
April 2021 
 

     
 

1 

Job Description 
 

This job description describes the practical purpose and main elements of the job. It is a guide 
to the nature and main duties of the job as they exist currently but is not intended as a wholly 
comprehensive or permanent schedule. 
 

 

 1.  Job Details  

  Job Title   Operations Support Officer     

  Department   Finance and Corporate Services  

  Reports to   Chief Executive Officer  

  Reporting to Jobholder No direct reports  

  Salary Banding   J1 – J2  
 

 

 2.  Overall Purpose of the Job  

• To work as part of a small team effectively managing and operating the Trust’s 
leisure management software and associated IT and sales systems.  

• To undertake a variety of administrative activities to support the operations and 
development of the Trust.  

 

 

 
 3. Job Dimensions  
 

Budgets Controlled: Nil  

 Contacts:  

 Internal Facility Managers, Finance Officer and staff across all SRT  

 External  Customers, Debtors, Leisure Management Software Provider, Financial 
Organisations, Local Businesses, IT Provider, Website Host 
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4.  Principal Accountabilities  

1. To maintain, operate and develop the Trust’s leisure management software system 
including, but not limited to:  

a. system configuration and upgrades; 

b. understanding the datasets and their inter-relationships; 

c. administering user access;  

d. adding and subtracting sales items, updating price tables, activities lists etc.; 

e. develop, produce and analyse periodic and ad-hoc reports, to meet all the Trust’s 
management information requirements; 

f. routine checks of the system’s integrity ensuring accuracy of data; 

g. develop procedures around the operation of the system, supporting ease of booking 
across all leisure centres and web-based bookings; 

h. sharing good practice by providing training to other staff across the Trust; 

i. resolving operational problems as they arise to minimise disruption to the service; 

j. liaising with supplier over system errors, system configuration and system upgrades 
etc.;  

k. Supporting the development of the system to maximise its potential in line with 
operational objectives. 

2. Work within a team to support relevant members of staff, process and amend 
reservations, bookings, classes and courses ensuring all pricing remains within the 
parameters of the Trust’s pricing policy and agreed structure of charges.  

3. Support the administration of block booking customers to confirm bookings in advance, 
update records due to any cancellations and ensure booking agreements are accurately 
maintained.  

4. Effectively operate and maintain the sales ledger: 

a. Setting up new customers; 

b. Produce and issue accurate and timely sales invoices, credit notes and statements 
for sales generated either through the leisure management system or as requested. 

c. Allocate customer payments to the correct invoices by processing Cash, Chip & Pin, 
Cheques and BAC’s transactions  

d. Producing aged debtor reports. 

e. Chasing overdue payments by email, telephone and correspondence referring any 
issues to the appropriate manager. 

f. Managing any invoice queries that occur.  
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5. Effectively operate and maintain the Direct Debit membership payments: 

a. Monitoring the BACS payment service  

b. Acting on ADDACS reports re: -amending customers bank details and cancelling 
memberships 

c. Acting on members requests via Reception or directly from customer to amend or 
cancel memberships.  Sending confirmation emails. 

d. Chasing unpaid memberships by email, telephone and correspondence  

e. Creating Direct Debit Collection File and sending to BACS 

6. Answer routine enquiries from customers on Memberships, direct debit/RCP payments 
and bookings liaising with relevant staff to ensure issues are fully resolved. 

7. Utilise Microsoft Office software to produce and amend a range of documents to support 
the services offered by the Trust. 

8. Upload information to SRT website and social media sites to support the Marketing 
Officer as required 

9. File correspondence and documentation.   

10. Operation of office equipment e.g. photocopier, scanner, shredder etc.  

11. Attend meetings as required, prepare minutes if required and issue them to all relevant 
staff.  

12. To ensure any customer queries in regard to invoicing, block bookings or membership 
schemes are dealt with consistently in a friendly and professional manner.   

13. Delegated authority to make informed decisions in the best interest of the Trust in 
relation to membership schemes and invoicing to help resolve any issues without causing 
the customer’s additional stress. 

