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Job Description Form
Senior Support Officer

Position Details	
Position Number:		Generic
Classification:		Level 5
Award:			Public Service Award
Agreement:			Public Sector Agreement
Organisational Unit:	Business Services / Information Services / Technology / Business Applications / Business Applications - User Support
Location:			Perth Metropolitan Area
Classification Date:	
Effective Date:	April 2026

Reporting Relationships
This position reports to:
Principal Support Officer, 001486, Level 6

Positions under Direct Supervision:
This position has no subordinates.


About the Department
Communities provides person-centred, place-based support to the most vulnerable members of our Western Australian community. 
We work towards this goal through a range of functions and service delivery responsibilities, all of which are more impactful and effective when we work in partnership with families, communities, community sector services and Aboriginal Community Controlled Organisations (ACCOs).
At Communities, we are privileged to provide services and partner with others to keep children safe; provide vital community services, including in emergencies; address homelessness; prevent family and domestic violence; provide stewardship for the disability sector; regulate the early childhood and care sector; and manage the agenda for Women’s interests, youth, seniors and ageing, carers, and volunteering.
We are on a continuous journey to improve the way we work with our communities and partners across Western Australia. Everything we do is about creating ‘better lives together through people, place and home’ and working together to provide responsive services that build safe, inclusive and empowered communities.
We promote a diverse workforce and embrace a high standard of equal opportunity, health and safety, and ethical practice.
Join us and work in a role where you can make a real difference to the lives of children, families, individuals and communities throughout Western Australia.

Role Statement
The Senior Support Officer is responsible for providing high quality service and advice that is proactive, solution focused and responsible to customer needs through:
· providing Help Desk service for users;
· assisting in the development, operation and documentation activities required to maximise system capabilities for users;
· supporting system training to meet user requirements; and
· providing guidance and assistance to less experienced Assist Support staff.


Position Duties and Responsibilities

1.	Help Desk
1.1	Provides Help Desk service for users including the support of the integration between Objective and Assist. 
1.2	Liaises with other Departmental Help Desk services to resolve common problems. 
1.3	Identifies and investigates complex problems experienced by users and finds the most effective way to solve them. 

2.	Training
2.1	Provides one-to-one support for users experiencing difficulty using the system. 
2.2	Participates in the development of system training to meet user requirements. 
2.3	Provides application usage training to small groups of end users when required. 

3.	Systems Development
3.1	Establishes contact with key users and identifies enhancements. 
3.2	Participates in project work with key stakeholders to develop system changes which are consistent with Departmental requirements. 
3.3	Assists in verifying the accuracy of all data items, data validation and business rules. 
3.4	Identifies and documents system change requirements. 
3.5	Undertakes testing of system changes. 
3.6	Makes recommendations to resolve system difficulties. 

4.	User and Documentation
4.1	Assists in the definition and prepares documentation of functional requirements and user functions. 
4.2	Assists with the development and documentation of new procedures, forms and controls to complement the system capabilities. 
4.3	Participates in the development of user documentation. 
4.4	Analyses the impact of the system on current and changing work practices. 

5.	Other
5.1	Maintains an awareness of changes in Departmental work practices that will impact on the system. 
5.2	Represents user views on project committees. 
5.3	Undertakes out-of-hours work and regional travel as required. 



Corporate Responsibilities

1.	Exhibits accountability, professional integrity and respect consistent with Communities Values, the Code of Conduct, and the public sector Code of Ethics.
2.	Actively participates in the Communities performance development process and pursues professional development opportunities.
3	Participates in emergency or critical event response management duties as required.
4.	Undertakes other duties as required.

Work Health and Safety Responsibilities

All Employees (and Volunteers / Trainees / Contractors)
1.	Take reasonable care for your own health, safety and wellbeing at work, and that of others who may be affected by your actions or omissions; and comply and cooperate with safety and health policies, procedures and applicable legislated requirements.
Supervisors (if applicable)
2.	In addition to the Employees WHS responsibility, ensure as far as practicable, the health, safety and wellbeing of staff under your supervision through the provision of a safe workplace in accordance with health and safety legislation.


Essential Work-Related Requirements (Selection Criteria)

[bookmark: _Hlk158628241]1.	Well-developed knowledge of and experience in the use and support of client-based application systems. 
[bookmark: _Hlk158628174][bookmark: _Hlk158628343]2.	Well-developed conceptual, analytical and research skills and interpret information for the purpose of supporting and improving the quality of data in client-based application systems. 
3.	Strong written, oral, presentation and interpersonal communication skills and ability to liaise with a range of stakeholders. 
4.	Demonstrated ability to plan and coordinate activities, work without supervision and cooperatively with others, within a team environment. 
5.	Well-developed customer service, with a commitment to focusing on customer needs and the continued improvement of service delivery. 

Essential Eligibility Requirements / Special Appointment Requirements

1.	Appointment is subject to a satisfactory Criminal Record Check conducted by the Department.
2.	Appointment is subject to a satisfactory Client and Child Protection Check. 
3.	The ability to out-of-hours work and on-call duties when required. 
4.	Ability to travel to regional locations, including by light aircraft, if required. 
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