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	POSITION DESCRIPTION

	POSITION TITLE
	Customer Services Officer

	DEPARTMENT
	Finance

	GROUP
	Corporate Services

	REPORTS TO:
	Finance Manager 

	DIRECT REPORTS
	Nil

	POSITION PURPOSE

The Customer Services Officer is the primary face and voice of the West Coast Regional Council, responsible for delivering a high-quality, professional, and welcoming experience to all customers. The role manages a wide range of enquiries received in person, by phone, email, and online channels, ensuring that all interactions reflect Council’s values and service standards.

The position provides essential administrative and transactional support across Council, including accurate processing of payments, responding to customer service requests, maintaining front-of-house operations, and supporting internal teams through reliable, timely administrative assistance.


	DATE OF REVIEW
	November 2025

	
	

	ORGANISATIONAL CONTEXT
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	KEY RELATIONSHIPS

	EXTERNAL
	Purpose and frequency of contact

	· Public 
	Consultation and information sharing
	Daily 

	· Other Local and Territorial Authorities
	Collaboration and information sharing
	As needed

	· Iwi/Hapū
	Information sharing 
	As needed

	· Primary contractors (and subcontractors) and consultants
	Information Sharing
	As needed

	INTERNAL

	· All staff
	Seeking information, collaboration and providing advice
	Daily

	COMMITTEE/GROUPS

	· Standing Committees of Council
	Information Sharing
	As needed

	

	KEY ACCOUNTABILITIES 

	KEY RESPONSIBILITIES
	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. 


	Customer Services Delivery

	The Customer Services Officer provides a consistent, positive, and professional experience to all customers across multiple contact channels. This includes:
· Greeting and assisting visitors by creating a welcoming environment, understanding their needs, and either resolving their enquiry or directing them to the appropriate staff member or department.
· Responding to phone, email, and counter enquiries by actively listening, recording accurate information, and following through to ensure enquiries are processed within agreed timeframes.
· Managing customer requests for service (RFS) by entering information correctly, ensuring requests are actioned, and following up where necessary so customers receive timely and accurate outcomes.
· Maintaining front-of-house presentation by ensuring the reception area, public spaces, brochure stands, and displays are clean, tidy, well-stocked, and aligned with Council expectations.
· Operating within agreed service standards, including:
· Counter services delivered 8am–5pm, Mon–Fri
· Answering calls within KPI timeframes
· Processing correspondence and messages within 3 business days
· Managing reception workflows ensuring that daily tasks are completed, and service coverage is maintained throughout the day.
· Receiving and issuing documents, such as applications and registrations, ensuring accuracy and secure handling.


	Finance Transactions and Cash Handling

	The role ensures that all financial transactions are completed accurately, securely, and in accordance with Council procedures. This includes:
· Processing over-the-counter and phone payments, including rates, licences, and other Council fees, ensuring correct receipting, coding, and balancing.
· Completing daily reconciliation and banking by balancing the till, preparing deposits, resolving discrepancies, and maintaining accurate financial records.
· Providing rostered finance backup, performing delegated finance support tasks to maintain business continuity.

	Administration and Operational Support
	The Customer Services Officer provides essential administrative assistance across Council, ensuring smooth internal operations. This includes:
· Preparing correspondence and documentation using approved templates and ensuring all written communication is clear, accurate, and aligned with Council standards.
· Supporting Council teams under Service Level Agreements, including processing delegated administrative tasks, gathering supporting information, and liaising across departments.
· Maintaining data and records, ensuring documents are stored correctly and consistently in Council’s records management system.
· Managing day-to-day supplies and logistics, including ordering stationery, corporate clothing, business cards, and maintaining stock levels in the staff cafeteria.
· Carrying out routine maintenance tasks, such as cleaning and maintaining the leased beverage machine and keeping the staff kitchen tidy during work hours.
· Coordinating meeting arrangements, including booking rooms, organising catering, completing room setups, and ensuring spaces are ready for use.
· Supporting online service administration, ensuring all digital service tasks and back-office processes are completed accurately and within timeframes.

Specific Support
Travel and Accommodation Coordination
· Arranging staff travel and accommodation through Orbit Travel, ensuring accuracy of bookings, resolving issues, and providing timely follow-up.
Finance backup
· Provide support and backup to the finance department as and when needed including during absence of leave within the team and peak processing periods e.g. rates invoices distribution. 


	Ratepayer Support
	Responding to ratepayer enquiries, providing clear explanations or directing customers to the relevant specialist team.

Supporting the maintenance of the Name and Address Register (NAR) and the Rates Information Database (RID) by updating details accurately and ensuring data integrity.


	Stakeholder Engagement

	Foster and manage positive relationships with key internal departments and external agencies to ensure strong connections with internal customers, contractors, consultants, landowners, and partner agencies.

Ensure a positive profile and the reputation of Council is enhanced to enable engaged and informed relationships within the West Coast community. 

Engage effectively with local authorities, rating district representatives, and community members to ensure projects are well understood and supported.

Provide clear and timely communication, resolving issues proactively and ensuring that Council’s reputation and relationships are strengthened through professionalism and transparency.

Represent the Council positively at meetings, forums, and public engagements, reinforcing trust and confidence in WCRC’s project delivery capability.


