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Position Visitor Services Officer 

Directorate Marketing & Visitor Experience 

Location/s Cockatoo Island & North Head Sanctuary (Regular visitation to Headland Park) 

Reports to Head of Experience, Learning & Events 

Direct Reports  Visitor Services Volunteers  

Enterprise 
Agreement 
Classification  

Level 4  

Our Organisation 

 

The Sydney Harbour Federation Trust (Harbour Trust) manages extraordinary 
places on the world's best harbour and provides the public with access to 
precious bushland, parks and open spaces. 
 
Located in First Nations countries, our visitor destinations are known for their 
natural beauty. They also feature heritage-listed structures and other remnants 
from Australia’s colonial, maritime and military history. For these reasons, they 
have significance on a national and international scale. 
 
Our vision includes making our destinations accessible to diverse audiences, 
amplifying their heritage and environmental values through storytelling and – 
through their conservation, remediation and adaptive reuse – fostering a sense 
of place and belonging.      
 
Our volunteer program is integral to achieving our vision. Volunteer 
involvement is underpinned by strong staff ownership across the organisation 
for engaging and managing our volunteers.  
 

Code of Conduct & 

Values 

All employees and volunteers at the Harbour Trust abide by the Harbour 
Trust’s key values and Code of Conduct, behaving honestly and with integrity 
and acting with care and diligence.  
 
Employees are required to maintain confidentiality of all Harbour Trust 
information, upholding the Harbour Trust’s values, integrity and its good 
reputation. 
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Harbour Trust 

Behaviours 

Delivering on these behavioural expectations is the responsibility of all staff and 
forms part of our integrated performance framework: 

- We are ambassadors  

- We share information 

- Us not they 

- Collaboration is key 

- Caring for country mindset 

- We are all storytellers 

- Being constructive 

- Innovation mindset 

Delegations 

To fulfill your role and responsibilities, you are delegated powers outlined 
within the Harbour Trust Register of Delegations. Delegated powers are to be 
exercised responsibly in a proper, ethical, diligent, professional and efficient 
manner, including always acting in good faith and in the best interests of the 
Harbour Trust. 

Health & Safety 

The Harbour Trust integrates safety into all aspects of the business to promote 
a positive safety culture and takes proactive steps to mitigate the risk of harm 
to employees, volunteers and others in the workplace.  

Our Commitment  

The Harbour Trust is an equal employment opportunity employer, committed 
to ensuring all employees and volunteers are free from discrimination and 
harassment; where everyone is treated with dignity, courtesy and respect.  

 
 
ROLE OVERVIEW: 
 
The Visitor Services Officer is responsible for the oversight and day to day operations of the Harbour Trust 
visitor centres.  This includes supervising, briefing and co-ordinating visitor service volunteers to ensure 
consistent, high quality visitor experiences.  

 
ROLE ACCOUNTABILITIES: 

● Support volunteer onboarding and induction and provide supervision and support to rostered visitor 

centre volunteers to maintain high levels of customer service, consistency in daily procedures and 

facilitate compliance with Harbour Trust policies, values and behaviours. 

● Perform administrative tasks related to activities run from visitor centres including developing daily 

checklists, managing rosters, volunteer & guided tour bookings, audio tours, volunteer attendance, 

merchandise ordering, website and Bookable updates and responding to relevant email enquiries. 

● Provide daily briefing to volunteers at each visitor centre to ensure consistency of messaging and 

continuity of information. 
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● Manage visitor centre merchandise including stock levels and ordering new merchandise items as per 

available budget. Look to improve the retail offering, marketing of saleable items and developing new 

products where feasible. 

● Troubleshoot operational issues as they arise (e.g. point of sale, IT, audio tours) and provide 

onsite/remote support (phone / email) to volunteers should issues arise. 

● Provide recruitment assistance to the People & Culture – Volunteer Co-Ordinator to maintain the 

current level of volunteers required and to assist with current volunteer visitor centre demand and 

future growth strategies. 

● When Volunteers are unable to staff visitor centres, step in and provide this service to ensure the 

centre remains open.  

● Supervises volunteers within the area of functional responsibility in a manner consistent with Harbour 

Trust policies, procedures and processes that ensures the safety, capability, performance and 

engagement of volunteers. 

 

While we have made every effort to include all core responsibilities in this position description, it 
is not an exhaustive list of accountabilities. Tasks and priorities may change based on business 
needs. 
 
 
SELECTION CRITERIA: 

 
Essential (Qualifications, attributes, skills and knowledge)  
 

● Administration skills and experience preferably with volunteers, public programs, or community 
education. 

● Demonstrated experience in providing high standards of customer service, ideally in a visitor 
destination or tourism setting. 

● High level interpersonal skills and demonstrated ability to communicate effectively with a broad 
range of stakeholders, particularly visitors and adult volunteers. 

● Skills and experience to support recruitment, onboarding and training of new starters and 
providing effective supervision relevant to the role. 

● Skills and commitment to work collaboratively as part of a small team and independently as 
required. 

● Demonstrated skills and confidence resolving grievances and responding to complaints. 
● Demonstrated ability to maintain a high level of confidentiality, self-motivation, initiative and 

problem-solving skills. 
● Demonstrated experience and enthusiasm for working with volunteers and commitment to 

enabling meaningful, safe, inclusive and enjoyable volunteering experiences for diverse 
volunteers. 

● Willingness to work at Cockatoo Island, North Head Visitor Centre, Headland Park, and other sites 
if required, and to work weekends. 

● Willingness to undertake required reading/research related to the role. 
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Desirable 
Driver’s license is desirable, to facilitate travel between sites. 
 
      
QUALIFICATIONS: 
Relevant qualification or transferrable industry experience in heritage tourism, visitor 
services, volunteer supervision. 
 
ELIGIBILITY: 
• Satisfy a Police Check. 
• Working with Children Check 
• Right to work in Australia 
• Willingness to obtain First aid and other WHS qualifications 
• Participation in Harbour Trust Fire Warden training 
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INTEGRATED LEADERSHIP SYSTEM- Level 4 

 


