
 
 

JOB PROFILE 
 

JOB DETAILS   
JOB TITLE : Communications Manager 

JOB GRADE : D Lower 

NQF LEVEL : 7 

BUSINESS UNIT : Marketing and Communications 

REPORT TO : Marketing and Communications Executive 

OFO CODE :  

DATE : April 2018 

 

JOB PURPOSE  

 

Developing, implementing, monitoring and evaluating strategic Communication campaigns/initiatives 
aligned to the Marketing and Communications Plan designed to promote the usage of the Gautrain 
system and to enhance the Gautrain and Company brands and reputation as well as customer 
experience. Effectively manage media. Proactively manage customer experience/satisfaction and 
develop and maintain strategic media relations to effectively manage media liaison. Review the 
obligations of the Operator in terms of customer communication and develop, implement, monitor and 
evaluate plans to ensure that the Operator complies to these obligations on an ongoing basis.  

 
 

Key Responsibilities: 

 

Communication Responsibilities: 

 Liaise with the Operator during system incidents to obtain accurate and up to date incident details. 

 Draft accurate messaging of high quality to external stakeholders and customers and obtain 
approval prior to communicating via all agreed channels including Social Media, SMS, e-mail, 
mobile app, website, etc. 

 Issue agreed communique to stakeholders and customers and ensure consistent communications 
are being issued to customers by the Operator at the stations, parking areas, platforms and bus 
terminals, as well as, on board trains. 

 Compile internal communiques. 

 Monitor all official marketing and communications related correspondence between the Company 
and all relevant third parties and prepare draft responses to same for sign-off and dispatch. 

 Compile, maintain and update procedures and policies for the different communication channels 
used at the Company. 

 Maintain/develop functional relationships and partnering needs with all stakeholders; in particular 
with the media. 

 Interact with the media on behalf of the Company. 

 Monitor and report on media coverage and social media performance. 

 Prepare and keep a record of press statements, Q&A’s and holding statements. 

 Compile and produce Passenger Information (printed, audio and video material) etc. 

 Ensure efficient usage of the Company document control system. 



 Review the obligations of the Operator in terms of customer communication and develop, 
implement, monitor and evaluate plans to ensure that the Operator complies to these obligations on 
an ongoing basis. 

 Prepare monthly contractual reports. 

Social media:  

 Effectively and accurately manage all social media platforms, especially during incidents. 

 Ensure approved messaging is timeously uploaded to the relevant social media sites. 

 Monitor social media sites to enable early-warning alerts to facilitate a timeous response from the 
Company. 

 Respond to relevant postings / messaging in line with Company protocol and in the spirit of fostering 
sound professional relations with users. 

 Frequent reporting to be provided to the Marketing and Communications Executive. 

 Protect and enhance the Gautrain and Company's brand and reputation.  

 Represent the Company in a professional and ethical manner at all times.  

 Adhere to HR and other Company policies and procedures. 

 Prepare monthly reports and presentation to the GMA. 

Customer Service: 

 Assist with the monitoring of trends on customer satisfaction surveys and propose and develop 
strategies to enhance the customer experience. 

 Monitor and manage the call center performance. 

 Monitor and evaluate the Operator’s management of customer queries and complaints and manage 
the Operator’s performance in this regard if it is not in line with its contractual obligations, best 
practices and promoting the brand and reputation of the Gautrain. 

 Communicate incident related information to the relevant stakeholders including the media in line 
with the applicable policies and procedures. 

 Maintain professional and strong working relationship with external and internal customers, 
colleagues, and stakeholders. 

 Identify and escalate consistent or recurring problems with the system’s functionality. 

 Address escalated customer queries and complaints directly with the customer to the satisfaction of 
the customer. 

 Compile and revise all passenger and system information on all communication platforms. 

 Update on the website, mobile app and social media. 

SELECTION CRITERIA ((Formal qualifications, knowledge, type and length of experience and skills required to perform the job 

competently) 

 
Formal Qualifications: 

 Bachelor’s degree in Communication studies or equivalent is essential. 
 
Years’ Experience: 

 3-5 Years relevant experience with a proven track record is essential.  

 

KNOWLEDGE SKILLS ATTRIBUTES 

 Communications  
management 

 Technical communication 
skills  

 Presentation experience 

 Project management 
experience 

 Strategic thinking 

 Organisation and planning 
skills  

 Problem solving 

 Organisation Coordination 

 Project management 

 Administration 

 Advanced computer skills  

 Results driven 

 Team-player 

 Attention to detail 

 Analytical problem-solver 

 Emotionally stable 

 Organisational ability 

 Information processing 

 Self-driven  

 Committed 

 Communication (verbal and 
written) 

 Proactive collaboration 

 Results focus 

 Ability to work under pressure 



 Decision-making   Exceptional verbal and written 
skills 

 Interpersonal  

 Ability to think creatively and 
innovatively 

 Budget-management skills and 
proficiency 

 Analytical skills to forecast and 
identify trends and challenges  

 
 

 
 
 
 
SIGNED:  
 
 
 
Employee                      DATE      
 
 
 
 
 
Manager          DATE      
 
 
 
 
 
 
 
 
 
 
 
 


