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	Cluster
	Stronger Communities

	Department/Agency
	Multicultural NSW

	Division/Branch/Unit
	Language Services

	Role number
	N/A

	Grade
	Clerk Grade 3/4

	Senior executive work level standards
	Not Applicable

	ANZSCO Code
	531111

	PCAT Code
	1117392

	Date of Approval
	May 2026

	Agency Website
	www.multicultural.nsw.gov.au





Agency overview

NSW is home to 33.6% of Australia’s overseas-born population. We come from over 310 ancestries, practice more than 139 religions and use more than 283 languages, with 29.3% of NSW people born overseas. The purpose of Multicultural NSW is to build and maintain a cohesive and harmonious multicultural society that enriches the lives of all the people of NSW. 

Our work is underpinned by the Multicultural NSW Act 2000, which establishes Multicultural NSW as the lead agency for promoting and monitoring the multicultural principles set out in the Act. The Multicultural NSW Advisory Board, which is constituted under the Act, is an independent body that draws on the cultural diversity, skills and experience of its members to provide advice to the Agency and the Minister.



Primary purpose of the role

To work as a productive, transparent, and accountable member of Multicultural NSW, demonstrating a high standard of integrity and ethical behavior in the execution of your duties. The conduct of Multicultural NSW employees must reflect the requirements and/or values of the NSW Public Sector, Multicultural NSW vision and strategic plan and related division plans, objectives and priorities. All employees must act in a way that align with our overarching remit to promote and advance our social cohesion and community harmony.
Contribute to the delivery of the customer service function of the business unit by providing advice and solutions in accordance with agency policies and procedures, supporting effective service delivery and positive client outcomes. The role supports the coordination of interpreting and translation services in a dynamic environment, requiring sound judgement, effective prioritisation, and a commitment to service quality.
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Role Description – Customer Service Officer 

Key accountabilities

· Demonstrating a high level of commitment to customer service and client satisfaction, provide efficient and accurate interpreting and translation services to customers.
· Discuss customer requirements to determine the best approach within policies and procedures, escalating more complex or contentious issues, or those outside delegations to the team leader.
· Develop sound working relationships with customers and collate information and provide a wide range of support services via telephone, email and other communication channels to ensure the effective provision of interpreting and translation services.
· Apply a wide range of operational and administrative processing tasks associated with the provision of translation and interpreting services in an online environment and in accordance with policies and procedures.
· Ensure high level of accuracy and attention to detail in all work performed.
· Work collaboratively in a team environment, participating actively in team meetings and projects, and provide advice on the effective delivery of services.
· Prepare reports as required and provide effective administrative support to ensure work is completed within timelines.
· Comply with privacy requirements ensuring confidentiality, privacy and integrity of information is not compromised in accordance with relevant legislation. 

Key challenges

· Delivering a wide range of administrative services across the Division, in a fast-paced, high-volume environment where there are often competing priorities.
· Keeping up to date with constant changes to administrative systems, policy and regulation to ensure compliance and the highest standards of probity.
· Delivering excellent customer service while meeting other business priorities.
· Managing interactions with varying levels of complexity and customer expectations.

Key relationships

	Who
	Why

	Internal
	

	Team Leader and Service delivery Manager
	· Receive guidance and exchange information
· Provide status updates on projects and other assigned work
· Escalate issues, keep informed, advise and receive direction, coaching and mentoring where and when appropriate 
· Resolve issues, de-escalate difficult customer interactions, and record complaints. 

	All members of the Division
	· Develop and maintain cooperative and productive working relationships
· Share information, consult, give and seek advice and coordinate projects

	Other Multicultural NSW Divisions
	· Liaise with relevant stakeholders to ensure that expertise and resources are effectively utilised in project activities

	External
	

	Outsource service provider
	· Liaise on service level standards and service provision
· [bookmark: _Int_H7klTUav]Work together on service improvements required as a result of client feedback
· Resolve client complaints and issues

	Customers of interpreting and translation services
	· Seek information and feedback regarding service levels and satisfaction
· Resolve issues
· Work closely to ensure commitment and customer satisfaction



Role description – Customer Service Officer 



Role dimensions Decision making The role:
· Demonstrates an awareness and understanding of cultural diversity in conduct and completion of duties.
· Recommend changes to procedures and systems.
· Escalates issues of a politically sensitive or complex or contentious nature to the Team Leader and Service Delivery Manager, Customer Service and Support 
Refer to the Multicultural NSW Delegations document for specific financial and/or administrative delegations for this role.

