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Position Profile 
 

Position Title: Customer Operations Officer 

Classification: APS4 

Position Number: Various 

Tenure: Non-ongoing 

Duration: For a period of up to 12 months with the possibility of extension 

Section: Pre Exam and Information Services or Post Exam 

Group: Customer Experience Group 

Division: Customer Services 

Location: ACT 

Immediate Supervisor: APS6 

Security Classification: ENTRY ONLY 

 

Our Agency 

 

IP Australia is an Australian Government agency with a passion for bright ideas, offering a great work-life balance, 

flexible working arrangements and rewarding career paths in the intellectual property (IP) industry. 

 

IP Australia administers intellectual property rights and legislation relating to patents, trade marks, registered 

designs, and plant breeders’ rights in Australia. These rights offer the owner protection against others stealing 

their ideas and profiting from them. 

 

Australia’s Intellectual property (IP) rights system supports innovation, investment, and international 

competitiveness. IP Australia administers Australia’s IP rights system, specifically patents, trade marks, designs and 

plant breeder’s rights. IP Australia also undertakes programs to educate and promote an awareness of intellectual 

property (IP), provides IP policy input to Government, develops legislation to support the IP system and 

contributes to bilateral and multilateral negotiations to improve IP protection internationally. 

 

Australian Public Service (APS) Values guide us through our working lives, setting expectations for shared 

behaviour that keep our workplace harmonious and productive. The values are also a promise to the people of 

Australia that we can be trusted to act with integrity, in their service and in accordance with the Public Service 

Code of Conduct. They guide our actions and are not just words on a page. 

 

Group Responsibilities 

 

The Customer Experience Group (CEG) within the Customer Services Division (CSD) of IP Australia ensures 

Australians benefit from the effective use of intellectual property by: 

 

• Providing pre and post examination and research and information services to internal and external 

customers and stakeholders 

• Enabling an effective quality management system (QMS) and offering strategic, targeted and evidence 

based technical training to the CSD as well as selected regional IP offices 
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Section Responsibilities 

 

The Pre Exam and Information Services section and the Post Exam section within CEG are responsible for providing 

efficient, effective, timely and high quality pre and post examination, and research and information services to 

customers and stakeholders. This includes: 

 

• Delivery of end-to-end processing of Intellectual Property Rights (IP Rights) customer service requests and 

transactions  

• Providing high level process and administrative support to the agency’s examination areas, including 

overseeing the administration of the opposition process 

• Providing second level customer support to the Customer Service Centre and managing resolution of 

complex customer queries 

• Providing high quality information services and resources to support the examination work and research 

needs of agency employees 

• Providing advice and subject matter expertise to policy areas and other business projects 

 

Job Description / Context of the Role 

 

Customer Operations Officers work within one of the teams in either the Pre Exam and Information Services or the 

Post Exam section of the Group. The specific IP-related tasks and service requests they perform vary according to 

the teams but may relate to information services, examination workflow, new applications, fees, service request 

management, international, amendments, post acceptance, extensions of time and/or opposition matters. 

Customer Operations Officers play a vital role in the delivery of high performing core business and internal 

operations for the agency. They apply their knowledge of IP rights legislation in accordance with their delegation 

to process service requests and respond to queries. They have a strong focus on customer service, are an 

escalation point of contact for our customers and leave a lasting impression on their overall experience.  

Customer Operations Officers work collaboratively with other members of the team to achieve established quality, 

productivity and customer service standards.  

  

Job Specific Duties 

 

• Processes service requests and responds to customer enquiries, using processing systems and various 

communication channels 

• Engages with internal and external stakeholders and provides technical support and assistance to team 

members, customers and other stakeholders specific to particular areas relating to the administration 

of IP rights 

• Works collaboratively in a team to achieve team outcomes 

• Actively participates in quality assurance, training and continuous improvement activities 

• Demonstrates attitudes and behaviours responsive to workplace change (including participates in and 

encourages others to participate in change and contribute to successful outcomes) 

• Improves organisational performance through effective engagement with and management of risk 

within relevant sphere of influence 

• Establishes clear expectations and creates an environment to achieve stated goals and objectives, takes 

ownership and honours commitments 

• Maintains an understanding of their/worker responsibilities under the Work Health & Safety Act 2011 

(WHS Act) and a commitment to promoting a healthy and safe workplace 
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Job Specific Capabilities 

 

• Completes technical activities and service requests to the required standards and established objectives 

• Applies and provides technical knowledge on team functions, processes, procedures and systems 

• Effectively engages with customers and stakeholders and delivers high quality written and verbal 

communications 

• Takes on feedback and embraces opportunities for continuous improvement 

• Demonstrates ability to interpret and apply legislation and makes decisions in accordance with 

delegations 

 

Please note: Applicants are encouraged to refer to the attached Capability Framework documentation which 

outlines agency wide behavioural descriptiors for the five core capabilities at this classification. 

 

Eligibility Qualifications / Knowledge Required 

 

Mandatory: 

There is mandatory training required for this role. It is a condition of engagement that the successful applicant 

completes Stage 1 of the IP Rights Administration Program (a competency-based training program) within four 

months of engagement, and Stage 2 of the Program within four months of successful completion of Stage 1.  
 

Contact Officer 

 

For further information about this job please contact Natalie Anderson on (02) 6283 2710 
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Working at IP Australia 

 

IP Australia recognises the importance of employees balancing their work and personal lives by offering staff 

access to an ongoing series of health and wellbeing programs, flexible work-life policies and a range of 

professional development programs. IP Australia is a breastfeeding friendly workplace and has an onsite childcare 

facility with priority enrolment for IP Australia employees. 

 

The IP Australia office in Canberra provides high quality accommodation and facilities.  These include: an on-site 

café, conference, meeting and training rooms; limited on-site parking for cars and motor cycles available on a 

rotational basis; the provision of undercover bicycle racks; excellent shower/change facilities for staff choosing to 

walk or ride to work; and the advantage of all staff being co-located in the one building. 

 

 
 

Working in the APS 

 

Australian Public Service (APS) Values guide us through our working lives, setting expectations for shared 

behaviour that keep our workplace harmonious and productive. The values are also a promise to the people of 

Australia that we can be trusted to act with integrity, in their service and in accordance with the Public Service 

Code of Conduct. 
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