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Senior Client Information Officer 
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	Cluster/Agency  
	Justice

	Division/Branch/Unit
	Public Guardian

Information and Support Branch

	Location
	Parramatta Justice Precinct 

	Classification/Grade/Band
	Clerk Grade 7/8

	ANZSCO Code
	411711

	Role Number
	H4010001, H4010002 & H4010003

	PCAT Code
	1119192

	Date of Approval
	17 March 2016
	REF: OPG 0007

	Agency Website
	www.publicguardian.justice.nsw.gov.au 


Overview
The Public Guardian is the statutory official for adults with disability and impaired decision making capacity appointed by the NSW Civil and Administrative Tribunal, Guardianship Division or Supreme Court under the Guardianship Act 1987.  The Public Guardian promotes the rights and interests of people with disability through the practice of guardianship, advocacy and education.
Primary purpose of the role

Work within a team that designs, delivers and evaluates information, education and consultation programs targeted at clients, stakeholders, government and the community that will meet the Public Guardian’s obligations under Section 79 of the Guardianship Act NSW. Investigate complaints and provide support for reviews of decisions as per the Civil and Administrative Tribunal Act (2013). 
Key accountabilities
· Deliver information and support to the public and key stakeholders to improve understanding of the Guardianship Act 1987.
· Investigate complaints, make recommendations and provide administrative support to the Assistant Public Guardian, Operations in reviews of decision.
· Provide support to private guardians in their role. 
· Deliver education programs to build an understanding of the Guardianship Act and planning ahead. 

· Produce key publications for multiple audiences in hard copy and e-format and contribute to the organisation’s website in order to provide relevant and accessible information to the public.
. 
Key challenges

· Delivering a range of information and support with empathy and flexibility.
· Dealing with a diverse range of clients and stakeholders.
· Development of accessible information in various formats that deals with complex matters.

· Prioritising work load with limited resources in a crisis driven environment.
Key relationships
	Who
	Why

	Internal
	

	Manager 

Information Support / Assistant Public Guardians


	Providing and seeking advice, coordinating work flow, ensuring proper record keeping, supervision and escalation of issues.


	Regional Managers and guardianship staff
Justice


	Seek views and input about complaint, review and ministerial matters.

Discuss publication or community education needs identified by guardianship teams.

Liaise with corporate services such people development and asset management for logistical event bookings. Strong engagement with NSW Trustee and Guardian.

	External
	

	People under guardianship and their families, private guardians, broader community
Public Sector, non-government agencies, consumer and carer groups, peak organisations, professional bodies or institutions. 
	Assist with complaints and enquiries. Seek feedback about quality of service. Provide support and advice about guardianship.
Provide and seek information and community education. Seek feedback about quality of service.  



Role dimensions
Decision making
The Senior Client Information Officer (SCIO) is expected to coordinate and manage their work in accordance with Public Guardian standards, practice guidelines and position statements. The SCIO negotiates tasks and deadlines with senior managers and works both independently and in collaboration with colleagues.
Reporting line
The SCIO reports to the Manager of Information and Support. 
Direct reports
Nil.
Budget/Expenditure
Nil
Essential requirements
· Degree in social, legal,  behavioral sciences or related discipline or equivalent experience
· Proven fieldwork experience in an area of disability including individual and systemic advocacy skills

· Excellent knowledge of disability issues and a comprehensive understanding and commitment to the Principles of the Guardianship Act
· Available to travel throughout NSW to deliver training
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
This role also utilises an occupation specific capability set which contains information from the Skills Framework for the Information Age (SFIA). The capability set is available at www.psc.nsw.gov.au/capabilityframework/ICT
This role also utilises an occupation specific capability set.

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.

	NSW Public Sector Capability Framework

	Capability Group
	Capability Name
	Level
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	Display Resilience and Courage
	Intermediate

	
	Act with Integrity
	Adept

	
	Manage Self
	Adept

	
	Value Diversity
	Intermediate
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	Communicate Effectively
	Adept

	
	Commit to Customer Service
	Adept 

	
	Work Collaboratively
	Intermediate

	
	Influence and Negotiate
	Intermediate 
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	Deliver Results
	Intermediate 

	
	Plan and Prioritise
	Intermediate

	
	Think and Solve Problems
	Intermediate 

	
	Demonstrate Accountability
	Intermediate
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	Finance
	Foundational

	
	Technology
	Foundational

	
	Procurement and Contract Management
	Foundational

	
	Project Management
	Intermediate 
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	Manage and Develop People
	n/a

	
	Inspire Direction and Purpose
	n/a

	
	Optimise Business Outcomes
	n/a

	
	Manage Reform and Change
	n/a


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.
	Group and Capability
	Level
	Behavioural Indicators

	Personal Attributes

Act with integrity 
	Adept
	Represent the organisation in an honest, ethical and professional way and encourage others to do so

Demonstrate professionalism to support a culture of integrity within the team/unit

Set an example for others to follow and identify and explain ethical issues

Ensure that others understand the legislation and policy framework within which they operate

Act to prevent and report misconduct, illegal and inappropriate behaviour

	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

	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

	Business Enables
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
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