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POSITION DESCRIPTION



Position Title:

Customer Service Officer (Outlets)

Classification:

Casual
Date of Review:
April 2009 
Location:

Brisbane/Ipswich
Purpose of Position

These positions operate a metropolitan or regional customer service outlet. They provide Diabetes Australia - Queensland information and services to members and clients in a retail setting. They arrange presentations, displays, marketing and promotions in outlets to present a positive image of Diabetes Australia - Queensland.

Staff in these positions may be employed in a full-time part-time or casual capacity.

Organisational Environment
Diabetes Australia Queensland (Diabetes Australia - Queensland) is a member-based association and part of the national organisation, Diabetes Australia. Funding for Diabetes Australia - Queensland is through membership subscriptions and donations, remuneration as Qld agent for the NDSS* and through sponsors and fund raising.

Diabetes Australia - Queensland provides a range of products and services, including:

· Advice and support for diabetes management;

· Equipment, literature and specialty food products;

· Professional advice, support and education through children’s camps, seminars, magazines, reference library and response to members; and

· Advocacy for funding research.

* The National Diabetic Services Scheme (NDSS) is a Commonwealth funded program through which people with diabetes can access a range of essential diabetes management supplies and information services at Diabetes Australia - Queensland outlets and sub-agents throughout Queensland.  This requires a database to be kept of all registrants to the NDSS, of which the employee will or may have access to via a user name and password.  The information contained in this database is strictly private and confidential.  A Confidentiality Obligation is required to be signed by each and every staff member prior to commencement, to protect the confidentiality of all registered names on this database, whether you have direct access to it or not.  

Business development and funding initiatives are essential for the financial viability of Diabetes Australia - Queensland and are a core feature of planning and activity. Diabetes Australia - Queensland is committed to maximising the financial values and benefits from the corporate and business sectors and from individual donors.

Reporting Relationship
The position reports to the Customer Outlets Coordinator. 

Liaison and Communication
This position will have significant communication with customer service staff, members and customers and is significant in fostering a customer service culture by staff in Diabetes Australia - Queensland. Customer Service Officers are expected to demonstrate exemplary customer services and relationship building skills and to be well dressed and presentable at all times to promote a positive image of Diabetes Australia - Queensland.

Organisation Structure 

Upon request or induction.
Major Duties

1. Conduct the day-to-day operations of a customer service outlet and apply high standards of customer service and actively work towards achieving outlet goals/targets.
2. Use outlet on-line systems, enter data and ensure practices are implemented to provide quality of service.
3. Manage inventories, stock levels, cash, product display and presentation to ensure services are available to clients.
4. Ensure the outlet is maintained, cleaned, safe and secure at all times and ensure all displays are presented in a professional manner.
5. Conduct end of day banking and maintain financial records and cash security.
6. Provide information, statistics and reports on outlet performance.

7. Order supplies to meet member and customer needs, and work intentionally to improve distribution, supply and storage of products 

8. Support a member and customer service ethos and quality of service to promote a positive image and presentation of Diabetes Australia - Queensland in outlets.
9. Work to grow business to secure increased financial benefit for Diabetes Australia - Queensland.
10. Promote Diabetes Australia – Queensland products and services and encourage Diabetes Australia – Queensland membership to all customers.
11. Provide rostering relief at other outlets as required.
12. Refer members and customers to Educators, Advisors and Dietician as required.
Key Selection Criteria 

KSC1
Experience in providing positive customer service in retail outlets.

KSC2
Demonstrated personal integrity, sensitivity and maturity of communication skills and proven capacity to work effectively with staff and support teams. 

KSC3 
Capability to plan daily activities, to communicate and set priorities to ensure financial performance outcomes are met and to report on retail performance.

KSC4
Ability to establish professional Diabetes Australia - Queensland image through presentation, marketing and promotion.

KSC5
Ability to sell products and services and to provide sensitive advice to clients on products and services and to model and apply standards of service.

Additional Information

The person may be required to travel locally between outlets and Diabetes Australia - Queensland and relieve other staff in customer service roles.

Employment in the position will be subject to a performance agreement.

The position must posses a current Queensland Driver Licence. 

It is expected that all staff embrace, support and actively participate in the Organisational Change as Diabetes Australia - Queensland progresses and adapts to our new and dynamic operating environment as we continue to meet the needs of changing society.  This includes the flexibility to accept changes and additions to specified duties which will evolve as a result.

NOTE:  Applicants must address each of the KSCs

Declaration of position holder:

I have read this document and understand and agree to its contents.

Name:  

Signature:  
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