Role Description AWk "
. . . NSW ustomer
Assistant Advisor, Information oty | Service

Services

Cluster Customer Service

Department/ Agency Department of Customer Service

Division/ Branch/Unit Various

Classification/Grade/Band Clerk Grade 5/6

ANZSCO Code 561311
PCAT Code 1225154

Date of Approval October 2019 (updated September 2020)

Primary purpose of the role

Provides support to users of information and records management systems, and collaboration tools, to
troubleshoot and resolve issues for our customer. The role provides advice regarding relevant policies,
standards and legislation to support compliant information management and recordkeeping practices
across the agency.

Key accountabilities
e Respond to requests for technical support, advice, and requests for information, and provide
professional information and records management advice and guidance to meet customer needs

e Educate customers to use information management systems and/or collaboration tools effectively,
including developing and delivering training, user guides and other support materials to build
information management capability in the organisation

e Maintain up-to-date knowledge of information and records management practices and technologies
to provide support across the organisation

e Provide system support activities in accordance with approved procedures to ensure performance,
data integrity, and security controls, conform with agreed standards

e Contribute to the creation of and maintenance of support documentation to assist others in
maintaining and restoring services to support the delivery of service and process improvement for
the organisation

e Monitor and coordinate routine records lifecycle management activities to support the effective
management of physical and digital storage repositories

Key challenges
e Ensuring customer outcomes are met while balancing competing demands

e Developing and maintaining knowledge and technical capability of information management
systems, and/or collaboration tools, and other emerging technologies without compromising
responsiveness and availability

e Developing and maintaining an understanding of the agency’s business objectives and activities in
an environment experiencing constant administrative and operational change
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Keé relationshiis

Internal
Manager e Escalate issues, keep informed, advise and receive instructions
¢ Provide recommendations and inform through reporting any sensitive
and emerging issues
e Participate in meetings and discussions to share information and
provide input and feedback
Work team e Support team members and work collaboratively to contribute to

achieving the team’s business outcomes

e Participate in discussions and decisions regarding resolution of
issues and implementation of innovation and best practice

¢ Represent work group perspective and share information

e Provide a client-focused approach to service delivery
e Address/respond to queries to provide advice where possible, or
redirect to relevant party for review and resolution

Customers/Stakeholders

External

Vendors/Service Providers e Contact to provide and gather information and resolve routine issues

Role dimensions

Decision making

This role has autonomy and makes decisions under their direct control as directed by their Team
Leader/Manager and refers to the team Leader/Manager decisions that require significant change to
outcomes or timeframes; are likely to escalate or require submission to a higher level of management. This
role is accountable for the delivery of work assignments on time and to expectations in terms of quality,
deliverables and outcomes.

Reporting line
Information Analyst or Manager

Direct reports
This role has no direct reports

Budget/Expenditure
As per the Customer Service Delegations

Essential requirements

Nil

Capabilities for the role

The NSW public sector capability framework describes the capabilities (knowledge, skills and abilities)
needed to perform a role. There are four main groups of capabilities: personal attributes, relationships,
results and business enablers, with a fifth people management group of capabilities for roles with
managerial responsibilities. These groups, combined with capabilities drawn from occupation-specific
capability sets where relevant, work together to provide an understanding of the capabilities needed for the
role.

The capabilities are separated into focus capabilities and complementary capabilities.
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Focus capabilities
Focus capabilities are the capabilities considered the most important for effective performance of the role. These
capabilities will be assessed at recruitment.

The focus capabilities for this role are shown below with a brief explanation of what each capability covers and
the indicators describing the types of behaviours expected at each level.

FOCUS CAPABILITIES

Capability Capability name Behavioural indicators Level
group/sets
Display Resilience and e Be flexible and adaptable and respond quickly  Intermediate
& Courage when situations change

