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POSITION DESCRIPTION   

Position Title  Customer Service Officer  

Position Status  Permanent Part Time 

Reports To  Practice Manager  

Department  Service Delivery  

Location  Box Hill & Melbourne CBD  

Direct Reports  Nil  

Award & Classification   Health Professionals & Support Services Award 2020  

Date Reviewed  February 2024  

Next Review Date  February 2025  

  

  

POSITION PURPOSE   

The Customer Service Officer provides customer centric administrative support to Service Delivery teams 

enabling Sexual Health Victoria (SHV) to meet its business objectives. The key objectives of the role are to:  

- Manage customer enquiries and provide information on relevant SHV services  

- Schedule and managing booking  

- General administration duties and office support, including data entry and resource planning - 

 Ensure systems are updated accurately and within required timeframes  

- Assist with other duties as negotiated within the capacity of the individual.  

  

  

SPECIFIC ACCOUNTABILITIES   

Typical duties include but are not limited to:  

• Respond to all customer enquiries/requests promptly and efficiently in accordance with service level 

expectations across all communication channels  

• Provide professional and courteous service in all contact with customers, external service providers 

and internal and external stakeholders  

• Actively anticipate customer needs and provide accurate responses or solutions in resolving a query 
or request. Where appropriate seek input from appropriate service delivery team member.  

• Identify and manage sensitive and challenging customer interactions diligently and effectively to 

ensure a positive outcome  

• Make, facilitate, maintain, and monitor bookings for SHV services, ensuring efficient use of SHV 
resources  

• Position requirements as outlined in relevant role Attachment  
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General  

• Deliver a range of general administration tasks, 
including but not limited to photocopying, mail 
coordination, bookings, collation of SHV 
materials & resources, ordering, processing 
payments & invoicing as required.   

• Create and manage electronic and paper 
records in file management systems to enable 
easy accurate and complete retrieval and 
reporting.    

• Provide effective administration support to 

functional areas across the business ensuring a 

seamless (internal and external) customer 

experience  

Risk Management  

• Undertake reflective practice to include 
identification of opportunities to minimise risk 
and enhance client safety, quality of care and 
experience  

• Work in line with organisation policies and 
procedures  

• Report any clinical incidences, to the relevant 
SHV leadership members.  

  

• Provide logistic support for training sessions 

(within and outside business hours)  

• Assist individual staff and teams with 
administration tasks as required  

• Contribute to effective team performance 
through collaborative problem solving and 
strong across function communication  

• Identify and initiate improvements to 
administrative procedures and systems   

  

  

 

Workforce Development  

• Participate in continuing education so as to 
contribute to professional development  

• Participate positively within the multidisciplinary 
framework of SHV by undertaking duties that will 
contribute to the efficiency of clinic services, as 
requested  

• Actively participate in and contribute to 
continuing quality improvement initiatives and 
activities, directly and indirectly, across the 
organisation   

  

  

Research and Evaluation  

•  Upon request, participate in relevant research 

studies and ensure SHV provides accurate data 
for clinical research studies  

  

Other ad-hoc Tasks  
• Participate in ad hoc projects as assigned from 

time to time.  

• Provide other administrative support as 
required and within the capacity of the 
individual  

• Adhere to SHV’s policies and procedures and 
relevant legal requirements  
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POSTION DIMNENSIONS / PERFORMANCE TARGETS  

Position Dimensions   Performance Targets  

Accuracy    Aim for 100% accuracy   

Meeting deadlines   Appointment booking times need to be met 98% of the 

time, whether it be daily, weekly, monthly or annually  

    

  

  

RELATIONSHIPS   

Internal   External  

SHV clinical team  Clients, partners, carers etc  

Service Delivery Director  Other health professionals and stakeholders  

Other SHV employees  Government agencies & stakeholders  

  Suppliers & contractors  

  

  

EXPERIENCE / QUALIFICATIONS    

Experience  Qualifications  

Previous experience in customer service focussed 

administrative role  

High school qualifications or similar.   

  

Demonstrated experience in administration of 
contemporary information technology such as: 
business, finance, human resources or stock  
management software  

  

  

    

  Required:  

• Valid police check  

• Valid Working with Children registration  

  

  

SKILLS    

Ability to manage changing situations and a range 

of customer demands appropriately  

Excellent customer service aptitude with strong 

written and oral communication skills  

Demonstrated ability to identify issues, develop 

solutions and monitor outcomes  

Ability to work autonomously or as part of a 

collaborative team.   