14. Issue, Update and Invoice and hire agreements with companies, clubs or individual 
customers  

15. Produce weekly reports for Leisure Link member usage and upload to shared databases 

16. Delegated authority to administer and maintain Access to Leisure scheme: Answering 
queries, assess and authorise eligibility when adding new members, sending confirmation 
emails and doing yearly reviews in line with terms and conditions to ensure member’s 
details are up to date. 

17. Managing all matters relating to MORE4life, ensuring customers are adhering to terms 
and conditions, handling any errors that occur and corresponding with customers to give 
assurance payment issues will be resolved  

18. Send reminders to all Annual membership holders when memberships are due to expire. 
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19. Send annual price increase emails to all membership holders for both DD and RCP 
payment methods. 

20. Liaise with organisations regarding set up and management of schemes & produce 
reports in relation.  

21. From time to time take pay-ins etc. to bank and mail to post office.  

22. To take part in relevant training courses and development activities as directed by the 
Shetland Recreational Trust to maintain and improve knowledge and skills required for 
the role. 

23. To assist with the training and induction of other team members. 

24. To follow Shetland Recreational Trust’s policies and procedures.  

25. To carry out other similar and appropriate duties as required.   

 

These key tasks are not intended to be exhaustive, but they highlight a number of major tasks 
that the post-holder may be reasonably expected to undertake. 

 

Person Specification   

 5.  Experience / Qualifications 

  Essential 

1. Minimum 3 passes at Higher Grade or equivalent.  

2. Experience and understanding of using Microsoft Word, Excel, Outlook and desktop 
publishing software.  

3. Experience of financial administration. 

4. Experience and knowledge of a software-based booking system with the ability to 
extract information for reporting 

 Desirable 

5. HNC or SVQ 3 in Business Administration or similar 
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 6.  Knowledge / Skills / Abilities 

  Essential 

1. Ability to work both independently and as part of a team.  

2. Able to verbally communicate information, opinions, ideas or instructions clearly and 
effectively.  

3. Ability to develop product knowledge of Trust and support activities by managing 
and administering systems to support on floor delivery  

4. Numeracy skills to be able to process payments accurately.  

5. Use ICT effectively to perform a range of processing and reporting tasks. 

6. Flexible and responsive to internal and external customer needs and able to 
provide information, advice and guidance whilst maintaining confidentiality.  

7. Excellent organisational skills, able to prioritise a variety of work activities in a busy 
environment and meet strict deadlines 

8. Ability to work with minimum supervision.   

9. Maintain awareness and be committed to equal opportunities.  

 Desirable 

10. Advanced Microsoft Office knowledge including Excel and mail merge  

 

 7.  Personal Qualities / Attributes 

 Essential 

1. Demonstrates a commitment to providing excellent customer service.  

2. Smart appearance, polite, friendly and helpful to others.  

3. Ability to remain calm and work effectively under pressure.  

4. Self-motivated and willing to use own initiative.  

5. Flexible and adaptable for e.g. hours of work, duties, learning new skills etc.  

6. Must possess a clean and current driving licence.  

7. Confidence and assertiveness to effectively problem solve 
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8.  Additional Comment   

In the course of your duties, you may have knowledge of, or access to information that is 
confidential. It is essential that such information is safeguarded in accordance with the 
UK Data Protection Act 2018; it should not be published or divulged other than to 
authorise personnel or used for any unofficial purposes. In cases of doubt about what is 
confidential or who is authorised, your line manager must be consulted. 

Note: 
 

Every job description in SRT will be subject to a review either: 
 

• As a result of a team / operational requirements. or 

• As a result of agreed performance appraisal needs and objectives, or 

• As a result of a change in strategic direction. 
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Guidance Notes for Job Applicants  
 

Thank you for your interest in working for Shetland Recreational Trust. An application form 

and further details relating to the post are enclosed. 

 

For an effective and fair recruitment process we need accurate information from all applicants.  

We only seek information that is relevant for each vacancy in accordance with employment 

law, namely the Equality Act 2010, Data Protection Regulations and the Immigration Act 2016.   

 

Pre-employment checks will be undertaken and any offer of employment will be conditional 

on the outcome of our vetting procedures.  

  

Some of the checks we make are : 

 

• Checking the right to work in the U.K. 