	Health, Safety and Wellbeing
	Demonstrates a strong understanding of the Health and Safety at Work Act and adheres to Council's health, safety, and wellbeing policies and procedures. This includes:
· Promoting and maintaining safe work practices within the team, consistently leading by example.
· Ensuring compliance with all reasonable health and safety policies and procedures issued by Council.
· Taking reasonable care for your own health and safety and that of others, avoiding actions or omissions that could cause harm.
· Following Council procedures, including proper use of personal protective equipment (PPE) and safety gear.
· Promptly reporting all hazards, incidents, injuries, work-related illnesses, and near misses to support effective risk management.
· Ensuring timely and accurate documentation of all health and safety events and taking appropriate corrective action.
· Supporting internal audits, assessments, and incident investigations as required by the Health, Safety and Wellbeing team.
· Attending mandatory health and safety training and maintaining current certifications.
· Actively engaging in Council-wide health, safety, and wellbeing initiatives and continuous improvement efforts.


	Organisational Contribution and Engagement
	Collaboration and Culture Engagement
Foster a respectful, inclusive, and culturally aware work environment. Support diversity and inclusion initiatives and uphold the Council’s obligations under the Treaty of Waitangi, Te Tiriti O Waitangi and the Treaty Settlement Act, including observing cultural protocols when engaging with Iwi/Hapū and other stakeholders.

Emergency Management Participation
Participate in civil defence and emergency management activities as required, contributing to the Council’s statutory emergency preparedness and response obligations.

Additional Responsibilities
Undertake additional duties as reasonably required. Embrace change through continuous learning, setting personal development goals with your people leader, and staying open to feedback and innovation. Actively share knowledge, mentor colleagues, and contribute to cross-team collaboration to support organisational goals and enhance overall performance.




	FINANCIAL RESPONSIBILITIES

	As per the Financial Delegations Register 




	FREEDOM TO ACT

	Guidelines and support available to assist the job holder to make decisions e.g. policy documents, standard procedures, reference to Manager or senior employees. If job holder can make decisions without approval from anyone else, please note that authority. 

The role works within established customer service procedures, finance processes, Service Level Agreements, and Council policies. Routine decisions are made independently, particularly those relating to customer enquiries, cash handling, and daily administrative priorities. Matters involving risk, conflict, or complexity are escalated to the Finance Manager or relevant senior staff.




	WORK COMPLEXITY

	Most challenging duties typically undertaken: 

The role involves managing a high volume of varied customer enquiries while balancing administrative and financial tasks. It requires the ability to interpret customer needs, apply established procedures, and use sound judgement when deciding how to respond or escalate issues. The job holder must maintain accuracy in payment processing and records management, work efficiently under pressure, and juggle competing priorities in a fast-paced, front-facing environment.






	PERSON SPECIFICATION

	QUALIFICATIONS
(or equivalent level of learning)

	Essential
	Desirable (for recruitment purposes only)

	
	Full New Zealand driver’s licence.
	National Certificate in Call Centre Operations or similar is preferred. 
Kiwi Host Certificate, or equivalent.


	EXPERIENCE
(Indicate years of experience required as appropriate)

	Minimum 3 years in a customer service role, ideally within local or regional government

Experience with cash handling and financial transactions

Proficiency in Microsoft Office (Outlook, Word, Excel, PowerPoint)

	

	SKILLS/ATTRIBUTES/JOB SPECIFIC COMPETENCIES 
(Typically, be expected for 100% fully effective in role)

	Excellent customer service and communication skills, with the ability to engage positively with a wide range of people and adapt communication style to suit different needs.

Strong administrative accuracy, including confident use of Microsoft Office, reliable data entry, and the ability to follow structured processes consistently.

High attention to detail, particularly when handling payments, updating records, and preparing correspondence.

Sound judgement and problem-solving ability, able to assess enquiries, determine appropriate action, and escalate issues when necessary.

Effective time management, capable of balancing multiple tasks, meeting deadlines, and maintaining professionalism during busy periods.

Collaborative team member, contributing positively to team culture, supporting colleagues, and helping ensure smooth daily operations.




From time to time, it may be necessary to consider changes in the job description in response to the changing nature of our work environment. Such changes, including technological requirements or statutory changes, may be initiated by the manager of this job with due consultation with the position holder. This job description should be reviewed as part of the preparation for performance planning.


				
Employee Name		Date
Employee Job Title



				
Approved: 	Manager Name	Date
Manager Job Title
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Chief Executive Officer


CFO & GM Coporate Services


Principal Planning & Reporting Officer


Customer Services Officer


Finance Manager


Accounts Receivable Officer


Accounts Payable Officer


Senior Rates Officer


Rates Officer


Senior Management Accountant 


Project Accountant
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Our Values

COOBE

Community
First

Acting with
Integrity

Valuing each
other

Leading the
way

Own it

We make decisions, and
measure outcomes, based on
how well they serve or
community.

We do what's right, not what s
‘easy, using good judgement and
respecting all.

Empowering/enabling/supporting
each other to grow and succeed.

Achieving positive change for our

We take responsibility for what
we say and do; owing the things
that go well, and those that don't.
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