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	Classification
	APS5

	Position Title
	System Support Analyst

	Group
	Enterprise Governance and Corporate Operations Group

	Section
	Business Systems

	Reporting Manager 
	Business Systems Service Desk Manager

	Location
	All Locations

	Status 
	Full-Time, Ongoing/Non-ongoing



The Aged Care Quality and Safety Commission (the Commission) was formed on 1 January 2019. The role of the Commission is to protect and enhance the safety, health, wellbeing and quality of life of people receiving aged care.
The Commission is the national end-to-end regulator of aged care services and the primary point of contact for consumers and providers in relation to quality and safety. Our vision is to support a world-class aged care system driven by empowered consumers who enjoy the best possible quality of life.
We aim to build confidence and trust in aged care, empower consumers, promote best practice service provision, promote quality standards and hold providers to account for their performance against the expected standards of care. We seek to promote an aged care system that develops safer systems of care, inculcates a culture of safety and quality, and learns from mistakes, while providing the oversight that can assure the community that aged care services are operating as they should, including working on continuous improvement.

[bookmark: _Hlk118104342]Purpose of position:	
The Business Systems Service Desk provides technical support and assistance to customers who have questions about or encounter issues with business systems that are used in day-to-day operations. We respond to requests for support, troubleshoot complex application issues and provide guidance on how to use various business systems more effectively. We also play a role in improving system functionality through the co-ordination of system enhancement requests and associated testing activities.



[bookmark: _Hlk118104389]Key Accountabilities 
· Provide Level 2 application support including the identification and effective management of incidents and requests, managing escalations, and contributing to testing and reporting activities
· Co-ordinate and manage application defects and requests for system enhancements
· Build and maintain stakeholder relationships including those with technical teams, super users, vendors, and internal and external partners
· Support continuous improvement by identifying and analysing improvement opportunities including the development of a range of educational and reference materials to improve team efficiency and increase end-user knowledge

Key Capabilities 
· Demonstrated ability and experience in providing technical support to large-scale applications using effective troubleshooting and problem-solving techniques
· Positively contribute to the team’s service delivery by proactively managing workloads, using experience, sound judgement and initiative when prioritising work
· Ability to clearly communicate with a range of stakeholders across various channels including instant messaging, meetings, and forums
· Ability to quickly gain familiarity with business system applications, and when required, act as a technical representative for new and emerging applications
· Regularly create, develop and review application support documentation and educational resources including Standard Operating Procedures, knowledge articles and SharePoint site content
· Involvement in application testing activities as required
· Contribute to a positive, supportive, and collaborative team culture

Desired Requirements:
· Experience or awareness of software development lifecycle
· Experience managing defects and enhancements
· Understanding of the ITIL Service Management framework

Key Relationships:
This position will be required to work with peers and managers across a range of Commission business groups, and external partners including the Department of Health and Aged Care and vendors.

ILS Capabilities:	The APS ILS Framework applies to this position (refer to APS5 Capability Summary link). 
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