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POSITION DESCRIPTION 
Marketing Customer Experience Coordinator  

This document is your roadmap to success. It is an important tool that supports your career and development 
at Cire and beyond. Our aim is to be clear about what you need to do to achieve success personally and 
professionally. We will describe the types of activities, tasks and responsibilities that shape your role, as well 
as showing you what it looks like when you have been successful. It is also important to understand that your 
behaviours, attitude and demonstration of Cire’s Values form part of your success.  

Organisation Profile 

Cire Services Inc. is an advanced, community based, not for profit 
organisation. Cire operates a range of services to meet community needs 
through education and provision of services.  

• We are a Registered Training Organisation (RTO) offering   accredited, 
pre-accredited, work skills and leisure courses. 

• Our Community School, a registered independent school, provides 
secondary curriculum to students in an alternative school environment. 

• Cire Early Learning supports children’s services for long day care, pre-
school programs, occasional care, vacation care and before and after 
school care. 

• Community Hubs, bringing people together to connect, learn and 
contribute in their local community through social, education, 
recreational and support activities. 

Our Values 

 

 

OVERVIEW 

Title Marketing Customer Experience Coordinator 

Business Unit Corporate 

Department Marketing and Promotions 

Reports To Marketing and Promotions Manager 

Primary Location  Lilydale 

FTE 0.6 

Award and 
Classification 

Social, Community, Home Care and Disability Services Industry 
Award 2010 

Date Prepared May 2022 

 

POSITION PURPOSE 

As part of the marketing team, this role supports the delivery of Cire’s Customer Experience Program by 
optimising marketing and the customer experience through data analysis. This role focuses on delivering 
outcomes and recommendations to ensure excellence in the Cire customer experience. 

 

PARAMETERS 

Direct Reports N/A 

Key Internal Stakeholders Marketing and Promotions Manager, Department Managers 

Key External Stakeholders Students, Parents/Guardians, Service providers, digital support groups and 
community 

Integrity

Respect

Quality
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Key Challenges   

• Improving efficiency and streamlining of processes 
• Maintaining positive and effective working relationships with a variety of 

internal and external stakeholders 
• Working across a range of projects and initiatives 

 

QUALIFICATIONS AND CERTIFICATIONS 

• Qualification in Marketing, Data Analytics, Business, Commerce, Social Science or another 
relevant field (highly desirable) 

• Full Australian drivers licence  
• Current Working with Children Check  
• Clear Police Check 
• Clear Right to Work Check 
 

KNOWLEDGE AND EXPERIENCE  

• Strong understanding of the customer experience journey  
• Demonstrated skills in data collection, management and analysis of data using varied datasets 
• Experience working with email marketing platforms  
• Experience in a similar role 
• Presentation skills in order to translate data outcomes and insights 
• Experience working collaboratively across an organisation as part of a complex team 
• Experience with APIs webhooks, basic HTML and other means to connect systems (desirable) 
• Basic understanding in Adobe Creative Suite (desirable) 
• Sound understanding of Google Analytics and SEO principles and CRM (desirable) 
 
 

CAPABILITIES 

• Excellent communication skills both oral and written 
• Ability to work effectively accurately with minimal supervision 
• High level time management and organisational skills as well as acute attention to detail 
• High level administration skills 
• High level of customer service 
• Ability to work autonomously and within a team 
 

YOUR AREAS WHAT YOU DO SUCCESS MEASURES  

Customer Experience • Plan and provide leadership to 
the implementation of integrated 
customer engagement and 
communication initiatives, to 
improve and enhance the 
perceptions and experiences of 
customers and communities.  

• Identify ideal customer 
experiences and mapping 
customer journeys to identify the 
gaps in customer experience 
across all touchpoints, for all 

• Experience drivers and 
customer maps are developed 
and reviewed regularly. 

• XM platform is integrated into 
customer interactions and 
transactions. 

• New customer insights are 
reported to Marketing 
Manager. 

• Provide analysis insights as 
required. 



 

3 

POSITION DESCRIPTION 
Marketing Customer Experience Coordinator  

YOUR AREAS WHAT YOU DO SUCCESS MEASURES  

kinds of customer interactions, 
transactions and engagements to 
improve customer service. 

