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Agency overview 

At Transport, we’re passionate about making NSW a better place to live, work and visit. Our vision is to give 
everyone the freedom to choose how and when they get around, no matter where they live. Right now, we’re 
delivering a $57.5bn program – the largest Australia has ever seen – to keep people and goods moving, connect 
communities and shape the future of our cities, centres and regions. At Transport, we’re also committed to 
creating a diverse, inclusive and flexible workforce, which reflects the community and the customers we serve.  

Our organisation – Transport for NSW – is comprised of numerous integrated divisions that focus on achieving 
community outcomes for the greater good and on putting our customers at the centre and our people at the heart 
of everything we do.  

Primary purpose of the role 

The role is responsible for driving continuous systems and service improvement across the branch, providing 
expert advice and managing the delivery of systems analysis,   process improvements, service transition, 
knowledge management, and high-quality analytics and reporting. Furthermore, the role contributes to end-to-
end process improvements (tier 0 to tier 3) in partnership with Workplaces and TSS Service Centre, as well as 
breakthrough improvements in the workplace experience and operational efficiency within AWS. 

Key accountabilities 
• Provide leadership for the development, management and implementation of fit-for-purpose facilities 

information systems, standards and processes which reflect business requirements, and effectively 
harness technology. 

• Lead the engagement with Group IT and third-party providers to deliver systems improvements to 
achieve better integration of data, improved system functionality and enhanced reporting capability. 
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• Lead the delivery of projects and improvements in facilities information systems and associated 
processes, to continually improve the efficiency, integrity and robustness of applications and data, and 
to meet the needs of cluster-wide management of facilities. 

• Lead the design and implementation of service improvement projects and initiatives, the introduction of 
new services, including self-service options for customers, and the implementation of effective knowledge 
management processes and content.  

• Ensure the formulation of an appropriate and effective business and communications strategy for 
services across AWS. Ensure that effective communication channels are established and maintained to 
enable client and customer expectations to be managed effectively. Work closely with TSS Business 
Operations to shape the development of technology platforms such as telephony systems, Customer 
Relationship Management software, intranet technology and knowledge management systems. 

• Manage the process of services transitioning into tier 0 and tier 1, as well as the decommissioning of 
services as required, contributing to the development and achievement of performance targets and 
maintain end to end visibility of Shared Services' service catalogue and service lifecycle. 

• Partner with Workplaces to drive end-to-end process improvements and how to achieve improved 
customer and business outcomes across AWS. 

• Manage the provision of accurate and timely information and reports on facilities management service 
delivery and customer experience trends to assist with service planning and management across AWS.  

• Model collegiate and collaborative behaviours to achieve the greater good for the community, celebrate 
a diverse workforce, create an environment where people can create and thrive, or support people’s 
wellbeing.  

Key challenges 

• Ensuring in-house and third-party facilities management systems and data meet cluster-wide 
requirements for decision making and day to day management of facilities and related services.  

• Driving robotic and system automation to embed standardised, consistent, customer-centric processes 
across AWS to have a measurable impact on operational efficiency. 

• Championing a culture of continuous improvement across TSS Service Centre, engaging team leaders 
and front-line staff in identifying and driving service improvement opportunities. 

Key relationships 

Who        Why 

Internal  

Director AWS • Work collaboratively to provide advice, contribute to decision making 
and ensure alignment with broader strategies and corporate plans 

Direct reports • Lead, inspire and motivate team,  
• Provide direction and manage performance across Service 

Improvement. 
• Monitor and coordinate workload and competing priorities 

TSS AWS management team • Provide expert advice on knowledge management and service 
improvement to inform decisions taken by the team. 

• Collaboratively execute Service Centre plans and drive optimal 
outcomes for customers and clients of the service. 



Role Description  Senior Manager Service Improvement 3 
 

 

Who        Why 

Workplaces, Service Commerciality and 
Insights and TSS Business Operations 

• Collaboratively identify service improvement opportunities across 
systems, processes and knowledge management and design 
initiatives/ projects to address these. 

• Analyse customer experience insights to drive innovation and service 
optimisation. 

External  

Government Stakeholders, Private 
Operators and Customers 

• Identify opportunities to improve services to customers across 
rebates, cashback and other government initiatives. 

 

Role dimensions 
Decision making 
The role operates with significant autonomy in leading the delivery of projects and improvements across facilities 
information systems and the design and implementation of service improvement projects and initiatives, to 
ensure in-house and third-party facilities management systems and data meet cluster-wide requirements. 

The role manages relationships with Group IT and third-party providers working closely with TSS Business 
Operations to shape the development of technology platforms such as telephony systems, Customer 
Relationship Management software, intranet technology and knowledge management systems to ensure 
improved customer and business outcomes across AWS. 

The role is fully accountable for the quality and integrity of advice provided. 

Reporting line 
The role accounts and reports the relevant reporting line manager. 

Direct reports 
The role will have a variable number of direct and indirect reports depending on business/ project requirements. 

Budget/Expenditure 
As per the approved TfNSW Financial Delegations  

Key knowledge and experience 

• Demonstrated track record in delivering large-scale service improvement projects and initiatives, 
including the automation of services and the development of a robust knowledge base. 

• Demonstrated ability to build trust, influence and communicate effectively at both a strategic and 
operational level, apply a commercial and customer mindset, and creatively problem-solving. 

Essential requirements 

• Tertiary qualifications in a relevant discipline, or demonstrated equivalent knowledge and/or experience. 