• Disclosure Scotland and Criminal Records/Barring checks 

• References 

• Proof of qualifications 

 

For more information about Shetland Recreational Trust please visit our website at 

www.srt.org.uk  

 

Job Description and Person Specification 

Read the job description carefully and start to think about whether or not you think you can 

do the job, whether you are interested in it, and why. The person specification is very 

important. It tells you what we are looking for in terms of skills, knowledge, experience, and 

personal qualities. This is the most useful document for helping you to complete the 

application form effectively. 

 

Application Form 

Refer to the job description and person specification when starting to complete the 

application form. It may be useful to write out the form in draft to avoid mistakes or 

repetitions, then write out the actual form. 

 

Make sure that you clearly show how you meet the essential requirements of the person 

specification and include all the information you wish us to know. You will only be shortlisted 

for interview if you provide information to show you meet these requirements. 

 

Do not leave any section of the form blank. Write ‘none’ or ‘not applicable’ where you have no 

information to provide. It is advisable to keep a copy of the completed form for your own 

reference. 

 

Personal information 

We ask for these basic details so that we can contact you. If we are required to telephone you 

at your current place of work, this will be done with the utmost discretion. 

 

The information you give will be treated in strict confidence and will be used for this job 

application only.  Personal data is carefully destroyed on conclusion of the recruitment 

process, unless required for new employee records. All sensitive  data is handled in line with 

current Data Protection Regulations. 

 

http://www.srt.org.uk/
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References 

When choosing your referees please ensure that they are people who know about your skills 

and capabilities. One of these should be your present or most recent employer, or a teacher  

if, you have just left education. If you are unable to give two such names, you may choose 

someone who knows you in a personal capacity and can tell us about your character, 

personality and honesty. These should only be provided if no other referees are available, 

should not be related to you, and you should state how you know this person. 

 

Education/Training 

List all qualifications, including any for which you are awaiting results. We may need to assess 

whether you meet the required qualifications (if any) for the vacancy. Please include any 

relevant training. 

 

Employment 

Clearly show the details requested. When we ask about employment we are equally interested 

in voluntary work and work experience, either paid or voluntary. Please account for any breaks 

in employment, for example, as a result of returning to study, travel, unemployment etc. 

 

Suitability and Experience 

Give more details of your qualities, skills, experience, education and training. Demonstrate to 

us why you are a suitable candidate. Remember to make sure that you use the person 

specification and try to illustrate your skills and experience through examples of your 

achievements.You do not have to fill the whole space provided. Alternatively, you may wish to 

use additional pages if necessary, although these should not be excessive.  

 

Special Requirements or Health Checks 

Please tell us of any ‘reasonable adjustments’ we can make to assist you in your application or 

with our recruitment process.  Please contact Support Services to discuss in confidence. 

 

Depending on the duties of the post, we may require new entrants to complete a medical 

questionnaire.  At interview, we may also ask health-related questions, but only to determine 

if you can carry out an essential function of the job, e.g. swim, lift sports equipment. 

 

Criminal Records checks 

If you are successful at interview stage you will be required to obtain either a Level 1 

Disclosure or PVG membership. The level of disclosure check depends on the job applied 

for, and whether it is considered Regulated Work or not exempt from the Rehabilitation of 

Offenders Act 1974 (as amended in 2013). All job offers are therefore conditional at interview 

stage, and it may take 7 to 14 days for Disclosure or PVG membership details to be confirmed. 

 

Additional Documentation / Information 

 

No Smoking Policy 

The Trust has a policy of working in a smoke free environment, including the use of vapes. 

 

Declaration 

You are now required to date and sign your application form and return it to; 

Finance & Corporate Services, Shetland Recreational Trust, Clickimin Leisure Complex, 

Lochside, Lerwick. Shetland, ZE1 0PJ. Applicants are reminded that all information contained 

in the form must be true and correct to the best of their knowledge. Any false information or 

omissions may lead to summary dismissal. 



Summary of Particulars of Employment  
 

The information you give will be treated in strict confidence and will be used for this job 

application only.  Personal data is carefully destroyed on conclusion of the recruitment 

process, unless required for new employee records. All sensitive data is handled in line with 

current Data Protection Regulations. 

