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BOROUGH OF QUEENSCLIFFE 

POSITION DESCRIPTION 

1. POSITION TITLE 

Records Management and Customer Service Officer 

 

2. CLASSIFICATION 

 
Band 5 of the Borough of Queenscliffe Enterprise Bargaining Agreement No 10, 2019. 
 
Permanent Part Time – 22.8 hours per week (there is some scope for these hours to be 
negotiated) 
 

APPROVED BY:  Martin Gill  
Chief Executive Officer 

 
DATE APPROVED: 17 November 2021 

 

3. POSITION OBJECTIVES 

 To ensure the successful management, operation and continuous improvement of the 
Council’s Electronic Document Records Management System (EDRMS), including 
taking a key role in the initial transition to an electronic system. 

 To ensure Council meets its statutory obligations in relation to record management. 

 To provide an efficient and effective customer service to ratepayers and visitors and 
ensure customer enquiries are dealt with in an expeditious and courteous manner. 

 To provide an efficient and effective administration support service. 

 

4. KEY RESPONSIBILITY AREAS  

  4.1      Records Management 

 Take a key role under the direction of the Business Systems and ICT Service 
Coordinator in the implementation of the EDRMS and to support the delivery of 
information services to the organisation in line with the organisation’s ICT direction. 

 Once the EDRMS is implemented, to be the system administrator of Council’s EDRMS. 

 Promote good records management practices across organisation by developing, as 
required, systems and procedures in accordance with legislative requirements and 
Council’s needs. 
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 Provide direct technical assistance, advice and support to all departments in solving 
problems related to managing records, record-keeping requirements and the use of 
the EDRMS. 

 Maintain the organisation’s Information Asset Register (IAR). 

 Perform regular records and user audits to ensure that data is correct, business rules 
are followed and the integrity of information within the EDRMS is maintained. Work 
with staff to reinforce correct process when business rules are not followed. 

 Ensure that information stored by the organisation is maintained, archived and 
disposed of in accordance with the prescribed requirements of the Public Records 
Office of Victoria, and in a manner that meets the operational needs of council’s 
business units. 

 Assist with the sourcing of documents in response to Freedom of Information (FOI) 
requests. 

4.2 Customer Service Support 

 Provide efficient and courteous customer service to members of the community, 
organisations, contractors and other Council departments. 

 Counter Service – be the first point of contact for counter enquiries, including 
providing information about Council services and respond to general enquiries such as 
general rates and valuation enquiries. 

 Telephone – assist with inward calls and transfers, including calls regarding rates, 
complaints and service requests. 

 Provide follow-up to customer enquiries as required. 

 Cash receipting – carry out various functions of Council’s cash receipting system, 
including banking and updating to Council’s financial system (TechOne). 

 Raise purchase orders and assist other Council Officers with purchase order processing 
as required. 

 Maintain the public liability incident register and inform Council’s insurance officer in 
relation to potential claims. 

 Provide administration support across the organisation as required. 

4.3  Risk Management and Occupational Health and Safety 

 Comply with Council’s risk management and occupational health and safety policies 
and practices. 

 Perform duties in a manner which is without an unacceptable level of risk to your own 
health and safety, other employees, Council’s customers or the community in general, 
in accordance with policies, training and instruction given. 
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 Report to your supervisor and/or OHS officer any risk exposure, loss or damage.  Risks 
arising in the workplace may relate to personnel/OHS, plant and property, 
financial/liability, business interruption or reputation. 

 Report to your supervisor and/or OHS officer any illness, injury, hazard, near miss or 
incidents and losses as soon as they are detected. 

 Participate in programs to improve risk management including health and safety 
within the workplace. 

 

4.4 Other 

 Ensure that Records Management policy, procedures and guidelines are fully complied 
with. 

 Participate in organisational development including training, annual performance 
appraisals and meetings as required. 

 Perform other duties and responsibilities reasonably within the capabilities of the 
position. 

 Actively implementing fraud and corruption control is also a primary responsibility. 

 

5. ORGANISATIONAL RELATIONSHIPS 

 
Reports to:  Business Services Coordinator 
 
Supervises:  Not applicable 
 
Internal Liaisons: Business Systems and ICT Service Coordinator 

Management Team  
Mayor & Councillors 
Other Council staff 
 

External Liaisons: General Public 
Business and Community Representatives 
Contractors  
State and Federal Government departments and agencies 
 

 

6. ACCOUNTABILITY AND EXTENT OF AUTHORITY 

 

 Responsible for the timely and accurate management of the EDRMS. 

 Contribute to the efficient and effective operation and overall performance of the 
Customer Services team. 

