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	Cluster
	Climate Change, Energy, the Environment and Water 

	Agency
	Department of Climate Change, Energy, the Environment and Water 

	Division/Branch/Unit
	Water/ Licensing and Approvals

	Location
	Albury / Wagga / Dubbo / Buronga

	Classification/Grade/Band
	Clerk Grade 7-8

	ANZSCO Code
	212499

	PCAT Code
	1127392

	Date of Approval
	February 2023, updated June 2024

	Agency Website
	www.dcceewnsw.gov.au



Ensuring a sustainable NSW through climate change and energy action, water management, environment and heritage conservation and protection. 
Who we are 
The NSW Department of Climate Change, Energy, the Environment and Water (DCCEEW) works to protect the state's environment and heritage.  It leads the way on climate change, driving the sustainable transition to a net zero economy, powered by affordable, reliable and clean energy. 
DCCEEW conserves and protects the state's natural environment.  It manages the NSW national park estate, including its rich and diverse biodiversity and Aboriginal cultural heritage for future generations. 
DCCEEW also ensures sustainable management of water resources across the state, to support the environment, communities and industry. 
We acknowledge the ongoing custodial responsibilities of the Aboriginal peoples of NSW to care for Country and water and are committed to establishing meaningful partnerships with Aboriginal peoples in management of the environment. 
The Water Group leads the NSW Government in providing confidence to communities and stakeholders with the transparent stewardship of water resources, provision of services and reforms that support sustainable and healthy environments, economies and societies across NSW. 
 
Primary purpose of the role
Contribute to and implement delivery of high-quality customer services, stakeholder and community engagement activities. The role contributes to the coordination of customer enquiries, integrating the Licensing & Approvals (L&A) customer service with the Water Enquiries team.
Key accountabilities
· Ensure customer service processes provide prompt and quality end to end resolution of issues and support process improvements to minimise reoccurrence of similar issues.
· Contribute to continuous improvement activities by participating in capture of customer insights and related data.
· Work collaboratively with Water Group teams to deliver consistent, high quality customer service using approved key messages, project briefs and website information. 
· Contribute to the maintenance and update of water knowledge articles to support customer enquiries. 
· Influence effective customer service delivery by identifying the specific issues, needs and interests of customers and stakeholders through capture of insights and feedback when interacting with customers. 
· Monitor and evaluate customer service through stakeholder engagement and communications projects providing ideas for continuous improvement
Key challenges
· Manage complex and competing demands with multiple stakeholders whilst meeting customer expectations.
· Maintaining and building relationships with internal and external  stakeholders ensure a consistent approach to customer service initiatives.
Key relationships
	Who
	Why

	Internal
	

	Senior Project Officer 
	· Assist the Senior Project Officer in coordinating the delivery of appropriate information and key messages to internal and external stakeholders. 
· Provide updates on projects, raise issues, and share information

	
	· 

	External
	

	Other state and federal government agencies
	· Share information and insight

	Community stakeholders
	· Inform and educate to ensure the Government’s point of view is presented. 
· Address any issues and concerns.



Role dimensions
Decision making
· Make day to day decisions regarding own work and project activities 
· 
Reporting line
Manager

Direct reports
Nil
Budget/Expenditure
Nil
Key knowledge and experience
· Experience in delivering effective, high quality customer service.
· [bookmark: _Hlk36203683][bookmark: _Hlk36565316][bookmark: _Hlk36209343][bookmark: _Hlk36710441]Ability to manage competing priorities with sensitivity. 
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.
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 group/sets
	Capability name
	Behavioural indicators
	Level

	[image: Personal attributes]
	Act with Integrity
Be ethical and professional, and uphold and promote the public sector values
	Represent the organisation in an honest, ethical and professional way and encourage others to do so
Act professionally and support a culture of integrity
Identify and explain ethical issues and set an example for others to follow
Ensure that others are aware of and understand the legislation and policy framework within which they operate
Act to prevent and report misconduct and illegal and inappropriate behaviour
	Adept

