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Position Description 
 

Customer & Marketing Officer  

 

Location: Support Centre, Milton 

Branch: Customer, Marketing and Product  

Reports to: Sales & Community Engagement Manager 

Direct Reports: None  

Effective Date of PD: 19/09/22 

 

Primary Objective: 

The role of the Customer & Marketing Officer is to: 
 

1. Grow the inbound Contact Centre & assure an excellent experience for prospects & their families. 
2. To contribute to the high performance of our digital marketing operations  
3. To contribute to sales performance by developing excellent lead management systems. 

 
Success in this role will be measured by CRM accuracy, quality of lead management and prospect experience  & the 
broader team’s sales and occupancy KPI.  

 

Key Relationships: 

• The position reports to: Sales & Community Engagement Manager 

• The position will consult, collaborate and network with: Client Services Advisors, Service Managers, External 

agencies (vendors), Marketing team, Aged Care options, IT.   

• The position has direct and/or indirect reports of: N/A 

 

Key Accountabilities: 

 

Leadership Accountabilities: 

• Demonstrate the ability to personalise the service experience for each client. 

• Demonstrate initiative by actively seeking sustainable solutions to problems without instruction, and 

continually looking for ways to improve efficiency & effectiveness. 

• Develop strong internal & external relationships, working effectively within a team environment in alignment 

of common goals & values. 

• Engage and support new team members during the onboarding process and beyond by sharing knowledge 

and providing peer support. 

• Actively seek feedback to guide development. Appraise mistakes as learning opportunities and demonstrate 

a willingness to engage in challenging situations. 

• Understand and acts in accordance with the values and purpose of Lutheran Services aligned with the 

Lutheran identity & ethos. 

• Organise resources & activities into simplified processes to optimise the efficiency of workflow whilst holding 

client needs central.  
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Role Specific Accountabilities: 

• Respond professionally and efficiently to all customer enquiries received via phone, email and CRM 

• Optimise the processes and systems for inbound lead capture and distribution.  

• Develop and provide regular reports on sales performance.  

• Provide support and guidance to our Client Service Advisors (CSAs) to ensure the CRM is always up to date 

and that leads are nurtured. 

• Be available to answer enquiries received via our 1800 number phone at all times & act as overflow for 

reception from time to time 

• Support the implementation of digital marketing operations & reporting. 

• Provide support to sales & marketing team  as required   

• Ensure all enquiries received are actioned in a timely and quality manner. 

• Monitor and report on the performance of our overflow call centre.  

 

Position Requirements: 

Essential: 

• Excellent customer service  

• Attention to detail 

• Communication skills 
 

Desirable:  

• 4+ years in a customer service/ marketing role 

• Tertiary Marketing Qualification 

• Contemporary CRM (ideally HubSpot) experience 

• Process management 

• Collaboration 
 

Position Dimensions: 

• Number of staff: 0 

• This position is not responsible for an operating budget. 

 

Values and Behaviours: 

At Lutheran Services, we place equal value on the outcomes we achieve and the behaviours we demonstrate. Our 

competency framework provides the basis of behavioural expectations for all employees (see Appendix).  

 

All positions are accountable to the values and behaviours set out in the Lutheran Services Competency Framework. The 

Customer & Marketing Officer is a Leader of Self. 

 

We certify that the content of this position description is an accurate overview of the role to be performed as is currently 

foreseen.  This position statement is not intended to be all-inclusive and may change as reasonably required to meet the 

needs of the organisation.  

Employee’s Signature 

 

Date /               / 

 

Manager’s Signature 

 

Date /               / 
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