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VALUES AND BEHAVIOURS


Job Description

Job Title: 		Leisure Contract Monitoring Officer				
Pay Grade:		W3 - W4 
		
Directorate: 		People & Communities	

Team:	 		Leisure & Communities

Reporting to: 	Head of Leisure & Communities	

Responsible for: 	N/A



Job Purpose:

The Leisure Contract Monitoring Officer will play a pivotal role in supporting the Head of Leisure and Communities in the strategic oversight and operational delivery of Woking’s leisure contract. Acting as the primary liaison between the Council and the newly appointed leisure centre operator, the post holder will ensure that contracted services are delivered to the highest standards.

This role will be responsible for monitoring the performance of leisure facilities across the borough including Woking Leisure Centre, Pool in the Park, Eastwood Leisure Centre, and Woking Sportsbox, ensuring that services are inclusive, accessible, and responsive to the needs of residents and visitors. The post holder will work collaboratively with operators to maintain and enhance facility standards, drive continuous improvement, and maximise participation across all age groups.

In addition to contract compliance, the Leisure Contract Monitoring Officer will contribute to the development of service plans and performance frameworks, supporting data-driven decision-making and reporting against key outcomes. 

Ultimately, this position will help ensure that Woking’s leisure offer remains vibrant, sustainable, and impactful delivering value for money and enriching the lives of local residents through active lifestyles and high-quality recreational experiences.



Main Tasks:

1. Monitor Contract Delivery

Monitor the delivery of Woking’s Leisure Centre Management Contract, ensuring services meet agreed specifications, KPIs, and performance outcomes. Use data and insight to identify trends and areas for improvement.

2. Prepare Strategic Reports

Produce clear, evidence-based reports for officers and elected Members to support informed decision-making, influence policy, and guide the development of future leisure initiatives.

3. Support Leisure Service Development

Work closely with the Head of Leisure and Communities to shape the strategic direction of leisure services, ensuring they reflect Woking Borough Council’s priorities and contribute to wider community wellbeing.

4. Resolve Service Issues

Act as the key point of contact for operational issues, working proactively with operators to resolve problems swiftly and maintain service continuity and customer satisfaction.

5. Community Engagement

Build relationships with local sports clubs, community groups, and voluntary organisations to increase usage of leisure facilities and promote inclusive access to green and blue spaces.

6. Tackle Inequalities

Collaborate with health and community partners to design and deliver targeted interventions that reduce inequalities in physical activity, especially among underrepresented and high-risk groups.

7. Promote Services

Support the development of marketing campaigns that raise awareness of leisure services, using digital and traditional media to reach diverse audiences and encourage participation.

8. Stakeholder Coordination

Engage with internal departments, external partners, elected Members, and residents to gather feedback and ensure leisure services reflect local needs, aspirations, and lived experiences.

9. Expert Advice

Provide professional advice to councillors, officers, and partners on leisure service delivery, contract performance, and community engagement, helping shape policy and operational decisions.

10. Performance Monitoring

Monitor operator performance against KPIs and contract terms, identifying underperformance and ensuring remedial actions are taken. Maintain oversight of the Payment and Performance Mechanism.

11. Governance and Reporting

Review monthly, quarterly, and annual performance reports, ensuring timely submission of key plans (e.g., Annual Service Plan, Marketing Plan). Support governance meetings and maintain compliance records.

12. Customer Experience

Monitor customer care standards, complaints handling, and satisfaction metrics. Ensure programming is inclusive, accessible, and responsive to community needs, with safeguarding and equalities embedded.

13. Facility Oversight

Ensure operators comply with planned and reactive maintenance schedules. Review asset management systems and reports to ensure facilities are safe, clean, and well-maintained.

14. Strategic Impact

Ensure leisure services contribute to WBC’s strategic objectives, including health, wellbeing, social value, and climate emergency goals. Evaluate the impact of Active Wellbeing and neighbourhood-based services.