 

Summary for: All Job Applicants 

 

Place of Work: You will be allocated a regular place of work however employees may be 

required to work at an alternative Shetland Recreational Trust venue during 

their career with us if required  

 

Hours of Work: Full time hours are 37 hours exclusive of breaks with working hours as 

arranged with your manager. Part time hours are offered on a pro rata basis 

 

Disclosure checks: You will require a Criminal Records check with Disclosure Scotland; either 

membership of the Protection of Vulnerable Groups Scheme or Level 1. 

Employment, if offered, will be subject to satisfactory reports. 

 

Pay:  Your rate of pay is based on the grade for your job description.  Where grades 

have more than one level, placement is normally at the bottom of the grade. 

For contracted staff progression takes place annually on the 1st of the month 

following your 12-month anniversary in post, subject to satisfactory 

performance.  

 

In addition to basic salary, a distant island allowance is payable at a nationally 

agreed rate.  Part-time Employees’ Island allowance will be calculated on a 

pro-rata basis. 

 

Payment Method: Paid monthly, by bank transfer in arrears 

 

Previous Service:  Previous service with a relevant organisation under the Redundancy Payments 

(Continuity of Employment in Local Government, etc.) (Modification) Order 

1999 as amended will be recognised in accordance with that Order. 

 

Probationary Period: Your employment is subject to an initial probationary period of six months 

during which your performance will be monitored.   This probationary period 

may be extended by the Trust at its discretion. At the end of the probationary 

period, your performance will be evaluated, and the Trust will confirm in 

writing with you its decision regarding your continued employment. 

 

Your employment may be terminated on one week’s notice given by the Trust 

at any time during or at the end of your probationary period (including any 

extensions to the probationary period). 

 

 

Annual Holidays: The Trust’s holiday year runs from 1 January to 31 December. 
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Employees are entitled to 20 days paid annual holiday entitlement each year.  

After 5 years’ continuous service with the Trust, the Employee will be entitled 

to 5 additional annual leave days.   

Part-time Employees will accrue annual holiday entitlement on a pro-rata 

basis. 

 

Public Holidays: Employees are entitled to 13 days’ public holidays each year.  Employees will 

be informed of the relevant dates at the start of each holiday year. 

 

Part-time Employees’ public holiday entitlement will be calculated on a pro-

rata basis. 

 

Sick Pay: If you are absent from work due to sickness or injury and comply with the 

requirements of the Trust’s absence procedure, you will be paid Statutory Sick 

Pay in accordance with the provisions of the legislation. 

 

In addition to Statutory Sick Pay, you may also be entitled to receive Trust Sick 

Pay, provided that all terms and conditions relating to the payment of Trust 

Sick Pay are adhered to. 

 

Pension: Trust employees are automatically brought into the Local Government 

Pension Scheme (LGPS) on commencement of employment unless they opt 

out. The Trust has opted out of the state pension scheme and a contracting-

out certificate is in force. 

 

Notice:  You are required to give one month’s notice to terminate your employment. 

 

Diversity: If you have a disability and need assistance in completing your application 

form, or if you are shortlisted and have special requirements for the interview, 

please contact us to discuss your needs. 

 

Other Benefits:  

All Shetland Recreational Trust employees can benefit from a corporate staff leisure scheme, offering 

them discounted access to our facilities and also to classes and activities. The Trust also operates a 

Cycle2Work Scheme, which allows employees to benefit from tax and National Insurance savings on 

the cost of a new bike.  The Trust also operates a Cycle2Work Scheme, which allows employees to 

benefit from Tax and National Insurance savings on the cost of a new bike.  Also  as an employee of 

the SRT you are able to access to our free Employee Assistance Programme (EAP), provided by Care 

First to all employees of SRT. 

 

Please note that this is a summary of Shetland Recreational Trust conditions of employment. If you 

are successful at interviews and offered employment, the specific conditions that apply to you will 

be detailed in your contract. 

 

Finance & Corporate Services, Clickimin Leisure Complex, Lochside, Lerwick, ZE1 0PJ  

Tel: 01595741000 


