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Cluster Customer Service 

Agency Service NSW 

Division/Branch/Unit Service NSW for Business 

Location Sydney 

Classification/Grade/Band 7/8 

ANZSCO Code 224912 

PCAT Code 1111192 

Date of Approval 02 March 2020 

 

Agency overview 

Service NSW is making it easier for people and businesses across NSW to access government services. Since 

launching in July 2013, we have successfully transformed and streamlined NSW Government service delivery 

with cutting edge digital solutions and an award-winning culture of passion and teamwork. 

Our customer-centric solution offers simpler and faster access to government transactions through our digital 

channels, a 24/7 phone service and an expanding network of service centres. We currently partner with over 

50 agencies to offer over 1,000 NSW Government transactions. 

Primary purpose of the role 

The Process Improvement Officer is responsible for the development and maintenance of operational policy 

and procedures, back office processes, re-engineering, and designs, implements and monitors quality 

assurance programs. 

Key accountabilities 

• Design and implement a culture of improvement, including re-engineering and change  

• Develop and maintain Operational Policy and Procedures Manual  

• Provide input into the delivery of new products and services from agencies for all Service Delivery 

Channels   

• Foster and maintain positive relationships with key stakeholders to achieve the most appropriate 

outcomes for the customer and Service NSW   

• Embed a strong customer culture through excellent service and quality at an optimal cost to serve 

Key challenges 

• Develop a culture of Continuous Improvement, promoting best practice, encourage open conversation, 

feedback and action   

• Build and maintain professional relationships with stakeholders across Government and Service NSW 

customers   
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• Balance conflicting priorities in a high pressure operational environment across a dynamic customer 

service environment 

Key relationships 

Who        Why 

Internal  

Service Delivery team members • Work with team members across Head Office and Service and 

Contact Centres for continuous improvement 

 

Role dimensions 

Reporting line 

This role reports to the business unit manager 

Direct reports 

Nil 

Essential requirements 

Demonstrated knowledge of quality assurance programs and ability to successfully implement these across 

multi channels 

Demonstrated experience developing and implementing internal policies and procedures and ability to produce 

high standard of reports within strict time frame 

Capabilities for the role 

The NSW Public Sector Capability Framework applies to all NSW public sector employees. The Capability 

Framework is available at www.psc.nsw.gov.au/capabilityframework 

Capability summary 

Below is the full list of capabilities and the level required for this role. The capabilities in bold are the focus 

capabilities for this role. Refer to the next section for further information about the focus capabilities. 

http://www.psc.nsw.gov.au/capabilityframework


Role Description  Process Improvement Officer 3 

 
 

NSW Public Sector Capability Framework 

Capability Group Capability Name Level 

 

Display Resilience and Courage Intermediate 

Act with Integrity Intermediate 

Manage Self Adept 

Value Diversity Intermediate 

 

Communicate Effectively Adept 

Commit to Customer Service Intermediate 

Work Collaboratively Intermediate 

Influence and Negotiate Intermediate 

 

Deliver Results Intermediate 

Plan and Prioritise Intermediate 

Think and Solve Problems Adept 

Demonstrate Accountability Intermediate 

 

Finance Foundational 

Technology Intermediate 

Procurement and Contract Management Foundational 

Project Management Intermediate 

 

Focus capabilities 

The focus capabilities for the role are the capabilities in which occupants must demonstrate immediate 

competence. The behavioural indicators provide examples of the types of behaviours that would be expected 

at that level and should be reviewed in conjunction with the role’s key accountabilities. 

NSW Public Sector Capability Framework 

Group and Capability Level Behavioural Indicators 

Personal Attributes 

Display Resilience and 

Courage 

Intermediate • Be flexible and adaptable and respond quickly when 

situations change 

• Offer own opinion and raise challenging issues 

• Listen when ideas are challenged and respond in a 

reasonable way 

• Work through challenges 

• Stay calm and focused in the face of challenging situations 

Relationships 

Communicate Effectively 

Adept • Tailor communication to the audience 

• Clearly explain complex concepts and arguments to 

individuals and groups 

• Monitor own and others’ non-verbal cues and adapt where 

necessary 

• Create opportunities for others to be heard 

• Actively listen to others and clarify own understanding 

• Write fluently in a range of styles and formats 
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NSW Public Sector Capability Framework 

Group and Capability Level Behavioural Indicators 

Relationships 

Work Collaboratively 

Intermediate • Build a supportive and co-operative team environment 

• Share information and learning across teams 

• Acknowledge outcomes which were achieved by effective 

collaboration 

• Engage other teams/units to share information and solve 

issues and problems jointly 

• Support others in challenging situations 

Results 

Plan and Prioritise 

Intermediate • Understand the team/unit objectives and align operational 

activities accordingly 

• Initiate, and develop team goals and plans and use feedback 

to inform future planning 

• Respond proactively to changing circumstances and adjust 

plans and schedules when necessary 

• Consider the implications of immediate and longer term 

organisational issues and how these might impact on the 

achievement of team/unit goals 

• Accommodate and respond with initiative to changing 

priorities and operating environments 

Results 

Think and Solve Problems 

Adept • Research and analyse information, identify interrelationships 

and make recommendations based on relevant evidence 

• Anticipate, identify and address issues and potential 

problems and select the most effective solutions from a 

range of option 

• Participate in and contribute to team/unit initiatives to resolve 

common issues or barriers to effectiveness 

• Identify and share business process improvements to 

enhance effectiveness 

Business Enablers 

Project Management 

Intermediate • Perform basic research and analysis which others will use to 

inform project directions 

• Understand project goals, steps to be undertaken and 

expected outcomes 

• Prepare accurate documentation to support cost or resource 

estimates 

• Participate and contribute to reviews of progress, outcomes 

and future improvements 

• Identify and escalate any possible variance from project 

plans 

 

 


