
GREAT OCEAN ROAD COAST COMMITTEE INC
POSITION DESCRIPTION
Details

Position Title:
Caravan Park Customer Service Officer – Level 2
Reports To:

Park Managers
Location:

Torquay, Lorne, Anglesea
Date Approved:
14/09/2018
About the Great Ocean Road Coast Committee

The Great Ocean Road Coast Committee is a State Government Agency responsible for protecting, enhancing, and developing coastal Crown land from Point Impossible to Cumberland River. All funds raised through our commercial endeavours are reinvested back into the coast.

Our Vision

World-leading environmental protection and coastal experiences for all.

Our Mission

In partnership with our community, recreation, tourism and local economy, we enhance and effectively manage the Great Ocean Road coastal environment.

We do this by reinvesting the income generated through our caravan parks, leases, permits and licenses back into conservation, facilities, assets and infrastructure and education and engagement programs.

Guiding principles

1. Protecting and enhancing our natural environment and cultural heritage is of the highest priority
2. Our coastal reserves have strong health, wellbeing, community, economic, and heritage benefits which support recreational and community enjoyment
3. We provide the opportunity to enjoy our world leading coastal experiences that are affordable, inclusive and welcoming
4. We foster partnerships and volunteerism by improving access and understanding, education and engagement
5. Our activities and partnerships are built on mutual trust, open communication, collaboration and transparency
6. We use information and data and make evidence-based decision making
7. We engage and consult with our communities and stakeholders to inform our planning
8. We think long term, use strategic business planning tools and innovation to make the best use of our financial, human and physical resources
9. Good governance is core to everything we do and who we are.

Our role includes:

· Building and maintaining a wide range of facilities, assets and infrastructure – from artwork to amenity blocks

· Operating caravan parks in Torquay, Anglesea and Lorne
· Issuing leases, licences and permits for various commercial and one-off activities and events on the coast

· Undertaking weed eradication and other programs to protect the sensitive coastal environment

· Contributing to the areas overall amenity in any number of ways, including removing rubbish from beaches and coastal reserves

· Designing and delivering a diverse range of special projects
You can find out more about the Great Ocean Road Coast Committee and the work we do via our websites:


Great Ocean Road Coast Committee
www.gorcc.com.au
Lorne Foreshore Caravan Park

www.lornecaravanpark.com.au
Torquay Foreshore Caravan Park

www.torquaycaravanpark.com.au
Anglesea Family Caravan Park

www.angleseafamilycaravanpark.com.au
Primary Role – Front Office Reception
The Customer Service Officer position is responsible to assist with the day-to-day front-of-house reception duties of the Caravan Parks. 
The Customer Service Officer role is responsible for:

· Receiving and making booking reservations using the Rooms Management System (RMS) software system - via phone, email, on-line and in person;
· Face to face customer liaison at the Parks including provision of information, dealing with customer complaints, handling cash monies, receiving maintenance requests and other customer interactions as may be required;
· Dealing with customer correspondence and enquiry via email and phone;
· Report preparation for daily banking;
· Advising management of customer issues as soon as able and in the format directed by the Park Managers to ensure an efficient and timely transfer of information;
· If applicable, handling cash sales for kiosk items, souvenirs, tour bookings or other types of transactions as may be required;
· Provision of a friendly, efficient and empathetic customer service ‘face’ to the customer;

· Other duties as may occasionally be required including but not limited to cleaning or grounds work;
Knowledge / Skills & Selection Criteria – Required

1. Practical administrative skills and customer service experience in a hospitality or retail environment involving front of house duties.
2. Excellent oral and written communication skills, including an ability to communicate with people across a broad range of backgrounds.
3. Demonstrated ability to work as part of a team.
4. Proactive approach to problem solving.

5. Good time management and organisational skills.
6. RMS booking software experience (preferred).
7. Drivers Licence (preferred).
Other Requirements

· Standard hours of work are between 8.00am and 8.00pm in the office area.

· The Caravan park operates 365 days a year and rosters will include working during school holidays and can include weekend work and working on Public Holidays.

· Annual leave (if applicable) cannot generally be taken during the peak period of mid -December to the end of January or Easter.

· Full time and Part Time positions will have a 3 month probationary period.
· Whilst the employee will generally work in one location, they may be required to work in any location for short periods of time to cover absences of other personnel.
Terms and Conditions of Employment

Wage:

Subject to Employee Agreement classification
Status:
Full Time, Part Time or Casual as per your ‘Letter of Offer’

Term:

On-going, subject to rostering and business requirements

Applications
All applicants for this position should provide the following information:

1. A cover letter – attention to Ray Palmer – Acting Caravan Park Operations Manager
2. A current resume

3. Two current referees

All applications should be submitted electronically to the info@gorcc.com.au email address.

All applicants will be contacted to advise of receipt of application.

Confidential enquiries regarding this position may be directed to Ray Palmer: ray.p@gorcc.com.au / 0439 817 315.[image: image1.png]



