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Support Officer Contact Centre
 
Client Service Support
Our purpose
We help New Zealanders to be safe, strong, and independent.
Manaaki tangata, Manaaki whānau
Our values
Manaaki: We care about the wellbeing of people
Whānau: We are inclusive and build belonging
Mahi tahi: We work together, making a difference for communities
Tika me te pono: We do the right thing, with integrity
Our commitment to Māori
As a Te Tiriti o Waitangi partner we are committed to supporting and enabling Māori, whānau, hapū, Iwi and communities to realise their own potential and aspirations.
He whakataukī*
Unuhia te rito o te harakeke
Kei hea te kōmako e kō?
Whakatairangitia, rere ki uta, rere ki tai;
Ui mai ki ahau,
He aha te mea nui o te ao?
Māku e kī atu,
He tangata, he tangata, he tangata*
If you remove the central shoot of the flaxbush
Where will the bellbird find rest?
Will it fly inland, fly out to sea, or fly aimlessly;
If you were to ask me,
What is the most important thing in the world?
I will tell you,
It is people, it is people, it is people

* We would like to acknowledge Te Rūnanga Nui o Te Aupōuri Trust for their permission to use this whakataukī 
Position Detail
Overview of position
The role of the Support Officer is to deliver high quality administrative support to Contact Centre Services Management and staff.
The Support Officer will also work as part of an effective team and support the Manager Contact Centre Services and Service Managers Contact Centre Services to ensure the Contact Centre achieves its targets.
Location
Auckland, Hamilton, Wellington, Christchurch
Reports to
Manager Contact Centre Services
Responsibilities
Mail Administration 
Collects and distributes incoming mail 
Collects, checks accuracy of, attaches relevant documents and despatches outgoing mail within agreed time frames 
Acts as expert in letter content and layout and assists CSR accuracy in this area
General Administration
Provides administrative support to Contact Centre Services management and staff 
Co-ordinates some travel and events • Contributes ideas for and assists in developing and implementing improved administrative systems and procedures 
Administers an effective file storage and retrieval system 
Ensures that site equipment and consumable supplies are maintained 
Ensures Contact Centre Services premises are operational and maintained as required 
Takes minutes of internal and external meetings in absence of EA 
Prepares some correspondence as requested by Contact Centre Services Management 
Photocopying, collating and distributing documents as required 
Maintain confidentiality of documentation and information as required and as appropriate 
Maintains register of numbered forms 
Provides reception service for the Contact Centre (where required) 
Prepares requisitions for ordering stationery, applications and brochures for Contact Centre 
Takes delivery of and checks inwards goods 
ISO (where required) 
TICKIT (where required)
Finance
Administers, monitors, and processes accounts for the Contact Centre 
Monitors requisitions against orders and goods /services received
Relationship Management
Identifies, establishes and maintains relevant relationships with internal and external key personnel and contacts: 
• Contact Centre Services Management and staff 
• Suppliers/contractors 
• Building landlords as required 
• NAC/Property 
• NCPU as required 
• Payroll 
• Other Support Officers across the Ministry 
• National Office (where relevant)
Team Contribution
Contributes to Contact Centre Services planning, goal setting and achievement 
Provides support/relief/training to the Contact Centre as required
Human Resources
 (as required)
Ensure that staff attendance (absences/overtime) is accurately recorded and entered into MYHR as required 
Contributes to Organisational Health and Safety management in the Contact Centre 
Prepares Human Resources forms for sign off by the Managers as required 
Provides statistical information to Contact Centre Services Managers and responds to staff enquiries e.g. Absences and leave balances 
Ensures that personnel files are established to Ministry standards 
Co-ordinates Contact Centre recruitment processes such as advertising and correspondence 
Prepares appointment documentation e.g. Letter of offer and EEO report

Embedding Te ao Māori 
Embedding Te ao Māori (Te Reo Māori, Tikanga, Kawa, Te Tiriti o Waitangi) into the way we do things at MSD. 
Building more experience, knowledge, skills, and capabilities to confidently engage with whānau, hapū and iwi.
Health, safety, and security
· Understand and implement your Health, Safety and Security (HSS) accountabilities as outlined in the HSS Accountability Framework.
· Ensure you understand, follow, and implement all Health, Safety and Security and wellbeing policies and procedures.
Emergency management and business continuity
· Remain familiar with the relevant provisions of the Emergency Management and Business Continuity Plans that impact your business group/team.
· Participate in periodic training, reviews and tests of the established Business Continuity Plans and operating procedures.

Know-how
· High level of technical and professional skills/knowledge in job-related areas.
· Excellent working knowledge of Microsoft Office products and typing/data entry skills. 
· A high level of communication skills.
· Knowledge of products and services.


Attributes
· Attention to detail 
· Strong client focus 
· High work standards 
· Ability to work as part of a team 
· Strong communication skills 
· Ability to identify and solve problems 
· Ability to use initiative
Delegations 

Direct reports - No

Security clearance - No

Children’s worker - No

Travel – Limited adhoc travel may be required

HR Delegation Level - No

Financial Delegation level - No
Working in public service
In the public service we work collectively to make a meaningful difference for New Zealanders now and in the future. We have an important role in supporting the Crown in its relationships with Māori under the Treaty of Waitangi.  We support democratic government. We are unified by a spirit of service to our communities and guided by the core principles and values of the public service in our work potential and aspirations.
Ka mahitahi mātou o te ratonga tūmatanui kia hei painga mō ngā tāngata o Aotearoa i āianei, ā, hei ngā rā ki tua hoki. He kawenga tino whaitake tā mātou hei tautoko i te Karauna i runga i āna hononga ki a ngāi Māori i raro i te Tiriti o Waitangi. Ka tautoko mātou i te kāwanatanga manapori. Ka whakakotahingia mātou e te wairua whakarato ki ō mātou hapori, ā, e arahina ana mātou e ngā mātāpono me ngā tikanga matua o te ratonga tūmatanui i roto i ā mātou mahi. 
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