15. Financial Management

Monitor financial performance, including management fee payments and pricing proposals. Ensure concessionary schemes support affordability and inclusivity for all residents.




People Management:

· No direct line management responsibility for staff.
· Provide professional guidance and informal mentoring to colleagues within the Leisure & Communities team as appropriate.
· Lead or chair working groups, monitoring panels or project meetings linked to the leisure contract or related services.

Service Management:

· Monitor and influence the delivery of leisure services across the borough to ensure they are inclusive, accessible and responsive to community needs.
· Work with operators, partners and community groups to increase participation and improve customer experience.
· Support the strategic development of leisure services to align with Council priorities for health, wellbeing and social value.

Financial Responsibility:


· Monitor financial performance of the leisure contract, including management fees, pricing proposals and performance-related payments.
· Review and analyse financial data to support affordability, value for money and commercial decision-making.
· Support pricing reviews, concessionary schemes and service proposals with financial implications.

Other Responsibilities:

· Support monitoring and delivery of other contracts within the Leisure & Communities portfolio, including museums, theatres, tennis courts and Community Asset Transfer (CAT) facilities.
· Ensure compliance with relevant health and safety, safeguarding, equality and governance requirements.
· Attend meetings outside normal working hours where required and undertake other duties commensurate with the role as delegated.
· 

Person Specification
Key:
E = Essential, D = Desirable, 
A = Application Form, I = Interview, P = Presentation

Please list as required.

	 Criteria
	· Standard

	E/D
	Measure

	Education & training
	· Relevant professional qualification in leisure management in contract management, or public services.
· Training in performance monitoring and reporting systems.
· Chartered Institute for the Management of Sport and Physical Activity (CIMSPA) membership or equivalent.
	E


D

D

	A


A/I

A/I


	Experience
	· Leisure Facility Operations Excellent working knowledge of the leisure sector and leisure centre operations/contracts 
· Performance Monitoring & Reporting
Proven experience in monitoring service performance, analysing data, and producing insightful reports, including KPI tracking and service planning.
· Contract & Compliance Oversight
Skilled in assessing compliance with service specifications and performance standards, particularly within leisure or public service contracts.
· Stakeholder Engagement & Communication
Excellent verbal and written communication skills, with the ability to engage effectively across a wide range of audiences including councillors, partners, residents, the operator and community groups.
· Partnership Working
Demonstrated ability to work collaboratively with public, private, and third-sector organisations to deliver shared outcomes and community benefit.
· Community Engagement & Insight Gathering
Experienced in engaging with residents and community stakeholders to gather feedback and shape services that reflect local needs and aspirations.
· Project & Workload Management
Strong organisational skills with the ability to manage multiple priorities, meet deadlines, and work well under pressure.
· Digital & Analytical Competence
Proficient in ICT systems and data management tools, with strong skills in Microsoft Office (Word, Excel, PowerPoint, Teams) and performance data interpretation.
· Facility & Safety Awareness
Good understanding of asset management, lifecycle planning, and the importance of robust health and safety practices in public leisure facilities.
· Problem Solving
Demonstrates strong problem-solving and dispute resolution skills to ensure smooth leisure facility operations.
	
E


E




E




E






D




D





D



E




D



E

	
A/I/P


A/I/P




A/I




A/I/P






A/I




A/I





A/I



A/I




A/I



A/I



	Special Requirements
	· Flexible Working & Availability
Willingness to attend regular meetings, including Strategic Partnership Board and Annual Service Plan workshops, with flexibility to work occasional evenings or weekends as needed.
· External Representation
Confidently represent the Authority in external forums, partnership boards, and stakeholder meetings, acting as an ambassador for leisure services.
· Travel Requirements
Possess a full driving licence and access to own transport, or the ability to travel efficiently within the borough of Woking.
· Commitment to Collaborative Working
Demonstrates a proactive and adaptable approach to working across teams and with external partners to support service delivery and strategic outcomes.
	
