ACT POSITION DESCRIPTION

Government
Directorate: Digital Canberra Position Number: P47811
Division: Planning Design and Digital Classification: ASO5

Location: Hybrid working arrangements (220
Business Unit: ACT Digital London Circuit Canberra City, Winyu House
Gungahlin and work from home)

Position Title: System and Customer Support

Last Revi : July 202
Officer ast Reviewed: July 2026

Position Requirements:

Note: The successful applicant must be an Australian citizen and possess or acquire and
maintain an Australian Government Security Vetting Agency (AGSVA) security clearance at the
Baseline level as an eligibility qualification. If AGSVA screening is not successful, your
employment will not commence or, if already commenced, your employment will be
reassessed.

The Australian Capital Territory Public Service (ACTPS) is a values-based organisation where all
employees are expected to embody the prescribed core values of respect, integrity, collaboration
and innovation, as well demonstrate the related signature behaviours.

DIRECTORATE OVERVIEW

Digital Canberra leads the ACT Government’s technology, digital, data, and cyber security services.
We strive to improve the lives of Canberrans through delivering and supporting digital government
services that are easy to access, save time, and are safe to use. We achieve this while also looking
to the future — making technology investment decisions that will transform Canberra into a
genuinely connected city.

Digital Canberra leads the implementation of the ACT Digital Strategy and ACT Digital Health
Strategy, manages ICT infrastructure for our hospitals, schools, and public service, and represents
the ACT at national digital, data, and cyber security forums.

Digital Canberra has a diverse workforce across many functions and sites. We have an inclusive
culture and we ensure our people are respected, valued, and involved.

DIVISION OVERVIEW

Planning, Design and Digital Group plays an important strategic role in realising the ACT
Government’s vision to transform Canberra into a genuinely connected city.


https://www.cmtedd.act.gov.au/employment-framework/workplace-behaviours/values-and-signature-behaviour
https://www.act.gov.au/open/act-digital-strategy
https://www.act.gov.au/open/digital-health-strategy
https://www.act.gov.au/open/digital-health-strategy

The group manages the Government’s technology investment framework and pipeline, undertakes
research and analysis to develop digital policy, provides business analysis and ICT architecture and
design services for key Government ICT initiatives. As part of this work, the group is responsible
for planning and delivering major ACT Government ICT programs and ensuring good project
governance through an Enterprise Portfolio Management Office (EPMO) as well as driving the
digital transformation of ACT services by implementing digital identity solutions that empower our
community to access services online, anytime.

BUSINESS UNIT OVERVIEW

ACT Digital

The ACT Digital Program aims to simplify and enhance digital service delivery for the citizens and
businesses of Canberra and the greater ACT region, reducing the need for physical visits and
complex website navigation. The program supports various transformation projects across the
government, addressing people, process and technology aspects of change.

The ACT government is driving a progressive agenda to firmly place Canberra as an even more
attractive city to live, work, study, do business and invest in. Central to this ambition is for
Canberra to be the city that gives you back time, where interactions with government are quick,
seamless and secure for all citizens and businesses. This means services that are easy and safe for
the citizen, truly digital — simply accessible anywhere, anytime, any device — and which leave no-
one behind.

We have a whole-of-government remit, supporting the successful implementation of a suite of
transformation projects across ACT government which traverse people, process and technology
change.

As part of our remit, we:

e Support the whole of government digital services platform and ACT Digital Account,
including citizen identity verification capability.

e Develop and support Government Critical Applications including the ACT Transport
Licencing and Registration system (rego.act)

e Deliver ACT Government services through a contemporary, seamless digital experience.

e Partner with our Directorate colleagues to design and transform services to meet the
needs of citizens.

e Facilitate and embed end to end design thinking where the user experience is central and;

e Provide strategic direction, policy and advice on digital identity verification, including
supporting the National Data and Digital agenda, and Driving the ACT Government’s Digital
Strategy.

POSITION OVERVIEW

The ACT Digital embraces the latest Cloud technology to deliver high quality citizen-facing digital
services. The whole of government digital services platform and ACT Digital Account uses



Salesforce Platform as a Service (PaaS), a proven model for running applications without
maintaining on-premises hardware and software infrastructure. The position works closely with a
team of System Integrators to learn and build capability in configuring and administering the ACT
Digital Account and associated services.

The position is also required to perform troubleshooting tasks and provide frontline customer
assistance to citizens, external stakeholders and directorate back-end users.

WHAT YOU WILL DO

The System and Customer Support Officer, under general direction will:

1. Manage the day-to-day general operation of the ACT Digital Account and whole of
government digital services (Salesforce) platform.

2. Provide frontline support for citizens and directorates in their use of the digital account,
digital services platform and citizen facing services, escalating complex requests as
necessary. This includes undertaking regular system health checks to ensure the citizen
experience is not compromised.

3. Assist in the management of the operational backlog, provide oversight and management
of license arrangements and utilisation, perform testing activities as required, oversee data
and records management compliance, and create reports, dashboards, analytics and
statistics for internal and external stakeholders.

4. Contribute to designing and determining system and service requirements, staff training,
communication and maintaining supporting documentation such as Standard Operating
Procedures, Business Continuity and Disaster Recovery Plans and the Crisis Management
Plan.

5. Work collaboratively and participate in action learning approaches in a continuous
improvement environment.

WHAT YOU REQUIRE

The following capabilities form the criteria that are required to perform the duties and
responsibilities of the position.

Professional / Technical Skills and Knowledge

1. Demonstrated experience developing and maintaining lines of communication to enable
effective stakeholder support and management.

2. Demonstrated experience in administering Customer Relationship Management system
and Cloud hosted service, including access management.

3. Proven experience in administration and support of digital services and outcomes, including
the ability to research and collaborate to develop creative solutions to problems.

4. A demonstrated self-starter with an aptitude for working cooperatively
and collaboratively within a strong customer-focused team environment to provide customer-
service and support to platform users.

Behavioural Capabilities

1. Proactive in taking on challenges and expanding knowledge and experience, with an ability to
quickly learn new systems, and desire to learn, grow and embrace new ways of working.



2. Demonstrated ability to self-manage within established guidelines, co-ordinate workload
priorities and deliver results.

3. Arecord of contributing to improving business outcomes through innovative approaches and
within the context of the ACTPS values and signature behaviours.

Compliance Requirements

1. Experience and/or knowledge of modern Cloud based technology platforms is highly
desirable.

2. The successful applicant must be an Australian citizen and possess or acquire and maintain an
Australian Government Security Vetting Agency (AGSVA) security clearance at the Baseline
level as an eligibility qualification. If AGSVA screening is not successful, your employment will
not commence or, if already commenced, your employment will be reassessed.



