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Agency overview

Service NSW is making it easier for people and businesses across NSW to access government services. Since
launch 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 including drivers' licences, vehicle registration renewals,
applications for birth certificates, Seniors Cards, Housing NSW payments, fines, contractor licences and many
more.

Primary purpose of the role

The Principal Partnerships Manager is responsible for managing the relationship with allocated NSW Partner
Agencies / Clusters to define opportunities where SNSW can deliver products and services aligned to their
strategic direction and business plan. The role provides a central point of contact for allocated Partners in the
management and resolution of issues associated with existing products and services.

Key accountabilities

e Lead and manage the establishment of strategic relationships within allocated NSW Partner Agencies /
Cluster to define opportunities where SNSW can deliver products and services aligned to their strategic
direction and business plan.

¢ Provide a central point of contact for allocated Partner, enhance the overall quality of outcomes
provided to the Partner and provide expert advice in the management and resolution of issues
associated with existing product and services.
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Review and evaluate services provided to Partners ensuring alignment to the funding model and
government priorities and maintain agency agreements and account plans to ensure currency,
accuracy and the adjustment of incremental costs.

Influence and collaborate with key internal stakeholders proactively to prioritise and address issues that
arise from existing products and services and provide an escalation point to negotiate outcomes
ensuring high level of customer satisfaction.

Establish, manage and/or contribute to appropriate reporting and decision forums to drive effective
oversight of the SLAs for existing products and services and new and/or inflight solutions /
opportunities.

Build a community of practice across the Partnership team and share lessons learned and best practice
approaches to continually enhance the overall quality and standard of outcomes delivered by the team
and streamline practices and Partner engagement models.

Build advocacy within NSW Government Agencies & Clusters for both the quality of the relationship
with SNSW and the product and service offering to ensure engagement and increased uptake of
products and services.

Provide support to the Director Partnerships in ensuring effective oversight of strategic and tactical
issues that affect allocated Partners and provide subject matter advice and recommendations to ensure
alignment to overarching strategies.

Key challenges

Leading the interface with allocated Partner Agencies / Clusters ensuring high levels of customer
satisfaction, issue resolution and the identification of opportunities aligned to strategic priorities.
Building capability within allocated Partners / Clusters to develop understanding and awareness of the
SNSW product and service catalogue and communicating optimal engagement strategies to deliver
mutually beneficial outcomes.

Influencing and collaborating with the Partnership team to build consistency in the partnering model,
service delivery and issue resolution to enhance the SNSW brand and deliver high quality outcomes for
Partners.

Key relationships

Internal

External




Role dimensions

Decision making

The Principal Partnerships Manager is accountable for the quality of the Partner relationship and builds
credibility and advocacy for the SNSW products and services by being the central voice for the resolution of
any issues with existing services or ensuring effective alignment in the exploration and delivery of new
solutions.

The role works in a collaborative way across SNSW to address issues as they arise, as well as ensure that
there are robust business cases to support potential opportunities as well as effective project delivery for all in-
flight solutions. The role is responsible for working across the team to assist in building quality outcomes and
processes that enhance the overall effectiveness of the department.

Reporting line
Director - Partnerships

Direct reports

Nil - The role may on occasion be required to build virtual teams to work on specific projects
Budget/Expenditure

Nil

Indirect accountability for ensuring that the Agency Agreements reflect the agreed products and services and

Essential requirements

e Tertiary qualifications in a relevant area.
e Strong partnership experience including the ability to influence across complex organisations and build
long term strategic relationships thaty deliver beneficial commercial outcomes.

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.

NSW Public Sector Capability Framework


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

Capability Group Capability Name

Relationships

Business
Enablers

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 Behavioural Indicators