E





E




E



E
	
A





A




A



A






Candidate Screening


	Does Rehabilitation of Offenders Act 1974 apply?

	Yes 

	Disclosure and Barring Service check required and level

	Yes
Basic

	Is this a Politically Restricted Post?

	No

	Does this role have emergency responsibilities?

	No
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	Job Title
	Team + Pay Grade
	Duties/ responsibilities with reference to values and behaviours
	Probable Qualifications
	Indicative Experience

	
Leisure Contract Monitoring Officer
	
W3
	• Monitor contract delivery against KPIs, specifications and the Payment & Performance Mechanism, demonstrating Value‑Led and Honesty behaviours by applying transparent, evidence‑based performance assessment, holding the operator to account and ensuring public money is spent responsibly in the interests of residents.

• Act as first contact for day‑to‑day operational issues and escalate complex matters appropriately, showing Empowerment and Teamwork by taking responsibility, using professional judgement, and working collaboratively with colleagues and partners to resolve issues efficiently.

• Collect and interpret performance data and produce clear operational reports, reflecting Honesty and Innovation through accurate analysis, open reporting and continuous learning to improve services and decision‑making.

• Build relationships with community groups and partners to support inclusive participation, demonstrating Respect, Teamwork and Value‑Led behaviours by listening to diverse perspectives, valuing lived experience and focusing on outcomes for residents.

• Support small projects and development activities under supervision, applying Empowerment and Innovation by taking initiative, learning from experience and contributing ideas that improve services while working within agreed frameworks.

• Monitor customer experience, complaints and inclusivity and recommend improvements, reflecting Respect, Value‑Led and Honesty behaviours by treating all customers fairly, learning from feedback and focusing on meaningful service improvements.

• Check compliance with maintenance schedules and asset management reporting, demonstrating Value‑Led and Honesty by ensuring facilities are safe, well‑maintained and managed responsibly for the benefit of residents and users.

• Maintain awareness of local sector trends and national leisure priorities, showing Innovation and Empowerment by continuously learning, sharing insights and adapting approaches to meet future demands.

• Support financial oversight including performance‑based payments and pricing checks, reflecting Value‑Led and Honesty behaviours by promoting affordability, transparency and value for money in all financial considerations.

• Represent the team in routine meetings and contribute to partnership activity, demonstrating Teamwork, Respect and Empowerment by communicating openly, building trust and acting as a professional ambassador for the Council.

	Professional qualification in leisure management, contract management, public services, or equivalent experience.

	Experience in leisure operations or public‑sector contract monitoring. 

Experience collecting data, producing reports, and managing customer‑facing issues. 

Demonstrated competence delivering monitoring tasks within structured frameworks.



	Leisure Contract Monitoring Officer
	W4
	• Lead performance discussions with operators and provide professional challenge, demonstrating Honesty, Value‑Led and Empowerment by being transparent, evidence‑based and confident in professional judgement while focusing on outcomes for residents.

• Set operational priorities and propose new service initiatives within agreed frameworks, reflecting Innovation and Value‑Led behaviours by challenging the status quo, improving services and ensuring initiatives align with Council priorities and responsible use of public resources.

• Lead resolution of complex compliance issues, disputes and operational risks, showing Empowerment, Honesty and Teamwork through decisive action, clear communication and collaborative problem‑solving across teams and partners.

• Produce high‑quality strategic reports that influence Members and senior leadership, demonstrating Honesty, Value‑Led and Respect by providing clear, accurate advice that supports transparent decision‑making and reflects residents’ needs.

• Lead major or complex projects including pricing reviews and service transformation, applying Innovation and Value‑Led behaviours by driving improvement, managing change effectively and delivering value for money.

• Conduct detailed financial analysis and recommend commercial and pricing adjustments, reflecting Honesty and Value‑Led behaviours through robust analysis, transparency and a focus on affordability and sustainability.

