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ROLE DESCRIPTION                                                                

Role Information 

Title:  Customer Service Officer 
Gold Card Services 

Dept:  Gold Card Services Reports To:  Chief Assessor 
Gold Card Services 

Position Number: 
 

Station:Suva Division: Revenue 

Date Written:   
 

Salary Band:  

 

Primary Objective of Position:  

Is at the front line of the Authority’s service delivery and is responsible for serving, processing, responding and resolving 

customer issues who come in person to the Authority’s premises, call by telephone or use electronic mails to 

communicate with the Authority.  S/he is required to be part of the Authority’s mobile outreach team to urban, semi-urban 

and rural areas.       

Key Deliverables: 

Role Output Performance measures 

Customer Service delivery  Professionally handle telephone calls within three rings using the Authority’s 
standard phrases. 

 Respond and/or redirect email queries to the appropriate Officer and maintain 
timely follow up and escalation to the Manager. 

 Great customers with a smile and handle inquiries courteously in a timely 
manner.  

 Provide efficient and effective prompt response to customer inquiries. 

 Provide feedback on the efficiency of the customer service process when 
exceeding customer service delivery. 

Resolution  Access the Fiji Integrated Tax System to check, verify and update customer 

details  

 Efficiently and effectively handle and resolve customer complaints. 

 Ensure to verify all relevant information to effectively and efficiently handle 

product and service inquiries 

 Ensure to provide accurate information to customers within the timeframe. 

 Communicate and coordinate with internal departments. 

 Interacts with customers to achieve results. 

Administration  Plan and initiate workflow to meet customer timeframes. 

 Efficiently direct requests and unresolved issues to the designated 

resource. 

 Effectively file records of customer transactions. 

 Ensure to accurately record details of inquiries, comments and complaints 

 Ensure to maintain record details of actions taken. 

 Prepare and submit customer activity reports on a weekly basis 

 Accurately maintain and update customer database. 

 Work within the budget in managing administration. 
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BSC Performance Assessments / Critical Success Factors: 

 CSF Indicator KPI Target Weight Score 

1 Financial 

 
 Adhere to leave plan and leave policy. 

 Work within the allocate budget 

 Monitor and track asset usage to avoid exceeding 
budget expenses. 

  

2 Customer 
 

 Provide correct information to customers 

 Check and ensure that proper documentations are 
submitted by customers 

 Have the ability to remain calm during stressful 
circumstances  

 Execute exceptional customer service delivery to achieve 
the Authority’s World Class standard. 

  

3 Environment &  
Community 
 

 Promote Wellness and Green Initiative achieve the 
Authority’s Corporate Social Responsibility. 

 Recommend and implement Green Initiatives for the 
Gold Card Team and all of FRCA; 

 Participate in community service projects for the Section 
and  overall in  FRCA to fulfil  a corporate and social 
responsibility; 

  

4 Internal Process 

 
 Always check the authenticity of documents and 

certificates before processing them. 

 Liaise with internal and external stakeholders to 
capitalise on important national/municipal/public events 
which determine the influx of customers.  

 Maintain strict confidentiality of customer personal details 
and documentations.  

 Professionally handle telephone calls within three rings 
using the Authority’s standard phrases. 

 Greet customers with a smile and handle inquiries 
courteously in a timely manner.  

 Provide efficient and effective prompt response to 
customer inquiries either in person, by telephone or via 
email. 

 Handle and resolve customer complaints in a courteous 

and professional manner. 

 Provide accurate information to customers within the set 

timeframe. 

 Maintain regular communication with source 

departments to follow up on customer queries to 

achieve results. 

 Efficiently direct requests and unresolved issues to the 

designated resource and Manager. 

 Effectively file records of customer transactions. 

 Accurately record details of customer inquiries, 

comments and complaints. 

 Prepare and submit customer activity reports to GC on a 

weekly basis. 

 Accurately maintain and update customer database. 

 Work within the budget in managing administration. 

  

5 Innovation &  
Learning 

 

 Provide regular feedback to source departments to 
improve customer service delivery. 

 Initiate innovative concepts to achieve excellent 
customer service. 

 Attend internal and external trainings to enhance work 
performance. 

  

6 Employee Satisfaction 
 

 

 Ensure to achieve exceptional Customer Service 
delivery. 

 Be the face and voice of the Authority in championing 
World Class service delivery. 
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Values Assessment: 

Value Notes  

Leadership The Organization Senior Leaders will set directions and create a customer 

orientation, clear and visible values and high expectations, and ensure the creations 

of strategies, systems and methods of achieving excellence and building knowledge 

and capabilities. 

Results Focus The organization (staff) will focus on results are guided and balanced by the interest 

of all stakeholders, using a balanced set of performance measures that offers an 

effective means to monitor actual performance, and to marshal support for improving 

results. 

Continuous Improvement 

& Learning 

The organization (staff) aims to achieve the highest level of performance by adopting 

a well-executed approach to continuous learning and improvement by incremental 

and breakthrough improvement and adaptation to change that leads to new goals 

and/or approaches. 

Design, Quality & 

Prevention 

The organization (staff) will emphasize on design quality, hence anticipating 

problems and waste prevention at the design stage. 

Partnership Development The organization (staff) will build internal and external partnerships to better 

accomplish its goals. 

Valuing Employees We will continue to invest in the development of its workforce through education, 

training and opportunities for continued growth. In return FRCA has the right to 

expect high levels of productivity and integrity. 

One Organization Managers and staff will work as one towards the goals of FRCA. 

Integrity Managers and staff of FRCA will behave with utmost integrity. 

 

Interactions: 

External Internal 

 Public   FRCA employees 

 

Person Specifications:  

Job Title Criteria Essential Desirable 

Qualifications  Diploma in Business Administration 
or equivalent  with good pass in 
Accounting/Economics/Management 

 Degree in Administration and 
Management. 

Knowledge and Skills 

 
 Excellent customer service principles and practices 

 Multitasking and customer focus 

 Administrative procedures 

 Numeric, oral and written language applications 

 Product knowledge 

 Analytical skills 

Previous Experience 

 
 2 – 3 years’ experience in customer service role.   

 Experience in an accounting service environment with strong inter-
personal skills be an added advantage 
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Personal Attributes 

 
 Interpersonal skills 

 Stress tolerance 

 Honesty 

 Integrity 

 Detailed Oriented 
 Communication skills – verbal and written 

 Listening skills 

 Problem analysis and problem solving 

 Attention to detail and accuracy 

 Data Collection 

 Adaptability 

 Customer service orientation 

 Initiative 
 Excellent communication and presentation skills 

 

 

Declaration: 

 

I have read the foregoing and understand it is a description of the duties assigned to my position.  

 

________________________________    ___________________ 

Employee’s Full Name & Signature       Dated 

 

 

I confirm that this is an accurate description of the responsibilities and accountabilities required of 

the position and that it forms the basis for the position classification level and the annual review of 

the incumbent.  The incumbent has received a copy of this position description.  An organizational 

chart is attached. 

 

 

_____________________________________    ___________________ 

Manager’s Full Name & Signature:        Dated 