• Liaise with internal teams to 
advise on customer satisfaction 
measures, customer experience 
strategies, programs, initiatives 
and emerging issues to enable 
customer-centric strategic 
decision processes and major or 
critical issues response. 

• Collect, track and analyse 
customer feedback and suggest 
improvements internally based 
on the insights gathered - help 
measure metrics such as NPS to 
gauge how the brand is 
performing on CX performance 
parameters. 

 
 
• Provide Marketing Manager 

with monthly analysis of 
customer data outcomes and 
recommendations. 
 

 
• Create and implement surveys 

for the customer experience 
journey, identifying areas of 
inefficiencies/improvements, 
evaluate and provide 
recommendations. 

 
 

Digital 
Marketing/Communications 

 

• Setting up, documenting and 
implementing best practices for 
survey management, data 
reporting, customer journey 
mapping and email marketing. 

• Management of post-sales 
communications and 
retention/upsell best practices 
through digital communication. 

• Manage email campaigns using 
MailChimp.  

• Analyse campaign data, provide 
insights, recommendations and 
present the outcomes. 

• Proactively identify ways of 
reaching new customers through 
audience list management. 

• Actively participate in marketing 
of Cire Services brand. 

• Ensure email campaigns are 
managed within required 
timeframes. 

• Create, test and manage email 
templates using AB Testing and 
customer journey mapping. 

• Provide campaign reporting and 
success measures.  

• The completion of EDM 
campaigns based the annual 
marketing plan. 

• Provide Marketing Manager 
with monthly EDM activity data 
at campaign level. 

• Maintain EDM task board in 
Monday.com. 

• Proactively manage the 
audience list process and liaise 
with administration Cire teams 
to ensure quality data is 
collated in a timely manner. 

Stakeholder relations • Represent Cire in a positive 
manner and role model 
professional standards. 

• Communicate effectively with 
stakeholders of all levels. Work 

• Positive feedback from 
stakeholders. 

• Buy in from stakeholders on 
marketing and promotions 
initiatives achieved. 
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effectively and cooperatively with 
stakeholders of varying levels. 

• Demonstrate working 
knowledge of the needs of each 
business unit. 

• Opportunities to grow and 
develop business identified and 
acted on promptly. 

Financial  • Focus on increased business 
through best practice marketing 
processes. 

• Respecting and following Cire 
financial processes. 

• Working within budgetary 
boundaries. 

• Campaigns and materials 
delivered within agreed budget 
and timeframe. 

• Provide recommendations 
based on customer feedback to 
all business units to increase 
revenue opportunities.  

• Financial processes adhered to 
at all times. 

Values • Demonstrate and work with: 
• Integrity; 
• Respect; and 
• Quality. 

•  

• We do what we say, and we 
stay true to our values and 
commitments. 

• We respect those in our 
communities and we actively 
seek to engage all stakeholders 
so that we can deliver on what 
we promise. 

• We focus on providing high 
quality services across all 
aspects of our organisation. 

OH&S • Understand Worksafe 
requirements and act 
responsibility. 

• Comply with OH&S standards 
and responsibilities. 

• Report hazards and incidents 
immediately or within 24 hours 
at the latest. 

• Regularly check the workplace 
for safety. 

• Ensure other employees are 
operating safely, and address 
unsafe practices.  

• Workplace incidents and 
hazards are addressed within 
the required timeframes. 

• You operate safely at all times. 

Ad hoc • Other duties and projects as 
reasonably directed from time to 
time. 

• Demonstrated flexibility and 
adaptability to ad hoc 
requirements. 
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I confirm that I have read and understand my requirements, accountabilities and outcomes as outlined in this 
Position Description.  

I understand that my Performance and Success Review will assess the Success Measures included in this 
Position Description. 

 

           

Employee name    Employee signature 

Date signed:  


	Marketing and Promotions Manager, Department Managers
	Students, Parents/Guardians, Service providers, digital support groups and community
	 Maintaining positive and effective working relationships with a variety of internal and external stakeholders
	 Working across a range of projects and initiatives

