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Communications & Production Manager
	Role Description Fields
	Details

	Department/Agency
	Multicultural NSW

	Division/Branch/Unit
	Languages Services

	Role number
	 51027464

	Classification/Grade/Band
	Grade 9/10

	Senior executive work level standards
	Not Applicable

	OSCA Code
	xxx

	PCAT Code
	9999999

	Date of Approval
	August 2026

	Agency Website
	www.multicultural.nsw.gov.au



Agency overview
[bookmark: _Hlk30003721]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
The Communications & Production Manager provides strategic expertise, leadership and oversight of the communications, production and multilingual service offering. The role acts as the primary relationship manager for government agencies and key stakeholders, leading service planning, project delivery and customer engagement activities to ensure integrated solutions meet client objectives. The role is responsible for service performance, quality assurance, customer experience, supplier management and performance reporting, driving continuous improvement through evidence-based decision making and collaboration across internal and external delivery partners and clients. 

Key accountabilities
· Act as the primary relationship manager for government agencies and other key stakeholders, ensuring a consistent, high-quality customer experience across all stages of service delivery.
· Provide expert multicultural communications advice to government agencies including multilingual communications readiness and engagement approaches for culturally and linguistically diverse communities.
· Lead project scoping, planning and resource coordination activities, ensuring communication, production and multilingual requirements are effectively identified, documented and addressed.
· Lead the delivery and ongoing development of communications advisory services, including approaches, resources and service offerings that support government agencies to effectively engage multicultural communities.
· Review and approve proposals, quotations, project scopes and service recommendations to ensure alignment with client objectives, organisational priorities and operational capability.
· Oversee the delivery of communications, production and multilingual projects, ensuring services are delivered within agreed quality, budget and timeframe requirements.
· Manage the engagement, performance and quality of external suppliers, agencies and specialist providers.
· Develop and maintain customer experience, feedback and performance measurement frameworks, including approved methods for collecting and analysing; and report on customer satisfaction data and project outcomes to support service improvement and informed decision-making. 
· Lead and support staff to build capability, foster collaboration and deliver high-quality services and organisational outcomes.
   
Key challenges
· Balancing competing priorities in a high-pressure environment while fostering a calm, structured and supportive team culture that enables consistent, high-quality delivery.
· Developing a long-term strategic focus on driving the demand for language services, balanced against the need for immediate response to issues.
· Building and maintaining client trust and credibility through consistent turnaround times and high quality service delivery. 

Key relationships
Internal
	Who
	Why

	Associate Director Multilingual NSW
	Make recommendations for program initiatives 
Report on customer experience data and engagement models
Seek feedback and support
Escalate challenges and issues

	[bookmark: InternalRelationships]Language Services Associate Directors 
	Obtain feedback on areas of improvement and opportunities, understanding industry, sector and divisional drivers and constraints that may impact change initiatives
Maintain effective working relationships that drive high quality service delivery and performance

	Work team
	Provide leadership and guidance to drive a high performing team
Escalation point for issues that require Associate Director/Director direction and support 

	Production teams
	Maintain effective working relationships to ensure collaboration and efficient service delivery

	All members of the Division and organisation
	Engage and support teams as relevant



External
	Who
	Why

	Clients of services
	Be the point of contact for feedback and complaints handling
Drive and maintain effective relationships
Work closely to create commitment and client satisfaction
Review project needs and demands to assess team capacity to manage work

	Vendors/partners
	Engage as per NSW Government Procurement Policy Framework
Monitor and manage deliverables as per contractual arrangements


Role dimensions
Decision making
[bookmark: _Hlk17372642]The decision making required of the role relates to:
· Approval of proposals that are in line with strategic objectives and workforce capability
· Setting work priorities for the team to ensure advisory services and deliverables are met
· Managing change, taking ownership of assigned work and issues as they arise, and being proactive in suggesting new initiatives that support the team growth and development 

Reporting line
Associate Director Multilingual NSW
Direct reports
Communications & Production Advisor
Communications & Production Coordinator 
Budget/Expenditure
Nil
[bookmark: _Hlk40707470]
Key knowledge and experience
· Demonstrated experience designing, delivering or advising on communications, engagement or campaign initiatives targeting diverse audiences within a complex stakeholder environment.
· Strong understanding of multicultural communications principles, culturally responsive engagement approaches and the communication needs of culturally and linguistically diverse communities.
· Experience managing communications, production or service delivery projects across multiple channels and formats, including the engagement of external suppliers and specialist providers.
· Demonstrated experience monitoring service performance, customer feedback and operational outcomes to inform continuous improvement and evidence-based decision-making.