 Provide direct support and assistance to the Customer Services team and departments, 
and provide a courteous, efficient and professional service to all customers. 
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 Accountable for managing own time and work priorities to deliver the required 
outcomes of the position. 

 Accountable for the confidentiality of all documents within the control of the position. 

 Accountable for complying with Council policies and standard operating procedures. 

 

7. JUDGEMENT AND DECISION MAKING 

 

 Use initiative and innovation in approach to all aspects of the position. 

 Exercise judgement in the selection of the most appropriate process, method or 
procedure and proactively seek advice as required. 

 Guidance and support is available from the Business Systems and ICT Service 
Coordinator, the Business Operations Coordinator and more experienced Customer 
Service Officers. 

 Make well informed decisions concerning routine and defined administration functions. 

 Exercise judgement in particular administrative methods or processes to be used. 

 

8. SPECIALIST SKILLS & KNOWLEDGE 

 

 Highly proficient in electronic documents records management. 

 Sound knowledge of customer service principles, preferably with a general knowledge 
of Local Government and its functions. 

 Proficient in the use of the Microsoft Office suite, (including Outlook, Word, Excel) and 
other office technology. 

 Comprehensive keyboard and data input skills with a high degree of accuracy. 

 

9. MANAGEMENT SKILLS 

 

 Sound organisational skills and the ability to effectively plan, organise and manage own 
time to achieve targets within set timeframes. 

 Prioritise daily routine functions and co-ordinate these with specific allocated tasks. 

 Ability to use initiative in all aspects of the position. 

 Ability to adapt to a busy working environment. 

 

10. INTERPERSONAL SKILLS 

 

 Ability to work with and relate successfully to a diverse range of people. 

 Committed to records management and customer service excellence. 

 A commitment to work as an effective team member to achieve Council’s objectives. 
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 Ability to recognise and adapt to situations requiring discretion, sensitivity and 
confidentiality. 

 Well-developed verbal and written communication skills. 

 

11. QUALIFICATIONS AND EXPERIENCE 

 

 Experience in using an EDRMS, ideally in SharePoint. 

 Experience in using the Microsoft Office suite, and ideally managing and supporting 
Microsoft Teams and other Microsoft 365 applications.  

 Experience in a customer service and/or administrative role, ideally within local 
government. 

 Certificate III in Business Administration and/or minimum two years’ experience in 
similar role preferred. 

 
 

12. KEY SELECTION CRITERIA 

 

 Demonstrated experience in using an EDRMS, ideally in SharePoint. 

 Demonstrated experience in using the Microsoft Office suite, and ideally managing and 
supporting Microsoft Teams and other Microsoft 365 applications.  

 Demonstrated experience in a customer service and/or administrative role, ideally within 
local government. 

 Well-developed written and oral communication skills. 
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Child Safe Standards 
Inspired by the Borough of Queensliffe’s Latin moto, Statio Tutissima Nautis, that translates as ‘the 
safest anchorage for seafarers’, Council is committed to creating a safe and friendly working 
environment where people are respected, valued and encouraged to do their best and where our 
customers and young people are also respected, valued and made to feel safe.  Council is also 
committed to ensuring its legislative obligations, in particular the Working with Children Act 2005 are 
met and understood. 
 
In line with Council policy and procedures, all positions within Council are required to have a current 
employee Working with Children Check (WWCC). All prospective employees cannot commence work 
at the Borough until they have a valid employee WWCC that references the Borough of Queenscliffe 
as their employer. All prospective employees will be required to undertake a criminal history check 
(police check) before commencing employment with the Borough of Queenscliffe. Both of these 
checks are to be organised by the potential employee and will be reimbursed by the Borough of 
Queenscliffe. 
 
Equal Opportunity Statement 
Council’s Policy on Equal Employment Opportunity reflects our desire to enjoy and promote a 
workplace free of discrimination where each person has the opportunity to progress to the extent of 
their ability. The key policy principles are: 
 
1. The Council of the Borough of Queenscliffe is wholly committed to the principles of Equal 

Employment Opportunity. 
2. The Borough of Queenscliffe will ensure fair, equitable and non-discriminatory consideration 

is given to all job applicants regardless of age; disability; sex; sexual orientation; race; 
employment activity; gender identity; lawful sexual activity; marital status; industrial activity; 
political belief or activity; physical features; breastfeeding; pregnancy; parental status or 
status as a carer; religious belief or activity; and personal association with a person who is 
identified by reference to any of these attributes. 

3. Selection of an individual for employment, promotion or advancement, training and staff 
development will be on the basis of the person's merit in fair and open competition according 
to the skills, qualifications, knowledge and efficiency relevant to the position involved. 

 

 
 
Approved: 

 
 
Martin Gill 
CHIEF EXECUTIVE OFFICER 
 
Date: 17 November 2021 
 