Highly developed organisational skills – the ability 

to manage and coordinate a range of tasks and 

competing priorities  

Highly developed skills in the use of contemporary 

information technology, including MS Office Suite 

and experience utilising systems to improve 

processes and efficiencies  
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CORE COMPETENCIES   

Make sound decisions  Think creatively /identify improvements  

Client focussed  Show drive and initiative   

Manage execution   Foster open communication   

Promote teamwork  Exhibits continual quality improvement  

Demonstrate empathy  Perform ethically  

Exemplary interpersonal relationships  Adapt and learn from experience   

    

  

  

NOTES  

 Statements included in this position description are intended to reflect in general the duties and 
responsibilities of this position and are not to be interpreted as being all-inclusive.  The company may 
require you to undertake additional responsibilities or work in other areas to those outlined in this position 
description subject to business requirements and your skills and competencies.  

 Diversity & Equal Opportunity  

SHV is committed to providing respectful, inclusive services and work environments where all individuals 
feel accepted, safe, affirmed, and celebrated. With our commitment to embracing diversity and eliminating 
all forms of discrimination in the provision of reproductive and sexual health services, we welcome all people 
irrespective of cultural or linguistic background, sexual orientation, gender identity, intersex status, religion 
or spiritual beliefs, socio economic status, age, or abilities.  

 A statutory requirement of every role requires that you ensure awareness and compliance with all 
legislation that impacts your work area, i.e., Work, Health & Safety.  

 You must ensure that:  

o all activities are conducted in accordance with relevant Company policies, procedures, and 

practices.  

o uphold ethical standards and values and act with honesty, integrity, and good faith at all times. o 

ensure that you act in ways that advance the organisation's objectives, values, and reputation  

     
  

  

Manager Signature: ___________________________      Date: _______/______/_______  

  

  

  

INCUMBENT STATEMENT  

  
I _____________________________________ (Incumbent Name) have read, understood, and accepted the 
above Position Description.  
  

  

Signed: _______________________________________  Date: ____/____/____  
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 ATTACHMENT 1  

  

SPECIALITY INFORMATION AND ADDITIONAL POSITION REQUIREMENTS  
Position Title  Customer Service Officer – Clinic Administration   

Reports To  Practice & Administration Manager  

Department  Service Delivery  

Location  Box Hill & Melbourne CBD  

Direct Reports  Nil  

Award & Classification   Health Professionals & Support Services Award 2020  

Level  5  

Date Reviewed  February 2024  

Next Review Date  February 2025 

  

  

1. Overview  

The Clinic Customer Service Officer provides high level end-to-end administrative support to the 

Clinical Services team to ensure efficient delivery of SHV’s clinics.  

  
2. Skills  

• Ability to demonstrate a high standard of reception and administrative procedures.  

• Demonstrated knowledge of practice systems, client record systems and bookings and the 

legislative/regulation requirements in managing client information.   

• Knowledge of policies and regulations related to primary care, Medicare, and diverse health 

service areas.  

• Excellent interpersonal skills, face to face contact or over the telephone when dealing with 

sensitive or challenging interactions.    

• Demonstrated ability to prioritise workload and meet deadlines within a busy and demanding 

front desk environment.  

  
3. Qualifications/Experience  

• Background and knowledge of administration in a general practice setting or other health or 

allied health service, with experience in clinical management systems e.g. Best Practice, 

HotDocs.  

• Experience in online (HPOS) Medicare business transactions and accounts  

• Strong understanding of services offered in a reproductive and sexual health clinic highly 

desirable.  

• Current CPR certificate  
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4. Accountability, Authority, Judgement and Decision Making  

Clinic administration   

• Provision of reception and administrative support at the clinic which anticipates the needs of 

clients, visitors and staff   

• Deliver high quality client services  

• Provide high level administrative supports to facilitate the effective operation of the clinics  

• Identify administration process gaps and explore process improvement opportunities   

• Support the effective scheduling and quality assurance of the clinic appointment booking 

system  

• Support clinical training placement schedules in collaboration with the education team  

• Provide onboarding, on-the-job training and up-skilling for clinic administrative staff as 

required  

• Maintain up to date knowledge of fee schedules and billing processes.  

• Ensure effective cash handling and reconciliation processes and arrange for regular banking 

as per policies  

• Contribute, as subject matter expert, to provide input and feedback for clinic system and 

process changes  

• Ensure execution of new clinic administrative processes and procedures  

• Manage daily mail and courier services   

• Update and restocking of client resources in the waiting area and clinic rooms  

  

    


	Clinic administration

