strong operational awareness and problem-solving capability. 
 
High attention to detail with a commitment to quality and presentation standards. 
 
Sound understanding of health and safety requirements in operational environments. 
 
Knowledge of holiday park or similar accommodation operations (desirable). 
 
Excellent organisation, prioritisation, and decision-making skills. 
 
Resilient, adaptable, and able to perform in a dynamic environment. 

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

Able to work overtime and weekends should this be required.   

Full clean current drivers’ licence. 
 

 

I, ____________________________________________________________ agree and accept the duties and responsibilities 
captured in this position description. 
 

___________________________________                                                       _______________________ 
Employee signature                                            Date 
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