
 

 

 

Position Description 

 
 

POSITION:  Team Leader – Holiday Parks Customer Service 

 

REPORTS TO:  Holiday Parks Manager 

 

SALARY/WAGE: $60,000-$64,000 

 

LOCATION:  Portarlington Holiday Park 

 

STATUS AND TERM: Full time ongoing (some weekend work is required which is 

remunerated accordingly).  

Organisational Overview 

Bellarine Bayside Foreshore Committee of Management (BBFCoM) is responsible to the 

Minister for Energy, Environment and Climate Change for the management of 17 kilometres 

of Crown land foreshore reserves between Point Richards in Portarlington and Edwards 

Point in St Leonards.  

The Committee of Management, which is established under the Crown Land Reserves Act 

1978, pursues its mission to sustainably protect, restore and enhance the Northern Bellarine 

natural and built coastal environment, for the benefit and enjoyment of local communities, 

holidaymakers and visitors. The activities of the entity, which are underpinned by the 

operation of six holiday parks, generates annual revenue of $6m which is applied to the 

maintenance and improvement of the built assets and lands within the parks and along the 

foreshore. The entity employs between 25 – 40 staff in carrying out its activities.  

More detail about Bellarine Bayside can be found at www.bellarinebayside.com.au. 

http://www.bellarinebayside.com.au/


 

 

Key Duties 

Manage the Reception Customer Service Team (RCST): 

 Support the RCST (up to 10 team members) to provide a range of customer services to 

maintain the functions of the six Bellarine Bayside Holiday Parks and other Bellarine 

Bayside business.  

 Ensure a safe workplace and make recommendations to the Holiday Parks Manager 

(HPM) to maintain and improve a safe working environment. 

 Actively enhance and maintain a positive work place culture. 

 Empower the RCST by providing them with an appropriate amount of support and 

development to maximise morale and optimise performance. 

 Support the RCST through improvements or changes in the delivery of services. 

 Support multi-skilling of team members. 

 Ensure the provision of brochures, information and other collateral provided to Twelve 

Month Permit (TMPs) holders, season permit holders and packages and tourist sites. 

Manage and develop customer services: 

 Develop and maintain an excellent ‘customer first’ culture and service standard that 

leads to a high level of customer service and satisfaction, return bookings and positive 

referrals through word of mouth and social media. 

 Consider opportunities to improve or add new services that contribute to customer 

experience. Lead the RCST through the implementation challenges of new or enhanced 

services; including food and beverage services (in-house and vendors), children’s 

activities (e.g. pedal carts) and other services (in-house and contractors). 

Provide support/reporting to the Holiday Parks Manager 

 Provide advice to the HPM on any customer service implications of proposed annual 

rosters. 

 Actively seek business efficiencies through effective on-site monitoring and make 

recommendations to the HPM where opportunities are identified. 

 Monitor existing packages and identify new options for consideration by the HPM. 

 Monitor and report to the HPM on any developing trends or patterns in camper 

behaviour that require deeper analysis or consideration. 

Manage the Reservation Management System (RMS) including on-line booking 

 Develop an in-depth technical knowledge of RMS or a similar booking system that will 

enable efficient and accurate use of the system, effective billing, load tariff updates, 

electronic communication (including bulk emailing and texting), bad debt information 



 

 

management, storage of relevant customer information, effective system problem 

solving, and managing integration with other systems (e.g. boom gate software). 

 Ensure staff are appropriately trained in RMS including the on-line booking system (yet 

to be implemented). 

 Provide advice to the HPM on the practical implementation of new or existing products 

and services, taking into account customer trends and patterns. 

 Effectively liaise with technical service providers to address minor software or system 

issues. 

Work effectively other Bellarine Bayside management and staff to deliver combined 

services 

 Build effective working relationships with the Portarlington Holiday Park Manager, 

Bellarine Holiday Parks Manager, Team Leader Housekeeping, Operations Manager, 

Communications Coordinator and Office Administration Coordinator. 

 Ensure the seamless delivery of services across the various business functions of 

Bellarine Bayside. 

 Provide appropriate written workflows and process steps to enable staff to effectively 

undertake their roles including booking, check-in and checkout information, 

cancellations, management of appropriate service problem notification and other day-

to-day tasks.  

 

Bellarine Bayside Staff are expected to follow policies, procedures and legislation plus model 

the following Values Framework and behaviours:  

• Act in a fully transparent manner in everything they do. 

• Hold themselves and others accountable for delivery of assigned responsibilities. 

• Engage in a meaningful way with key partner and community stakeholders. 

• Act with honesty and integrity. 

Organisational Relationships 

Reporting Line: Directly to the Holiday Parks Manager  

Internal Contacts: Works closely with the Portarlington Holiday Parks Manager, 

Bellarine Holiday Parks Manager, Operations Manager, Team 

Leader House Keeping, Communications Coordinator and 

Office Administration Coordinator. 

External Relationships: Holiday Park customers, seasonal food/beverage vending  

    operators 



 

 

KEY SELECTION CRITERIA 

1. Demonstrated ability to manage and support a team of professional customer service 

staff providing a range of services to the patrons of the Bellarine Bayside Holiday parks 

or other areas of community or business relevant to Bellarine Bayside. Ability to develop 

and maintain a positive and healthy workplace culture. 

2. Demonstrated passion, ability and personality to deliver and manage a range of 

hospitality focussed customer services in a fast paced and sometimes pressurised 

environment, including front of house reception. 

3. Experience or aptitude to develop a high level of proficiency in the use of leading tourist 

industry booking systems, particularly Reservation Management System (RMS). Ability 

to utilise the full functions of systems to efficiently deliver a range of customer services, 

management reports and data analysis. 

4. Ability to work in and contribute effectively to a multi-functional team to provide a 

range of Holiday Parks and business services. An ability to contribute effectively to 

business problem solving or developing solutions to common challenges. 

5. Ability to manage sensitive and private information in a way that builds trust and 

confidence with staff and clients. 

6. Effective verbal, written and electronic communication skill.  

7. Proficient in the use of Microsoft office programs or similar 

 

Other Prerequisites  

8. Applicants must hold a current Police Check or be willing to undertake a Police Check 

9. Applicants must be an Australian resident or have a valid Australian visa with work 

rights. 

10. Applicants must hold a current Australian Driver’s Licence. 

 

 

  



 

 

Application Process: 

Closing date for applications is:  5pm, 21 April 2017. 

Applicants should email applications to recruitment@bellarinebayside.com.au by the closing 

date. If you do not have access to a computer, applications can be posted to the following 

postal address:  

Recruitment  

Bellarine Bayside  

P.O. Box 40  

Portarlington Vic 3223  

Should you have any questions or wish to discuss the role please contact Rod Newnham, 

Holiday Parks Manager on 0407 886 337 or via email at 

rod.newnham@bellarinebayside.com.au. 

All applicants must include the following in their application:  

 A cover letter articulating your suitability and interest in the position  

 A current resume which includes personal details, educational achievements, 

employment history and at least 2 professional references  

 Statements addressing each of the Key Selection Criteria as stated in the Position 

Description. Applications that do not address the Key Selection Criteria may not be 

considered.  

Applicants must be either a permanent resident of Australia or supply evidence that they 

have the right to work in Australia. If you are not a permanent resident of Australia, please 

attach a copy of one of the following documents to your application:  

 Australian Birth Certificate 

 Australian Citizenship Certificate 

 Australian or New Zealand passport 

 Evidence of Permanent Residence Status, or Temporary Visa with entitlement to 

work  

mailto:mailtorecruitment@bellarinebayside.com.au?subject=Office%20Administration%20Coordinator

