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Job Description: Leisure Monitoring Officer

Waverley is an ambitious authority, committed to being one of the leading Councils in the country at a time of major change by developing a high performing, highly engaged staff team to share the organisation’s values and deliver our corporate objectives.

	JOB DESCRIPTION

	Job title:
	Leisure Monitoring Officer


	Service:
	Commercial


	Team:
	Leisure


	Location:
	The Burys, Godalming, Surrey, GU7 1HR


	Reporting to:
	Senior Leisure Development Officer

	
Responsible for:
	
N/A


	OUR ORGANISATIONAL VALUES 
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	We know, work with and support one another. We collaborate with residents, businesses and partners and realise the potential of the Guildford and Waverley Collaboration. We empower ourselves and others.
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	We look after our own and other’s wellbeing. We know it’s okay to talk to each other about anything we are struggling with. We stay resilient and raise any concerns we have.

	[image: A black background with a black square

Description automatically generated with medium confidence]Trusted

	We abide by the Nolan Principles of Public Life: Selflessness, Integrity, Objectivity, Accountability, Openness, Honesty, and Leadership.
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	We spend public money wisely and carefully. We understand and follow our governance processes and raise any concerns with the right person. We celebrate successes and learn from mistakes.

	[image: A black background with a black square

Description automatically generated with medium confidence]Professionalism

	We provide professional advice and excellent service, we know our local areas and understand the communities we serve.  We listen to all concerns and ideas. We benchmark our performance and always strive to improve.




	
PRINCIPAL PURPOSE OF THE ROLE

	· Conduct inspections and monitor operator performance of Waverley’s four leisure centre’s, to ensure compliance with the Council’s Leisure Operating Contract and service specifications.
· Record accurate data using the contract monitoring system (tillr) and analyse information with a view to performance monitoring.
· Provide feedback and instructions to the contractor, to rectify issues and defects and agree actions and outcomes. 
· Organise and arrange ad-hoc work through our main operator and other contractors, to assist in the improvement of the Council’s leisure facilities.


	MAIN DUTIES AND ACCOUNTABILITIES

	· Develop a programme of inspections with the Senior Leisure Development Officer (SLDO) to be agreed by the Leisure Contracts Manager (LCM).
· Generate and undertake inspections of the Council’s leisure centres, to ensure that facilities and services are provided in accordance with the contract specification and agreed service standards.
· Provide feedback and instructions to the contractor, to rectify issues and defects and agree actions and outcomes - addressing any areas of under-performance, to ensure that excellent standards are maintained.
· Assist both the contractor and Council by making recommendations to improve the operational efficiency of the services delivered. 
· Identify any contract specification anomalies found during monitoring inspections, in order that records can be amended.
· Ensure that, in conjunction with the SLDO and LCM, performance targets are set, monitored and achieved. 
· Collect data and keep accurate records relating to the performance of the contract(s) and liaise with relevant contractors regarding any specific performance issues.
· Regularly examine records kept by the contractor, including those relating to training, complaints, stock control, accidents and safety procedures. Carry out regular audits of contractors’ operations and practices. Report any adverse findings to the contractor, the SLDO and LCM and ensure effective remedial action is taken.
· Attend and take an active role in meetings held with the contractor at which performance and contract compliance issues are to be discussed. Attend and take an active role in meetings with officers from other departments. 
· Support the delivery of leisure centre events and development programmes. 
· Provide excellent customer service on behalf of the Leisure team in accordance with the Council’s Customer Service Standards, by taking ownership of customer enquiries and complaints. Investigating, effectively resolving issues, and clearly communicating findings with those who have made complaints and with the contractor.
· Work in partnership with the operator, local organisations, health, sports clubs and schools to deliver or facilitate collaborative projects that help meet the Councils priorities.
· Deputise for the Senior Leisure Development Officer in meetings as required.
· To maintain confidentiality and observe data protection and associated guidelines where appropriate.
Business Continuity
· Play a pivotal role in business continuity planning and should the need arise assist in ensuring business recovery of key service provision in a 24-hour window.
Health and Safety
· Comply with all Health and safety legislation for your area of work, ensuring that risks are identified, managed and monitored as required.

	

DIMENSIONS OF THE ROLE

	· Responsible for monitoring contract/s with the approximate annual value of c. £ 1,000,000 and ad hoc contract works of up to £10,000. 
· Conducting unannounced weekly inspections c. 100 per annum, of the four leisure centres and issuing rectification notices via the tillr contract monitoring software. In addition, there will be customer generated complaint visits and also the monitoring of ad-hoc contract works commissioned. 
· Providing leisure advice and guidance regarding monitoring of the contract, and developing and embedding contract specification with the operator.
· Dealing with customer enquiries efficiently and effectively by phone, email, letter and office visits.

	
AREAS OF ACCOUNTABILITY/PROBLEM SOLVING – DECISION MAKING / SCOPE FOR IMPACT

	
· Accurate recording of works monitored, and error free input of this data into the contract monitoring system (tillr). 
· Compiling evidence and devising appropriate solutions to contract performance issues.
· Accurate interpretation of the contract specification, to ensure contracted works are undertaken in accordance with them. Including, where necessary, the application of standards of industry best practice or of relevant legislative requirements.
· Making recommendations as to effective contract measures following inspection, including issuing additional work instructions, rectification notices and penalty default notices.
· Direct liaison with contractors, customers and elected members to resolve issues and negotiate appropriate remedial action. 
· Present findings of inspections at formal and informal meetings.
· Communicate proactively - providing excellent customer service and taking ownership of customer enquiries. Responding to customer enquiries either by phone, email, letter or in person in an appropriate manner and providing accurate, error-free written responses.
· Work effectively without supervision, use creative thinking, prioritise work and deadlines making effective use of available resources and knowledge.
· Providing excellent customer service and take ownership of customer enquiries.
· Respond to customer enquiries either by; phone, email, letter or in person in an appropriate manner and provide accurate, error free written responses.
· Cross department/council collaboration, where there is a shared interest.
· Carry out any other duties as are considered commensurate with the post.