• Provide sector intelligence that influences local and regional strategy, demonstrating Innovation and Empowerment by continuously learning, sharing insight and shaping future‑focused approaches.
• Represent the Council independently at partnership boards and governance forums, showing Respect, Teamwork and Honesty by building trust, communicating openly and acting as a credible ambassador for the organisation.

• Lead development of KPIs, dashboards and community impact measures, reflecting Innovation and Value‑Led behaviours by focusing on meaningful outcomes, continuous improvement and accountability.

• Drive service improvements that enhance outcomes and reduce inequalities, demonstrating Respect, Value‑Led and Innovation by prioritising inclusion, fairness and evidence‑led service change.

• Chair working groups and monitoring panels aligned with the contract, showing Teamwork and Empowerment by fostering collaboration, shared ownership and constructive challenge.

• Mentor colleagues and provide professional support within the team, demonstrating Respect, Teamwork and Empowerment by supporting learning, sharing expertise and encouraging professional development.

	As W3, plus advanced knowledge or professional development in contract, performance or leisure sector leadership.

	Evidence of influencing service improvement and senior decision‑making. 
Demonstrated leadership beyond Woking (e.g., sub‑regional or sector networks).
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	Teamwork
Working together across teams, partner organisations and communities to achieve shared goals.
	Honesty
Acting honestly and openly in all communications and decisions.
	Respect
Valuing diversity, treating everyone with dignity, and ensuring fairness.
	Innovation
Encouraging new ideas, continuous improvement, and embracing change with strength, flexibility, and a recognition that being better doesn’t have to cost money.
	Value-Led
Public Service is at our core; putting the needs of residents at the heart of decisions, focusing on meaningful outcomes and striving for excellence.
	Empowerment
Supporting staff to take initiative and influence their work, maintaining high standards of conduct, competence, and ethics.

	Listen to each other, share knowledge and expertise to achieve our goals. 

Take responsibility and work proactively. 

Work collaboratively, building productive relationships, finding common ground and helping each other to achieve shared outcomes. 

Be united across teams, as a single organisation, without silos, to meet our residents’ needs.


	Be transparent in our decision-making, proactively sharing explanations and building trust between the Council and residents/customers. 

Communicate openly, showing respect and understanding. 

Exchange reflections and constructive suggestions to improve the way we work, without blame or judgement. 

Be authentic and our actions match our words: we say what we mean, and we do what we say we will do.
	Value new and different ideas and listen actively to all points of view, even if we disagree. 

Treat everyone (residents, customers, partners and staff) fairly and create an inclusive environment where everyone feels respected and are accountable. 

Embrace diversity, appreciating its benefits and getting the most out of its opportunities, so everyone feels valued and included. 

Take time to recognise, acknowledge and appreciate each other and celebrate successes, so we know our voices are heard and our actions are valued.
	Challenge the status quo, embracing change and adapting to meet future demands. 

Continuously learn and develop, using data and experience, and listening to residents and customers, to recognise what’s working well and what we can do differently.

Maximise opportunities to improve; building on our existing skills, processes, infrastructure, technology and tools to be the best we can be. 

Encourage and welcome new ideas, discovering new ways of doing things, finding creative solutions to problems and turning uncertainty into opportunities.
	Always keep our residents and customers in mind and are committed to delivering the best we can, while spending public money wisely.

Hold ourselves to high standards, acting as a role model. 

Live by our values and are focused on outcomes.

Prioritise wellbeing, leading with compassion and empathy.



	Serve our residents and customers proactively and decisively, confident in our authority, autonomy and areas of expertise, and making courageous decisions. 

Support residents and customers to be as independent as possible, promoting self-service for those who want it, so we can provide greater support to those who need it.

Trust each other, and challenge unprofessional behaviour.

Actively create the environment and opportunities for learning and skills development, and each of us takes responsibility for making the most of them.
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