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1. POSITION TITLE: OPERATIONAL SUPPORT OFFICER 
 
2. POSITION GRADE: 6 
 
3. KEY ACCOUNTABILITIES  
 

1. Administration duties required for the day to day operation of the unit. 
 

2. Primary responsibility to manage and administer the records management; 
customer requests databases and/or purchasing functions for the unit. 

 
3. Assist with the running of other systems including maintenance works orders, 

payroll (timesheets), and financial records. 
 

4. Assist in the accumulation, checking and analysis of performance management 
data and manage through negotiation, KPI’s for Customer and Councilor requests. 

 
5. Manage stationery and other office supplies and servicing of office equipment. 

 
6. Operate and manage the main phone and two-way systems, follow up and direct 

enquiries to staff across all units located at the depot. 
 

7. Respond to and resolve or refer enquiries from the public and other units. 
 

8. Carry out the day to day tasks to ensure appropriate telephone, computer and 
electronic communication access across the unit. 

 
9. Create and maintain accurate databases and information for the unit, conduct and 

compile surveys. 
 

10. Carry out word processing, take meeting minutes and data input and provide 
backup support for the administration of the unit. 

 
11. Provide a high level of customer service through direct contact with internal and 

external customers and Councilors. 
 

12. Assist in developing continuous improvement within the unit. 
 

 

4. KEY ORGANISATIONAL ACCOUNTABILITIES  

a. Ensure safe work practices are adopted in the work area and contribute to the 
development and maintenance of work method statements. 

b. Report injuries, accidents, incidents and near misses in areas the work area and on 
the corrective actions taken to prevent reoccurrence. 

c. Do not intentionally or recklessly interfere with or misuse anything provided in the 
interests of health safety or welfare. 
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d. Use and properly maintain appropriate safety clothing and personal protective 
equipment. 

e. Ensure EEO, the principles for a culturally diverse society, and Council policies are 
complied with at all times 

f. Contribute to improved customer service and organisational effectiveness, by acting 
ethically, honesty and with fairness 

 
 
5. QUALIFICATIONS, EXPERIENCE AND ESSENTIAL COMPETENCIES 
 

QUALIFICATIONS 
 

 Certificate II in Business/Administration or equivalent and/or experience in a 
comparable role. 

 
EXPERIENCE 

 
 Proficiency in a range of Microsoft packages including Word, Excel, Access, 

PowerPoint, and Publisher 
 Clear and concise oral and written communication skills (including telephone) 
 Ability to plan and schedule work under pressure, giving appropriate priorities in 

order to meet deadlines 
 Ability to work as part of a multi-disciplinary team to ensure the day to day 

operation of the unit 

 
ESSENTIAL COMPETENCIES 

BSBCMN203A Communicate in the workplace 

BSBCMN209A Provide information to clients 

BSBCMN213A Produce simple word-processed documents 

BSBCMN305A Organise workplace information 

BSBCMN311A Maintain workplace safety 

BSBFLM302A Support leadership in the workplace 

BSBFLM304A Participate in work teams 

BSBFLM503A Establish effective workplace relationships 

BSBMKG406A Build client relationships 

BSBPUR301A Purchase goods and services 

CHCCOM2A Communicate appropriately with clients and colleagues 

CHCCS5A  50 Identify and address specific client needs 

  CoL021 
 

Operate CRM System at an intermediate level. 
  CoL027 

 

Operate Document Management System at an intermediate level 
 ICAITTD003B Receive and process oral and written communication 

ICATU006B Operate computing packages 

PARSW178 Operate spreadsheet software at an intermediate level. 

PARSW195 Operate word processing software at an intermediate level. 

PSPGOV308A Work effectively with diversity 

BSBCMN302A Organise personal work priorities and development 

BSBFLM311A Support a workplace learning environment 

PARSW146 Operate Lotus Notes at a basic level. 
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6. DESIRABLE QUALIFICATIONS, EXPERIENCE AND COMPETENCIES 

  

BSBCMN306A Produce business documents 

BSBCMN410A Coordinate implementation of customer service strategies 

BSBCMN411A Monitor a safe workplace 

BSBFLM303A Contribute to effective workplace relationships 

BSBFLM403B Implement effective workplace relationships 

BSZ404 Train small groups. 

CHCNET2A Maintain effective networks 

CoL009 Operate Asset Work Management System at an intermediate level 

CoL020 Operate CRM System at an advanced level 

CoL042 
 

Operate HRMS System at an intermediate level 
 

CoL073 Operate Payroll System at an intermediate level 

CoL074 Operate Procurement System at a basic level 

FNBACC01B Provide financial and business information 

PARSW04 Operate spreadsheet software at a basic level 

PARSW111 Operate document publishing software at a basic level. 

PARSW197 
 

Operate word processing software at an advanced level. 
 PSPGOV303A Build and maintain internal networks 

PSPGOV405A Provides input to change process 
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7. SIGNATURES 
 
POSITION HOLDER:  ______________________________________ 
 
UNIT MANAGER:   ______________________________________ 
 
GROUP MANAGER:  ______________________________________ 
 

DATE:     / / 