	PLANNING/ORGANISING/CONTROLLING

	
· Organise your own workload and schedule - generating and undertaking inspections.
· Monitor contractor facility and service specification delivery.
· Use proficient personal and influencing skills to monitor and optimise the performance of the leisure contractor.
· Utilise and maximise the Leisure contract monitoring software (tillr).
· Monitor contract key performance indicators.
· Develop productive relationships with partners and stakeholders to maximise areas of service delivery, initiatives and projects, focusing on continuous improvement across the service.


	CUSTOMERS AND CONTACTS

	
INTERNAL
· Officers across both Waverley and Guildford Borough Councils
· Councillors and Executive Members.

EXTERNAL
· Leisure operator/s, contractors, general public, SCC, other Surrey Local Authorities, Town and Parish Councils, schools, Active Surrey, Sports Councils, sports clubs


	SERVICE/TEAM STRUCTURE

	





PERSON SPECIFICATION

Candidates must be able to demonstrate, giving examples, all essential criteria marked as A, A/C or A/I within their application form to be shortlisted for this role.

	
	ESSENTIAL CRITERIA
	HOW ASSESSED
	DESIRABLE CRITERIA
	HOW ASSESSED

	QUALIFICATIONS/ EDUCATION / TRAINING / EXPERIENCE

	A-Level or equivalent level qualification
	C
	Qualification in contract monitoring or the application of quality systems
	C

	
	Knowledge and 
understanding of contract compliance and interpretation of contract specifications, terms & and service level agreements
	A/I
	Qualification in leisure, sport or a related field 
	C

	
	Word processing skills 
and proficient in using 
Microsoft office packages 
to a proficient standard
	A/I
	Training or qualification 
relating to health & 
safety, customer liaison, or
asset management 
systems
	A

	KNOWLEDGE /TECHNICAL SKILLS

	Experience of working with contractors in a relevant customer-based service
	A/I
	Knowledge or experience of working in local government
	A/I

	
	Ability to accurately 
record information and 
results of inspections
	A/I
	Knowledge of leisure centre operations
	A/I

	
	Accurate spoken and written English is essential for the post
	A/I
	Experience of using software systems and technology to assist in work duties
	A/I

	COMMUNICATION

	Excellent communication skills both verbal & written
	A/I
	
	

	
	Excellent negotiator, with 
ability for critical thinking 
and practical problem
solving
	A/I
	
	

	
	Ability to build and maintain positive partnerships 
	A/I
	
	

	
	Ability to deal confidently and diplomatically with confidential and sensitive 
matters
	A/I
	
	

	CUSTOMER SERVICE

	Excellent customer service skills
	A/I
	
	

	
	Ability to deal with difficult situations & manage conflict positively
	A/I
	
	

	
	Understanding of and commitment to promoting equality and diversity in service delivery 
	A/I
	
	

	TEAM WORKING


	Ability to work as a positive influence as part of a team
	A/I
	Experience of working as part of a team
	I

	
	Ability to work collaboratively with different organisations
	A/I
	
	

	MANAGING SELF AND OTHERS

	Drive and ability to work on own initiative 
	A/I
	
	

	
	Excellent organiser with the ability to prioritise and manage workload
	A/I
	
	

	
	Confident & accountable for making sound decisions
	A/I
	
	

	CAN DO APPROACH / ACHIEVING RESULTS

	Ability to work under pressure and meet deadlines
	A/I
	
	

	
	Enthusiastic, resourceful and self-motivated individual
	A/I
	
	

	
	Committed to delivering high quality results, to the best of ability
	A/I
	
	

	ADDITIONAL SPECIFIC REQUIREMENTS FOR THIS POST*

	For business continuity purposes you are required to have access to the internet at home via broadband on a PC, laptop or tablet
	A
	
	

	
	Full and valid driving license. Able to work on own and away from headquarters
	A/C
	
	

	
	Attends site inspections and events as required in the role and in accordance with the Business Travel Policy
	A
	
	

	
	Ability to work outside normal office hours – occasional evenings and weekends
	A
	
	



* Please note that Waverley Borough Council cannot guarantee to supply you with the provision of equipment such as laptop, tablet, mobile phone or pool vehicle

How assessed
A =	Application CV/Personal Statement
C = 	Certificates/professional Registration
D =	DBS police check
E =	Exercise
I =	Interview
M =	Medical assessment




	For Official Use only

	Job title:
	Leisure Monitoring Officer
	Post no:
	

	Service:
	Commercial Services
	JE score:
	245

	Team:
	Leisure
	Pay band:
	 8

	Location:
	The Burys
Godalming, 
Surrey GU7 1HR
	Position type:
(if part time, working pattern)
	Part-time 18.5hrs
Days and times to be agreed

	Competencies:
(level 1 – 4)
	Communication:
	2
	

	
	Customer Service:
	2
	

	
	Team Working:
	2
	

	
	Managing Self and Others:
	2
	

	
	Can do approach/Results:
	2
	


	REVIEWED BY:
	Tamsin McLeod
	DATE:
	March 2026

	CHECKED IN:
	HR 
	DATE:
	March 2026

	LAST UPDATED:
	HR
	DATE:
	March 2026



Leisure 
Monitoring Officer


Leisure 
Development Officer


Leisure Contracts Manager


Senior Leisure Development Officer 
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