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	Department/Agency
	Multicultural NSW

	Division/Branch/Unit
	People and Corporate

	Role number
	TBC

	Classification/Grade/Band
	Grade 5/6

	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 System Analyst is responsible for the ongoing support, maintenance, and controlled transition of a legacy Language Service booking system to a SaaS-based language booking platform.
This role ensures stability of the existing system during the transition period while supporting business users, managing changes, and contributing to the successful adoption and maintenance of the new platform.
Key accountabilities
· Provide day-to-day operational and technical support 
· Test and validate system integrations, including REST APIs, webhooks, SMS services and email platforms
· Act as the key technical contact for internal business users
· Escalate complex or unresolved integration issues to vendors or third-party providers in a timely manner 
· Act as the coordination point between internal users and external vendors during issue resolution 
· Maintain up-to-date system documentation, including architecture diagrams, support procedures and integration issues, resolutions, and escalation processes
· Evaluate risks and business impact of proposed changes
· Assist with data validation, integration, and testing and support testing and deployment activities
· Create knowledge articles for support teams and users
· Ensure all system changes are assessed, documented, and implemented following ICT change management procedures.

Key challenges
· Collaborate with IT, business units, and external stakeholders to improve security awareness.
· Maintain professional knowledge to keep up with sophisticated, AI-driven malware, fast-evolving threat tactics and changing hacker tactics.
· Manage high-stakes incidents under tight pressure.

Key relationships
Internal
	Who
	Why

	[bookmark: InternalRelationships]Manager
	Receive leadership, advice and support 
Escalate issues, keep informed, advise and receive instructions

	ICT Team
	Participate in meetings to obtain work group perspective and share information. 
Work collaboratively to contribute to achieving the team’s business outcomes

	Other teams 
	Manage expectations, resolve issues and provide solutions to problems 
Build and maintain strong relationships with clients/customers, including educating user population regarding relevant practices and processes 


External
	Who
	Why

	Vendors/Service Providers and Consultants
	Gather performance information 
Work collaboratively and share information to solve system issues.




Role dimensions

Decision making
The role has some autonomy to plan own work to meet given objectives and processes, making decisions which influence the success of projects and team objectives in liaison with their manager. 
Matters requiring a higher level of approval are referred to the Reporting Line Manager.
Reporting line
Senior Systems Analyst 9/10
Direct reports
Nil

Budget/Expenditure
Nil
[bookmark: _Hlk40707470]
Key knowledge and experience
· Strong experience supporting web applications
· Good understanding of SQL databases and Apache web servers
· Familiarity with Microsoft Entra ID and application performance monitoring (Azure App Dynamics, DataDog, NewRelic) and AWS EC2
· Good understanding of incident response and resolution, ensuring compliance with ICT Helpdesk processes and the Information Technology Infrastructure Library (ITIL) service management framework

Essential requirements
· [bookmark: _Hlk36203683][bookmark: _Hlk36565316][bookmark: _Hlk36209343][bookmark: _Hlk36710441]Tertiary qualifications in a relevant Information Technology discipline or demonstrated experience 
· Appointments are subject to reference and national criminal history record checks.
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: ][image: ]
	Display Resilience and Courage
Be open and honest, prepared to express your views, and willing to accept and commit to change

	· Be flexible, show initiative and respond quickly when situations change 
· Give frank and honest feedback and advice 
· Acknowledge when someone challenges your ideas, seek to understand why and respond appropriately 
· Raise and work through challenging issues and seek alternatives 
Respond professionally when under pressure and in challenging situations
	Adept

	[image: ]
	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

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

	· Understand a problem or explore an opportunity by finding data that is relevant, trustworthy and high quality 
· Research and analyse information to make recommendations based on relevant evidence 
· Identify and find appropriate solutions for issues that may stop people from completing their tasks 
· Be willing to seek others’ input and share your ideas to achieve best outcomes 
Come up with ideas and identify ways to improve systems and processes to meet organisational and customer needs
	Intermediate

	[image: ]
	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 
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: ]
	Manage Self
	Be persistent, self-reflect and commit to learning 
	Intermediate

	[image: ]
	Act with Integrity
	Be ethical and professional, and uphold and promote the public sector values
	Intermediate

	[image: ]
	Value Diversity and Inclusion
	Be inclusive and respect diverse backgrounds, experiences and perspectives
	Intermediate

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

	[image: ]
	Commit to Customer Service
	Provide customer-focused services in line with public sector and organisational objectives
	Intermediate

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

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

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

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

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

	[image: ]
	Procurement and Contract Management
	Understand and use procurement processes to ensure effective purchasing and contract performance
	Intermediate



	Occupation specific capability set
	Behavioural indicators
	Level

	Incident management
[image: ]
	Delivery and operation	
Service operation
	The processing and coordination of appropriate and timely responses to incident reports, including channelling requests for help to appropriate functions for resolution, monitoring resolution activity, and keeping clients appraised of progress towards service restoration.
	USUP
Level 4

	Customer service support
[image: ]
	Relationships and engagement
Stakeholder management
	Acts as the routine contact point, receiving and handling requests for support. 
Responds to a broad range of service requests for support by providing information to fulfill requests or enable resolution. 
Provides first line investigation and diagnosis and promptly allocates unresolved issues as appropriate. 
Assists with the development of standards, and applies these to track, monitor, report, resolve or escalate issues. 
Contributes to creation of support documentation.
	CSMG
Level 3
Level 3





Role Description 
Accountant	1		[image: I work for NSW]


Role Description System Analyst	1		[image: NSW Government]
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