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 

https://www.psc.nsw.gov.au/workforce-management/capability-framework/the-capability-framework
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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  

 

Display Resilience and 
Courage 
Be open and honest, prepared 
to express your views, and 
willing to accept and commit to 
change 

• Remain composed and calm and act 
constructively in highly pressured and 
unpredictable environments 

• Give frank, honest advice in response to strong 
contrary views 

• Accept criticism of own ideas and respond in a 
thoughtful and considered way 

• Welcome new challenges and persist in raising 
and working through novel and difficult issues 

• Develop effective strategies and show 
decisiveness in dealing with emotionally charged 
situations and difficult or controversial issues 

Advanced 

 

Commit to Customer Service 
Provide customer-focused 
services in line with public sector 
and organisational objectives 

• Promote a customer-focused culture in the 
organisation and consider new ways of working 
to improve customer experience 

• Ensure systems are in place to capture customer 
service insights to improve services 

• Initiate and develop partnerships with customers 
to define and evaluate service performance 
outcomes 

• Promote and manage alliances within the 
organisation and across the public, private and 
community sectors 

• Liaise with senior stakeholders on key issues 
and provide expert and influential advice 

• Identify and incorporate the interests and needs 
of customers in business process design and 
encourage new ideas and innovative approaches 

• Ensure that the organisation’s systems, 
processes, policies and programs respond to 
customer needs 

Advanced 

Work Collaboratively  Advanced 



Role Description  Senior Manager Service Improvement 5 
 

 

Collaborate with others and 
value their contribution 

• Recognise outcomes achieved through effective 
collaboration between teams 

• Build cooperation and overcome barriers to 
information sharing, communication and 
collaboration across the organisation and across 
government 

• Facilitate opportunities to engage and 
collaborate with stakeholders to develop joint 
solutions 

• Network extensively across government and 
organisations to increase collaboration 

• Encourage others to use appropriate 
collaboration approaches and tools, including 
digital technologies 

 

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

• Undertake objective, critical analysis to draw 
accurate conclusions that recognise and manage 
contextual issues 

• Work through issues, weigh up alternatives and 
identify the most effective solutions in 
collaboration with others 

• Take account of the wider business context 
when considering options to resolve issues 

• Explore a range of possibilities and creative 
alternatives to contribute to system, process and 
business improvements 

• Implement systems and processes that are 
underpinned by high-quality research and 
analysis 

• Look for opportunities to design innovative 
solutions to meet user needs and service 
demands 

• Evaluate the performance and effectiveness of 
services, policies and programs against clear 
criteria 

Advanced 

 

Technology 
Understand and use available 
technologies to maximise 
efficiencies and effectiveness 

• Champion the use of innovative technologies in 
the workplace 

• Actively manage risk to ensure compliance with 
cyber security and acceptable use of technology 
policies 

• Keep up to date with emerging technologies and 
technology trends to understand how their 
application can support business outcomes 

• Seek advice from appropriate subject-matter 
experts on using technologies to achieve 
business strategies and outcomes 

• Actively manage risk of breaches to appropriate 
records, information and knowledge 
management systems, protocols and policies 

Advanced 

Project Management  Adept 
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Understand and apply effective 
planning, coordination and 
control methods 

• Understand all components of the project 
management process, including the need to 
consider change management to realise 
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 stakeholders to inform the 
project strategy 

• Communicate the project’s objectives and its 
expected benefits 

• Monitor the completion of project milestones 
against goals and take necessary action 

• Evaluate progress and identify improvements to 
inform future projects 

 

Inspire Direction and Purpose 
Communicate goals, priorities 
and vision, and recognise 
achievements 

• Promote a sense of purpose and enable others 
to understand the links between government 
policy, organisational goals and public value 

• Build a shared sense of direction, clarify priorities 
and goals, and inspire others to achieve these 

• Work with others to translate strategic direction 
into operational goals and build a shared 
understanding of the link between these and 
core business outcomes 

• Create opportunities for recognising and 
celebrating high performance at the individual 
and team level 

• Instil confidence, and cultivate an attitude of 
openness and curiosity in tackling future 
challenges 

Advanced 

Optimise Business Outcomes 
Manage people and resources 
effectively to achieve public 
value 

 
• Initiate and develop longer-term goals and plans 

to guide the work of the team in line with 
organisational objectives 

• Allocate resources to ensure the achievement of 
business outcomes and contribute to wider 
workforce planning 

• When planning resources, implement processes 
that encourage the attraction and retention of 
people of diverse cultures, backgrounds and 
experiences 

• Ensure that team members base their decisions 
on a sound understanding of business and risk 
management principles, applied in a public 
sector context 

Adept 
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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. 
 

 

• Monitor performance against standards and take 
timely corrective actions 

• Keep others informed about progress and 
performance outcomes 

COMPLEMENTARY CAPABILITIES 

Capability 
group/sets 

Capability name  Description Level  

 

Act with Integrity Be ethical and professional, and uphold and promote 
the public sector values 

Adept 

Manage Self Show drive and motivation, an ability to self-reflect 
and a commitment to learning 

Adept 

Value Diversity and Inclusion Demonstrate inclusive behaviour and show respect 
for diverse backgrounds, experiences and 
perspectives 

Adept 

 

Communicate Effectively Communicate clearly, actively listen to others, and 
respond with understanding and respect 

Advanced 

Influence and Negotiate Gain consensus and commitment from others, and 
resolve issues and conflicts 

Adept 

 

Deliver Results Achieve results through the efficient use of resources 
and a commitment to quality outcomes 

Adept 

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

Adept 

Demonstrate Accountability Be proactive and responsible for own actions, and 
adhere to legislation, policy and guidelines 

Adept 

 

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

Adept 

Procurement and Contract 
Management 

Understand and apply procurement processes to 
ensure effective purchasing and contract 
performance 

Adept 

 

Manage and Develop People Engage and motivate staff, and develop capability 
and potential in others 

Adept 

Manage Reform and Change Support, promote and champion change, and assist 
others to engage with change 

Adept 
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