Reporting line
This role reports to the Team Leader Interpreting Services.

Direct reports
Nil.

Budget/Expenditure
Nil.

Essential requirements
· Knowledge and understanding of the principles of multiculturalism.
· Min 3 years demonstrated experience in the provision of quality customer services.
· Experience working in a language services industry preferred.

Appointments are subject to reference checks and National Criminal History Record Check. Some roles may also require the following checks/ clearances:

· Working with Children Check clearance in accordance with the Child Protection (Working with Children) Act 2012




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



	[bookmark: _Hlk220405434][image: personal-attributes]
	Act with Integrity
Be ethical and professional, and uphold and promote the public sector values
	· Represent your organisation in an honest, ethical and professional way
· Support a culture of integrity and professionalism
· Understand and help others to recognise their obligations to comply with legislation, policies, guidelines and codes of conduct
· Report misconduct and inappropriate behaviour
· Report and manage conflicts of interest and encourage others to do so

	Intermediate

	[bookmark: _Hlk220405035][image: relationships]
	Communicate Effectively
Communicate clearly, pay attention to others and respond with understanding and respect.
	· Focus on key points and use clear, concise and inclusive language
· Clearly explain and present ideas and arguments
· Pay attention and ask appropriate and respectful questions to understand others’ point of view
· Promote the use of inclusive language and help others to adjust their language where necessary
· Seek feedback about your communication style and adapt where necessary
· Write in a way that is well structured and easy to follow
· Clearly communicate routine technical information

	Intermediate

	[bookmark: _Hlk220405055][image: relationships]
	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 your organisation
· Demonstrate a thorough knowledge of the available services and share relevant information with customers
· Identify and respond quickly to customer needs
· Consider different customer needs and experiences when developing solutions to meet needs
· Resolve complex customer issues
· Cooperate across work areas to improve outcomes for customers

	Intermediate

	[image: relationships]
	Work Collaboratively
Collaborate with others and value their contribution
	· Build a supportive and collaborative team environment
· Share information and learning across teams
· Acknowledge outcomes that were achieved by working together effectively
· Share information with others to solve problems together
· Support others in difficult situations
· Use collaboration tools, including digital technology, to work effectively with others

	Intermediate

	[image: results]
	Demonstrate Accountability
Be proactive and responsible for your actions, and follow legislation, policy and guidelines

	· Be proactive in taking responsibility and being accountable for your actions
· Identify and follow safe work practices
· Be aware of risks and act on them or raise them with your supervisor as appropriate
· Make sure you and others always follow safe work practices
· Use financial and other resources responsibly
· Seek feedback from stakeholder groups to enable culturally informed feedback

	Intermediate

	[bookmark: _Hlk220405196][image: business-enablers]
	Technology
Understand and use available technology 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
· Use records, information and knowledge management systems effectively
· Support system improvement initiatives and new technology when it is deployed
· Identify where technology or automation supports tasks, and raise issues when applications may be inappropriate or inaccurate

	Intermediate



Complementary capabilities

[bookmark: _Int_Es00bN3q]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.


	[bookmark: _Hlk219814669]COMPLEMENTARY CAPABILITIES

	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
	Intermediate

	
	Manage Self
	Be persistent, self-reflect and commit to learning
	Intermediate 

	
	Value Diversity and Inclusion
	Be inclusive and respect diverse backgrounds, experiences and perspectives
	Intermediate

	
[image: relationships]
	
	
	

	
	Influence and Negotiate
	Gain consensus and commitment from others, and resolve issues and conflicts
	Foundational
	
[image: results]
	
	
	

	
	Deliver Results
	Achieve results by using resources efficiently and committing to quality outcomes
	Intermediate 

	
	Plan and Prioritise
	Plan to achieve priority outcomes and respond flexibly to changing circumstances
	Intermediate 

	
	Think and Solve Problems
	Think, analyse and consider the broader context to develop practical solutions
	Intermediate


	
[image: business-enablers]
	
	
	

	
	Finance
	Understand and apply financial processes to achieve value for money and minimise financial risk
	Foundational

	
	Procurement and Contract Management
	Understand and use procurement processes to ensure effective purchasing and contract performance
	Foundational

	
	Project Management
	Understand and use effective ways to plan, coordinate and control projects
	Foundational
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