— Be open and honest, prepared Offer own opinion and raise challenging issues

Attributes express your views, and e Listen when ideas are challenged and respond
willing to accept and commit to appropriately
change e  Work through challenges
e Remain calm and focused in challenging
situations
Commit to Customer Service ©® Take responsibility for delivering high-quality Adept
ﬁ Provide customer-focused customer-focused services
services in line with public sector *® Design processes and policies based on the

customer’s point of view and needs

e Understand and measure what is important to
customers

e Use data and information to monitor and improve
customer service delivery

e Find opportunities to cooperate with internal and
external stakeholders to improve outcomes for
customers

e Maintain relationships with key customers in
area of expertise

e Connect and collaborate with relevant customers
within the community

Relationships 5 organisational objectives

Think and Solve Problems e Identify the facts and type of data needed to Intermediate
'7 Think, analyse and consider the understand a problem or explore an opportunity
_j broader context to develop e Research and analyse information to make
Results practical solutions recommendations based on relevant evidence

e |dentify issues that may hinder the completion of
tasks and find appropriate solutions

e Be willing to seek input from others and share
own ideas to achieve best outcomes

e Generate ideas and identify ways to improve
systems and processes to meet user needs

Technology e Demonstrate a sound understanding of Intermediate
& Understand and use available technology relevant to the work unit, and identify
T technologies to maximise and select the most appropriate technology for
Enablers efficiencies and effectiveness assigned tasks
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FOCUS CAPABILITIES

Capability Capability name Behavioural indicators Level
group/sets

e Use available technology to improve individual
performance and effectiveness

e Make effective use of records, information and
knowledge management functions and systems

e  Support the implementation of systems
improvement initiatives, and the introduction and
roll-out of new technologies

Occupation specific capability set

I SFIA Delivery and Operation, e Prioritises and diagnoses incidents accordingto  Level 4 — USUP
- .
Service Operation, Incident agreed procedures
Management e Investigates causes of incidents and seeks

The processing and resolution

coordination of appropriate and ® Escalates unresolved incidents

timely responses to incident Facilitates recovery, following resolution of
reports, including channelling incidents

requests for help to appropriate *® Documents and closes resolved incidents

functions for resolution, according to agreed procedures.

monitoring resolution activity,
and keeping clients appraised
of progress towards service
restoration

Complementary capabilities

Complementary capabilities are also identified from the Capability Framework and relevant occupation-specific
capability sets. They are important to identifying performance required for the role and development
opportunities.

Note: capabilities listed as ‘not essential’ for this role are not relevant for recruitment purposes however may be
relevant for future career development.

COMPLEMENTARY CAPABILITIES

Capability Capability name Description Level
group/sets
Act with Integrity Be ethical and professional, and uphold and promote |ntermediate
. the public sector values
[~ ] Manage Self Show drive and motivation, an ability to self-reflect  |ntermediate
Personal and a commitment to learning
attributes Value Diversity and Demonstrate inclusive behaviour and show respect  Foundational
Inclusion for diverse backgrounds, experiences and
perspectives
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COMPLEMENTARY CAPABILITIES

Capability Capability name
group/sets

Description Level

Communicate

Effectively
Work Collaboratively

Relationships

Deliver Results

—
' Plan and Prioritise

Results Demonstrate
Accountability
Finance
‘& Procurement and
Business Contract Management
Enablers

Project Management

Communicate clearly, actively listen to others, and Intermediate
respond with understanding and respect
Collaborate with others and value their contribution Intermediate

Influence and Negotiate Gain consensus and commitment from others, and Foundational

resolve issues and conflicts

Achieve results through the efficient use of resources |ntermediate
and a commitment to quality outcomes

Plan to achieve priority outcomes and respond flexibly |ntermediate
to changing circumstances

Be proactive and responsible for own actions, and Foundational
adhere to legislation, policy and guidelines

Understand and apply financial processes to achieve Foundational
value for money and minimise financial risk

Understand and apply procurement processes to Foundational
ensure effective purchasing and contract performance
Understand and apply effective project planning, Intermediate

coordination and control methods

Occupation specific capability set

~ Delivery and operation
[ SFIA Servi y P
ervice operation,

Problem management

Delivery and Operation,
Service Operation,
Application support

The resolution (both reactive and proactive) of Level 4 -
problems throughout the information system lifecycle, PBMG
including classification, prioritisation and initiation of

action, documentation of root causes and

implementation of remedies to prevent future

incidents

The provision of application maintenance and support Level 3 —
services, either directly to users of the systems orto  ASUP
service delivery functions. Support typically includes
investigation and resolution of issues and may also

include performance monitoring. Issues may be

resolved by providing advice or training to users, by

devising corrections (permanent or temporary) for

faults, making general or site specific modifications,

updating documentation, manipulating data, or

defining enhancements Support often involves close
collaboration with the system's developers and/or with
colleagues specialising in different areas, such as

Database administration or Network support
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