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Role Description 

Research Manager

	Cluster
	Department of Planning & Environment

	Division/Branch/Unit
	Sydney Opera House

	Location
	Sydney CBD

	Classification/Grade/Band
	Grade 3 Level 3

	Kind of Employment
	Ongoing

	ANZSCO Code
	552314

	PCAT Code
	1229192

	Role Number
	W02824R02643

	Date of Approval
	4 May 2018

	Agency Website
	http://www.sydneyoperahouse.com


AGENCY OVERVIEW
The Sydney Opera House is an Executive Agency of the NSW Department of Planning & Environment. The Opera House is operated and maintained for the Government of NSW by the Sydney Opera House Trust, which is constituted as a body corporate under the Sydney Opera House Trust Act 1961.

The Sydney Opera House is an iconic Australian institution that embodies beauty, inspiration and the liberating power of art and ideas. 

Our vision is to be as bold and inspiring as the Opera House itself.

Our mission is twofold:

· To treasure and renew the Opera House for future generations of artists, audiences and visitors; and

· To inspire, and strengthen the community, through everything we do.

PURPOSE OF THE ROLE 
As the Research Manager you will be responsible for developing and delivering a business-wide customer research framework. Understanding requirements of many stakeholders and research projects, you will design and deliver quantitative  and qualitative research surveys that delivers on the insights requirements and contributes to a seamless customer experience. You will collaborate with the wider Insights team to ensure efficient integration with the Insights data warehouse with structured, clean data that can be utilised widely across customer and audience insights and segmentation. You will use your knowledge and experience in research to advise the business on research technology and software requirements. 
The role represents an opportunity to own this space at SOH, internalizing processes and projects that have historically been outsourced. You will have the opportunity to work directly with a diverse range of stakeholders, giving you exposure to the many different work streams within the Opera House – from the creative Performing Arts portfolio to the dynamic Visitor Experiences portfolio and more.  This is a unique, greenfield opportunity for an experienced research professional and it is your chance to take a leading role in helping to embed an informed, data-driven culture at an Australian icon and contribute to the performing arts in Australia.

KEY ACCOUNTABILITIES
· Understand the drivers, trends and ecology of our various products, experiences and strategies to develop a customer research roadmap that fulfils the requirements of the business and unifies the customer experience. Distil key business needs and priorities to ensure a coherent and efficient research roadmap.

· Design and deliver surveys through appropriate customer touchpoints.
· Be a passionate guide for stakeholders, and proactively promote your expertise as the mandatory process for engaging in customer research across the business. 
· Own, maintain and promote the internal research hub, a centralised repository for research insights.

· Evaluate customer research opportunities to understand universal value of potential dataset.
· Stay abreast of trends and opportunities in the world of research, insights and business intelligence, ensuring that the Sydney Opera House utilises best-practice. 

· Develop trust and mutual respect with colleagues and stakeholders. Manage relationships as detailed in the key working relationships section. 

· Become a highly proficient user of Tessitura, Microsoft SQL and Tableau to collaborate on end-to-end customer research insights projects.
· Manage external partner and vendor relationships where required.
KEY CHALLENGES
· Prioritise and balance competing work priorities in a busy, dynamic environment. 
· Developing collaborative relationships and fostering trust with the many stakeholders across the business.

· Understanding existing systems and data sets.

· Supporting organisational change and the successful adherence to agreed business processes and governance rules.

KEY RELATIONSHIPS

	WHO

	WHY


	Internal

	Head of Insights & Optimisation 
	To align with department vision, support department strategy and projects.

To co-create a personal development plan.

	Insights & Optimisation Team 
	To work collaboratively and transparently, continuously adjusting workflow based on priorities and direction.

	Performing Arts Team
	Support the team’s access, understanding and use of self-service tools, and ensure that insight is visible, relevant and well-communicated. 

	Visitor Experience Team
	Support the team’s access, understanding and use of self-service tools, and ensure that insight is visible, relevant and well-communicated.

	Digital Team
	Collaborate with the Customer Engagement Manager to deliver surveys to our customer database via our email platform. 

	Marketing Team
	To support the teams’ access, understanding and use of self-service tools, and ensure that insight is visible, relevant and well-communicated

	Technology Team
	To work with closely with on business process and data governance

	Sydney Opera House Directors and Senior SOH Stakeholders
	To be a source of customer driven insight into their business areas.

	External

	Agency / Vendors 
	To collaborate with, manage and troubleshoot day-to-day issues.  

	Tessitura (Core Ticketing Database) Community
	To be a key user of Tessitura and other customer data systems and to help influence decisions and direction within a consortium environment.

	Industry Bodies/Best Practice Organisations
	To stay connected to trends and innovations to ensure that the Sydney Opera House remains an industry leader.


Reporting Line

Head of Insights & Optimisation
Direct Reports

Nil
ESSENTIAL REQUIREMENTS

· Minimum of 5 years’ experience in research, statistics and/or data analysis, preferably within events and experiences.
· Tertiary qualifications in statistics, mathematics or similarly relevant fields.
· Understanding of databases, data structures and ETL processes. 
· A creative and curious mind with a love of experimentation and problem solving 

· Strong verbal, presentation and written communication skills. Demonstrated ability to communicate complex ideas to non‐technical audiences.

· Strong team player, works well in a collaborative environment with strong listening skills.

· A history of innovation and diplomacy; questioning the status quo to successfully initiate change that is embraced.
· Proficiency in Tableau or similar and SQL preferred (but not essential).

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

	Capability Group
	Capability Name
	Level
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	Display Resilience and Courage
	Intermediate

	
	Act with Integrity
	Intermediate

	
	Manage Self
	Intermediate

	
	Value Diversity
	Intermediate
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	Communicate Effectively
	Adept

	
	Commit to Customer Service
	Intermediate

	
	Work Collaboratively
	Intermediate

	
	Influence and Negotiate
	Intermediate
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	Deliver Results
	Adept

	
	Plan and Prioritise
	Intermediate

	
	Think and Solve Problems
	Adept

	
	Demonstrate Accountability
	Intermediate
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	Finance
	Intermediate

	
	Technology
	Intermediate

	
	Procurement and Contract Management
	Intermediate

	
	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

Act with Integrity
	Intermediate
	· Represent the organisation in an honest, ethical and professional way

· Support a culture of integrity and professionalism

· Understand and follow legislation, rules, policies, guidelines and codes of conduct

· Help others to understand their obligations to comply with legislation, rules, policies, guidelines and codes of conduct

· Recognise and report misconduct, illegal or inappropriate behaviour

· Report and manage apparent conflicts of interest

	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

	Relationships

Influence and Negotiate
	Intermediate
	· Utilise facts, knowledge and experience to support recommendations

· Work towards positive and mutually satisfactory outcomes 

· Identify and resolve issues in discussion with other staff and stakeholders

· Identify others' concerns and expectations 

· Respond constructively to conflict and disagreements

· Keep discussion focused on the key issues

	Results

Deliver Results
	Adept
	· Take responsibility for delivering on intended outcomes 

· Make sure team/unit staff understand expected goals and acknowledge success

· Identify resource needs and ensure goals are achieved within budget and deadlines 

· Identify changed priorities and ensure allocation of resources meets new business needs

· Ensure financial implications of changed priorities are explicit and budgeted for

· Use own expertise and seek others' expertise to achieve work outcomes

	Results

Think and Solve Problems
	Intermediate
	· Research and analyse information and make recommendations based on relevant evidence

· Identify issues that may hinder completion of tasks and find appropriate solutions

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

· Identify ways to improve systems or processes which are used by the team/unit
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