	[image: Personal attributes]
	Communicate Effectively
Communicate clearly, actively listen to others, and respond with understanding and respect
	Tailor communication to diverse audiences
Clearly explain complex concepts and arguments to individuals and groups
Create opportunities for others to be heard, listen attentively and encourage them to express their views
Share information across teams and units to enable informed decision making
Write fluently in plain English and in a range of styles and formats
Use contemporary communication channels to share information, engage and interact with diverse audiences
	Adept

	[image: Personal attributes]
	Commit to Customer Service
Provide customer-focused services in line with public sector and organisational objectives
	Focus on providing a positive customer experience
Support a customer-focused culture in the organisation
Demonstrate a thorough knowledge of the services provided and relay this knowledge to customers
Identify and respond quickly to customer needs
Consider customer service requirements and develop solutions to meet needs
Resolve complex customer issues and needs
Cooperate across work areas to improve outcomes for customers
	Intermediate

	[image: Personal attributes]
	Influence and Negotiate
Gain consensus and commitment from others, and resolve issues and conflicts
	Negotiate from an informed and credible position
Lead and facilitate productive discussions with staff and stakeholders
Encourage others to talk, share and debate ideas to achieve a consensus
Recognise diverse perspectives and the need for compromise in negotiating mutually agreed outcomes
Influence others with a fair and considered approach and sound arguments
Show sensitivity and understanding in resolving conflicts and differences
Manage challenging relationships with internal and external stakeholders
Anticipate and minimise conflict
	Adept

	[image: Personal attributes]
	Demonstrate Accountability
Be proactive and responsible for own actions, and adhere to legislation, policy and guidelines
	Take responsibility for own actions
Be aware of delegations and act within authority levels
Be aware of team goals and their impact on work tasks
Follow safe work practices and take reasonable care of own and others’ health and safety
Escalate issues when these are identified
Follow government and organisational record-keeping requirements
	Foundational

	[image: Personal attributes]
	Technology
Understand and use available technologies to maximise efficiencies and effectiveness
	Demonstrate a sound understanding of technology relevant to the work unit, and identify and select the most appropriate technology for assigned tasks
Use available technology to improve individual performance and effectiveness
Make effective use of records, information and knowledge management functions and systems
Support the implementation of systems improvement initiatives, and the introduction and roll-out of new technologies
	Intermediate




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.

	Capability group/sets
	Capability name
	Description
	Level

	[image: Personal Attributes]
	Display Resilience and Courage
	Be open and honest, prepared to express your views, and willing to accept and commit to change
	Foundational

	[image: Personal Attributes]
	Manage Self
	Show drive and motivation, an ability to self-reflect and a commitment to learning
	Foundational

	[image: Personal Attributes]
	Value Diversity and Inclusion
	Demonstrate inclusive behaviour and show respect for diverse backgrounds, experiences and perspectives
	Foundational

	[image: Personal Attributes]
	Work Collaboratively
	Collaborate with others and value their contribution
	Intermediate

	[image: Personal Attributes]
	Deliver Results
	Achieve results through the efficient use of resources and a commitment to quality outcomes
	Intermediate

	[image: Personal Attributes]
	Plan and Prioritise
	Plan to achieve priority outcomes and respond flexibly to changing circumstances
	Intermediate

	[image: Personal Attributes]
	Think and Solve Problems
	Think, analyse and consider the broader context to develop practical solutions
	Intermediate

	[image: Personal Attributes]
	Finance
	Understand and apply financial processes to achieve value for money and minimise financial risk
	Foundational

	[image: Personal Attributes]
	Procurement and Contract Management
	Understand and apply procurement processes to ensure effective purchasing and contract performance
	Foundational

	[image: Personal Attributes]
	Project Management
	Understand and apply effective planning, coordination and control methods
	Intermediate
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