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JOB DESCRIPTION FORM
Client Liaison Officer (CC020010)
Level 4
Scientific Services Division (SSD)
REPORTING RELATIONSHIPS
	Responsible to:
	Director, Scientific Services Division 

	This position:
	Client Liaison Officer

	Direct reports:
	Nil


ABOUT CHEMCENTRE
ChemCentre provides high quality, independent chemical information, applied research, expert advice, emergency incident support, and complex analytical services to government agencies, industry and research groups, based on core skills in chemistry which are recognised at national and international levels.
To achieve our Vision of being Western Australia’s leading provider of specialised chemical and forensic science services, we are committed to providing a workplace culture driven and shaped by our Values.  Our staff are expected to demonstrate a commitment to our Values of:
	TECHNICAL EXCELLENCE
	We advocate for technical excellence and use excellent science to inform and improve everything we do.

	INNOVATION
	[bookmark: _Hlk198644091]Through method development, and targeted, collaborative research and development we continually seek to improve our science.

	INTEGRITY
	We strive to operate ethically, sustainably, safely and with integrity in all we undertake.

	RESPECT
	We respect our clients, our staff and the responsibilities we are charged with.


We have adopted the Building Leadership Impact initiative which provides a comprehensive and integrated approach for positive leadership change across the public sector. Leadership Expectations provides a common understanding of the expected behaviours and associated mindsets in different leadership contexts to support the professional development and growth of our staff.  The leadership context of this position is Personal Leadership.
ABOUT THIS POSITION

Under the direction of Director SSD and Managers, the Client Liaison Officer (CLO) is responsible for leading responsive and positive client engagement including responding to queries, requests for quotes and tenders.  The CLO build on existing opportunities and develops new relationships with clients with the aim of building business opportunities for ChemCentre.  Drawing on their knowledge of laboratory operations and working with Team Leaders, the role promotes ChemCentre as the laboratory of choice for routine and non-routine fee-for-service chemical analyses. 

The position also provides planning and coordination of marketing, communication, and customer service strategies to support improved business outcomes for SSD.
KEY RESPONSIBILITIES
CLIENT LIAISON ADMINISTRATION
Develops, implements and maintains SSD systems to ensure that initial internal and external customer contacts are responded to in a professional, timely and knowledgeable manner and to grow our corporate brand with relevant stakeholders.
Provides a first point of contact for responses to requests for quotes, tenders and non-routine analytical testing as requested by clients via direct or indirect contact and proactively follows up on these requests to determine opportunities to improve ChemCentre’s service offering. 
Assists with pricing strategies, service bundling and proposal development for complex or high‑value work.
Assists in the formulation, development, co-ordination and implementation of marketing strategies to retain clients and maintain and increase market share. 
Consistently builds and sustains relationships with SSD’s key external commercial clients to promote and maximise knowledge of ChemCentre capabilities.  
Monitors client satisfaction, reviews and utilises quote data to assist in identifying client trends, customer needs, new business opportunities, areas for improvement and opportunities to grow SSDs commercial revenue and reports these to SSD Managers and/or the Director. Where appropriate request feedback for unsuccessful quotes and tenders.
Tracks and reports on business development opportunities and outcomes to inform decision‑making in collaboration with Managers, Team Leaders and senior scientists.
Co-ordinates to resolve complex client issues or escalations in a professional, commercially focused manner.
LABORATORY
Maintains a high level of knowledge of SSDs analytical capabilities through regular laboratory interactions, training and study of related literature.
Identifies opportunities for improvement and works to improve the efficiency of the client engagement and sample submission process.
Collaborates with the Laboratory Administrators to ensure continuity of service provision and client liaison during periods of leave, peak demand or absence. 
CORPORATE
Adheres to the Public Sector Code of Ethics; ChemCentre's Values and Code of Conduct, including reporting wrongdoing; the principles and practices related to equal opportunity, diversity and inclusion; and all applicable legislation, policies and procedures.
Actively participates in the performance development program and completes all mandatory training applicable to the role.
Takes all reasonable care for the health, safety and wellbeing of yourself and others by complying and cooperating with work health and safety legislation, policies and procedures.
OTHER
Undertakes other duties as directed in accordance with strategic objectives, business plans, workload priorities, and performance management plans.


WORK-RELATED REQUIREMENTS (SELECTION CRITERIA)
Able to demonstrate the following selection criteria which are applied in the context of the key responsibilities of the position and our Values:
ESSENTIAL
1. Demonstrated knowledge of laboratory analyses and workflows within a commercial client-focused organisation including the timely coordination of responses to complex quotes and tenders
2. Demonstrated ability to proactively build and sustain effective relationships with internal and external stakeholders, with proven experience translating client requirements into commercially and technically viable outcomes.
3. Highly developed interpersonal and communication skills, including consultation and facilitation with the ability to influence outcomes.
4. Demonstrated experience in the development and implementation of marketing and communication materials in a scientific or technical services environment.
5. Well-developed digital and information management skills, including effective use of to support quoting, reporting, and client engagement. 
6. Demonstrated experience working collaboratively within and across teams and with stakeholders to solve problems for continuous improvement .
DESIRABLE
1. Experience using management systems such as Laboratory Information Management Systems, Customer Relationship Management systems.
ELIGIBILITY FOR APPOINTMENT
Appointment is subject to a satisfactory:
National Police Clearance (not less than three months old).
Fitness for work assessment via Alcohol and Drug testing.
Proof of identity, including the right to work in Australia.
OTHER SPECIAL REQUIREMENTS
· A buccal swab for the DNA elimination database may be required.
· Participation in ChemCentre’s Hepatitis Immunisation Program.
ADMINISTRATION DETAILS
	Award:
	Public Service Award 1992

	Agreement:
	Public Sector CSA Agreement 2024 (and its replacement)

	Location:
	Bentley
	Criteria Progression:
	No

	Approved by:
	Director Scientific Services Division 

	Effective Date:
	April 2026
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