Essential requirements
· Relevant tertiary qualifications in communications, marketing, digital media, project management or a related discipline, or demonstrated equivalent experience.
· Demonstrated experience leading communications, production, service delivery or account management functions, including responsibility for stakeholder engagement and project oversight
· Demonstrated experience managing complex projects involving multiple stakeholders, competing priorities and external suppliers
· Experience leading and developing teams to achieve service delivery and business outcomes.
	

[bookmark: _Hlk36203683][bookmark: _Hlk36565316][bookmark: _Hlk36209343][bookmark: _Hlk36710441]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 
	[bookmark: _Hlk220916407]
Capability group/sets
	Capability name
	Behavioural indicators
	Level

	· [image: ][image: ]
	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 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 
· Promote a workplace culture that values high ethical standards and behaviour 
· Act to prevent and report misconduct and inappropriate behaviour 
· Put strategies in place to manage and monitor conflicts of interest 
Ensure that others are aware of and understand the legislation and policy framework within which they operate

	Adept

	· [image: ]
	Communicate Effectively
Communicate clearly, pay attention to others and respond with understanding and respect 
	· Tailor communication to suit the needs, backgrounds and perspectives of diverse audiences and address barriers to participation 
· Clearly explain complex ideas and arguments to individuals and groups 
· Create opportunities for others to contribute 
· Share information with other teams and business units to enable informed decision-making 
· Write clearly and concisely in a range of styles and formats 
· Use contemporary communication channels to share information, engage and interact with diverse audiences 
Pay attention and encourage others to express their views
	Adept

	· [image: ]
	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 share and debate ideas to help reach a consensus 
· Recognise diverse perspectives and the need for compromise when negotiating mutually agreed outcomes 
· Influence others with a fair and thoughtful approach and sound arguments 
· Be sensitive and show understanding when resolving conflicts and differences 
· Manage challenging relationships with internal and external stakeholders 
Anticipate and minimise conflict
	Adept

	· [image: ]
	Deliver Results
Achieve results by using resources efficiently and committing to quality outcomes

	· Use your own and others’ expertise to achieve outcomes, and take responsibility for delivering intended outcomes 
· Ensure staff understand expected goals and acknowledge staff success in achieving these 
· Identify the resources people need and ensure goals are achieved within budget and on time 
· Use business data to evaluate outcomes and inform continuous improvement 
· Identify priorities that need to change and ensure the way resources are allocated meets new business needs 
Ensure you budget for and clearly state the financial impacts of new priorities

	Adept

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

	· Undertake objective, critical analysis to reach accurate conclusions that recognise and manage contextual issues 
· Work through issues, weigh up alternatives and identify the most effective solutions in collaboration with others 
· Consider the wider business context when thinking about options to resolve issues 
· Explore a range of possibilities and creative alternatives to improve systems, processes and business practices 
· Put systems and processes in place that are supported by high-quality research and analysis 
· Look for opportunities to design innovative solutions to meet customers’ needs and service demands 
Evaluate the performance and effectiveness of services, policies and programs against clear criteria
	Advanced

	· [image: ]
	Project Management
Understand and use effective ways to plan, coordinate and control projects

	· Understand all components of the project management process, including the need for change management to achieve business benefits 
· Prepare clear project proposals and accurate estimates of required costs and resources 
· Establish performance outcomes and measures for key project goals, and define monitoring, reporting and communication requirements 
· Identify and evaluate risks associated with the project and develop mitigation strategies 
· Identify and consult with stakeholders, including people with lived experience to inform the project strategy 
· Communicate the project’s objectives and its expected benefits 
· Monitor the completion of project milestones against goals and take steps to address any problems 
Evaluate progress and identify improvements to inform future projects
	Adept

	· [image: ]
	Manage and Develop People
Engage with and motivate staff, and develop their capability and potential

	· Define and clearly communicate roles, responsibilities and performance standards to achieve team outcomes 
· Adjust performance development processes to meet the diverse abilities and needs of individuals and teams 
· Develop work plans that consider capability, strengths and opportunities for development 
· Be aware of the effects of bias when managing team members 
· Seek feedback about your management capabilities and develop strategies to improve on them 
· Address and resolve team and individual performance issues, including unsatisfactory performance, promptly and effectively 
· Monitor and report on team performance in line with established performance development frameworks 
Develop positive relationships to ensure cultural safety and trust between team members
	Adept



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: ]
	Value Diversity and Inclusion
	Be inclusive and respect diverse backgrounds, experiences and perspectives
	Adept

	[image: ]
	Commit to Customer Service

	Provide customer-focused services in line with public sector and organisational objectives
	Adept

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

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

	[image: ]
	Technology

	Understand and use available technology to maximise efficiencies and effectiveness
	Adept

	[image: ]
	Procurement and Contract Management

	Understand and use procurement processes to ensure effective purchasing and contract performance
	Intermediate



Role Description 
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