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[bookmark: Title] 
CLIENT SERVICES OFFICER                                                                    



	Cluster
	Stronger Communities 

	Department
	Department of Communities and Justice

	Division/Branch/Unit
	Legal Profession Admission Board

	Location
	Sydney

	Classification/Grade/Band
	Clerk Grade 3/4

	Role Number
	46000012

	ANZSCO Code
	531111

	PCAT Code
	1119192

	Date of Approval
	14 April 2021 
	Ref: LPAB 0017

	Agency Website
	www.dcj.nsw.gov.au


Please see job notes and/or advertisement for more information on specific role qualification requirements and relevant experience. 

Agency overview
The Department of Communities and Justice (DCJ) is the lead agency under the Stronger Communities Cluster. DCJ works to enable everyone's right to access justice and help for families through early intervention and inclusion, with benefits for the whole community. Stronger Communities is focussed on achieving safe, just, inclusive and resilient communities by providing services that are effective and responsive to community needs. 
Primary purpose of the role
[bookmark: Purpose]Co-ordinate a range of tasks relating to the administration of the Board’s Diploma in Law course and the Board’s functions in issuing compliance certificates for admission as a lawyer including:  
· advice and information to prospective/current students, applicants for admissions as lawyers, and other clients of the Board
· registration of applicants for compliance certificates and the enrolment of students
· preparation for and staging of examinations, admission and graduation ceremonies.


Key accountabilities
· [bookmark: Accountabilities]Process applications for admission as a lawyer, to register new students, and for existing students to vary their course progression and/or exam arrangements.
· Process requests from students to enrol in subjects prior to each term.
· Assist the planning and execution of examinations held twice-yearly, including the coordination of marking processes and results publication.
· Assist the planning and execution of the monthly lawyer admissions and annual student graduation ceremonies as well as the award of prizes to students after each term.
· Enter and maintain data in student records systems and or admission systems with a high level of accuracy and confidentiality.
· Respond to telephone, email and counter enquiries from students and applicants for admission with reliable and comprehensive information.
· Contribute to plans and projects to improve the design and quality of student services or admission services.
· Source and compile data and other information for Board management as required.

Key challenges
· Maintaining accurate records that can be relied on during critical Board processes such as examinations and admission.
· Balancing competing task priorities during peak workloads in the business cycle.
· Dealing with difficult queries from clients while remaining professional and resilient.
· Adapting to changes in technology and office systems.
· Understanding and applying rules, policies and guidelines to diverse circumstances.
[bookmark: Challenges]
Key relationships
	Who
	Why

	[bookmark: InternalRelationships]Internal
	

	Student Services team or
Admissions team
	Coordinate the position’s duties with team activities/goals

	All Board staff
	Share information and contribute to team activities to maximise the quality and efficiency of Board services

	[bookmark: ExternalRelationships]External
	

	Staff of the Supreme Court
	Concerning the admission process for lawyers

	Staff of the Law Extension Committee
	Concerning the enrolment process and other student related issues

	Students
	Assist with issues relating to enrolments, progression in the course, examinations and student services issues in general. 

	Applicants
	Assist with issues relating to the admission of lawyers







Role dimensions
Decision making
The Client Services Officer works to a strict timetable of events and is often expected to plan and manage their own allocated tasks.
The role is central to ensuring that student administration and admission procedures comply with legislation such as the NSW Admission Board Rules 2015 and relevant Board policies.
The role assesses and decides on the appropriate action to take in dealing with a variety of applications and enquiries from students.

Reporting line
This role reports to either the Manager Student Services or the Manager Admissions Services.
Direct reports
Nil
Budget/Expenditure
Nil

Key knowledge and experience
Knowledge of or ability to rapidly acquire knowledge of relevant legislation, rules and regulations.

Essential requirements
[bookmark: EssentialReqs]Appointments are subject to reference checks. Some roles may also require the following checks/ clearances:
· National Criminal History Record Check in accordance with the Disability Inclusion Act 2014
· 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

	[image: Personal Attributes logo]
	Display Resilience and Courage
Be open and honest, prepared to express your views, and willing to accept and commit to change
	· Be flexible and adaptable and respond quickly when situations change
· Offer own opinion and raise challenging issues
· Listen when ideas are challenged and respond appropriately
· Work  through challenges
· Remain calm and focused in challenging situations
	Intermediate

	[image: Relationships logo ]
	Communicate Effectively
Communicate clearly, actively listen to others, and respond with understanding and respect
	· Focus on key points and speak in plain English
· Clearly explain and present ideas and arguments
· Listen to others to gain an understanding and ask appropriate, respectful questions
· Promote the use of inclusive language and assist others to adjust where necessary
· Monitor own and others’ non-verbal cues and adapt where necessary
· Write and prepare material that is well structured and easy to follow
· Communicate routine technical information clearly
	Intermediate

	[image: Results logo]
	Think and Solve Problems
Think, analyse and consider the broader context to develop practical solutions
	· Identify the facts and type of data needed to understand  a  problem or explore an opportunity
· Research and analyse information to make recommendations based on relevant evidence
· Identify issues that may hinder the completion of tasks and find appropriate solutions
· Be willing to seek input from others and share own ideas to achieve best outcomes
· Generate ideas and identify ways to improve systems and processes to meet user needs
	Intermediate

	[image: Business Enablers logo]
	Project Management
Understand and apply effective planning, coordination and control methods
	· Perform basic  research  and analysis to inform and support the achievement of project deliverables
· Contribute to developing project documentation and resource estimates
· Contribute to reviews of progress, outcomes and future improvements
· Identify and escalate possible variances from project plans
	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 is not relevant for recruitment purposes however may be relevant for future career development.
	COMPLEMENTARY CAPABILITIES

	Capability Group/Sets
	Capability Name
	Description
	Level 

	[image: Personal Attributes logo]
	
	
	

	
	Act with Integrity
	Be ethical and professional, and uphold and promote the public sector values
	Foundational
	
	Manage Self
	Show drive and motivation, an ability to self-reflect and a commitment to learning
	Foundational
	
	Value Diversity and Inclusion
	Demonstrate inclusive behaviour and show respect for diverse backgrounds, experiences and perspectives
	Foundational
	[image: Relationships logo ]
	
	
	

	
	Commit to Customer Service
	Provide customer-focused services in line with public sector and organisational objectives
	Foundational
	
	Work Collaboratively
	Collaborate with others and value their contribution
	Foundational
	
	Influence and Negotiate
	Gain consensus and commitment from others, and resolve issues and conflicts
	Foundational
	[image: Results logo]
	
	
	

	
	Deliver Results
	Achieve results through the efficient use of resources and a commitment to quality outcomes
	Intermediate
	
	Plan and Prioritise
	Plan to achieve priority outcomes and respond flexibly to changing circumstances
	Foundational
	
	Demonstrate Accountability
	Be proactive and responsible for own actions, and adhere to legislation, policy and guidelines
	Foundational
	[image: Business Enablers logo]
	
	
	

	
	Finance
	Understand and apply financial processes to achieve value for money and minimise financial risk
	Foundational
	
	Technology
	Understand and use available technologies to maximise efficiencies and effectiveness
	Foundational
	
	Procurement and Contract Management
	Understand and apply procurement processes to ensure effective purchasing and contract performance
	Foundational


		1
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