
POSITION DESCRIPTION 

ICT User Support Officer 

Position title: ICT User Support Officer 

Location: Level 10, 307 Pitt Street, Sydney 

Classification: Level 3 to 5 of the Social, Community, Home Care and Disability Services 
Industry Award 2010 (the Award). 

Status: 5 days (37.5 hours) per week, permanent 

Salary: Under the Community Legal Centres Australia Enterprise Agreement, salaries 
are set at a minimum of 5% higher than the Award.  

Conditions: Community Legal Centres Australia is a flexible workplace with above-award leave 
conditions including additional days leave between Christmas and New Year. 
Superannuation is 0.5% higher than the minimum guarantee.  Take-home salary 
may be increased through salary packaging via a third party salary packaging 
provider (incurs a small annual fee). All positions have a three-month probationary 
period. 

Reports to: ICT Manager 

Nil 

About CLCs Australia 

Community Legal Centres Australia is a national peak body representing over 180 community legal centres. 
Community legal centres provide free legal and related support services to everyday people and people 
experiencing discrimination and disadvantage.   

CLCs Australia works with the community legal sector to assist people experiencing discrimination and 
disadvantage to obtain access to legal services, including by: 

- Providing sector development services to centres to support them in delivering, building and continuously
improving their services and operations,

- Publicising the work and value of centres and leading national advocacy, including in relation to funding
for the sector,

- Performing a consultation, liaison and negotiation role between centres and the Commonwealth
Government,

- Preparing law and policy reform submissions and undertaking advocacy and campaigns on protecting
human rights and striving for equitable access to justice for people experiencing discrimination and
disadvantage.

CLCs Australia's Strategic Plan 2018-2021 and values are set out on the last page of this position description. 

The CLCs Australia office comprises of a small friendly team of around fifteen people, including staff and 
volunteers. The main office is located in Sydney CBD and general office hours are Mondays to Fridays, 
9:00am–5:00pm.  

Provides direct 
supervision to:
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Description of the role/s 

CLCs Australia provides the community legal sector with a range of ICT services. Currently these include: 

• Community Legal Assistance Services System (CLASS), a national database to support the delivery
of legal services across the community sector.

• LexisNexis

• Strategic Planning Toolkit

• Website Members' Portal

CLCs Australia continues to expand the ICT services that it can offer.  The role of ICT User Support Officer role  
will provide user support and training for all new and existing services. 

The role of the ICT User Support Officers is pivotal to the successful implementation and operation these 
services and may include: 

• Develop and deliver training in face to face and online settings for individuals and groups

• Developing, maintaining and updating user documentation and training materials

• Providing Level 1 and 2 helpdesk phone, email and online support to users for all systems

• Developing communications messaging including newsletter and social media that reinforce the
training and support functions

• Analysis and resolution of system issues

• Definition and specification of new features and services

• Testing new features and services

• Data analysis and reporting

• Monitoring of hosting and security systems

Roles and responsibilities 

Stakeholder 
engagement 

• Contribute to the effective engagement of stakeholders by providing high quality
customer service to provide best possible outcomes and support system usage and
adoption

• Contribute to the development and delivery of communications messages and channels

• Collect stakeholders’ input and participation through issue resolution, delivery and testing
phases of system developments, training and support services

Helpdesk 
support 

• Provide Level 1 and 2 helpdesk support for any issues and problems with CLASS, the
CLCs Australia website and other ICT systems as required.

• Provide assistance by phone, email and/or using a ticket management system.

• Create a positive user support experience, ensuring timely resolution or escalation of
issues, communicating promptly on progress and handling users with a professional
attitude

• Monitor and manage the hosting system (currently Microsoft Azure) and escalate issues
as required
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Training and 
user 
documentation 

• Suggest and implement training improvements in response to identified needs of system 
users

• Help to develop resources including video, online and written materials for training, 
including online and face-to-face delivery

• Deliver online and face-to-face training as required

o Update training documentation and other resources as and when required.

o Development of training and support material for CLASS and other ICT 
services

• Contribute to development and regular updating of training and support material

• Identify training and support needs and suggest responses and updates to the 
development and training plans as identified

Data analysis 
and reporting 

• Provide expert assistance to centres and other stakeholders, to create, run and publish 
reports using the data within CLASS

• Provide data analysis and reporting to CLCs Australia teams for use in service planning, 
advocacy and other needs as required

Systems and 
procedures 

• Assist in the documentation, implementation and continuous improvement of policies 
and procedures, systems and processes

Other • Working in a way that is consistent with:

o CLCs Australia values

o CLCs Australia and Procedures

• Contributing content as appropriate to CLCs Australia Communications

• Undertaking other duties as directed by the ICT Manager and CEO as required

Skills and experience 

Education • Qualifications in a relevant field such as communications, information technology or law, or 
progress in achieving such qualifications OR applicable professional experience.

Essential 
experience 

• Strong written and verbal communication skills

• Demonstrated experience in confidently engaging and communicating with a range of 
stakeholders as part of the development and delivery of training and/or client support
services, both face-to-face and online 

• Demonstrated experience in assisting with management of the impact of technological 
change on user groups

• Experience in working with legal services, community services or government

• High level of computer literacy in Microsoft Office – Word and Excel, and online applications

• Demonstrated commitment to high professional ethical standards and a diverse workplace

Other • Previous experience or interest in working in the not-for-profit sector
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• Experience working within the information technology sector, e.g. development or user 
support roles

• Experience working with Microsoft Azure

• Experience with Application Programming Interfaces (APIs)

• Experience with user experience design

• Experience of website development specifically in Drupal 8

• Open-minded – able to work respectfully with people from a range of other cultures, 
languages, abilities, genders, sexuality, religious beliefs, and life experiences.

• Commitment to working cooperatively and respectfully with Aboriginal and Torres Strait 
Islander peoples and organisations

Personal 
attributes 

• Commitment to social justice and CLCs Australia purpose and values

• Excellent interpersonal skills

• Committed to solving problems and being creative

• Comfortable and competent with online tools

• Ability to effectively and sensitively communicate and engage with clients with varying 
levels of computer and technical understanding and skills

• Strong work ethic, accountable for outcomes

• Client focused and committed to delivering quality client service

• Focused on results, able to manage priorities in a fast-paced environment

• Strong organisational, analytical and problem-solving skills

Special 
requirements 

• Ability to travel within Australia when required

• Drivers licence is desirable

• Ability to work outside standard office hours if required (compensated by flexitime and 
time-off-in lieu),

• Willingness to undertake cultural awareness training and a Working with Children Check.



Ensuring a thriving community legal sector
We are a strong 

voice to,
 and for,

 the community 
legal sector

We increase 
the resources 

available to the 
community legal 

sector

We strengthen 
our communities 

through 
enhanced 

collaboration

We facilitate 
the provision 

of high-quality 
community legal 

services

Our Values
Member Focus 

Leadership

Fairness

Collaboration

Quality

Strategic Plan 2018-2021

Community Legal Centres Australia is 
the national peak body for the community 
legal sector.

The community legal sector is made up 
of approximately 180 community-based 
legal services that take client-centred 
and systemic approaches to legal service 
delivery.

Community legal centres provide essential 
legal and related services and are a vital part 
of ensuring everyday people in Australia can 
access the legal help they need.

CLCs Australia’s role is to ensure the 
community legal sector continues to thrive 
and is able to meet the needs of communities 
around Australia.

We assist and enhance the capacity of our members and individual community legal 
centres, and support their independence and autonomy. 

We work with our members to lead a strong, independent and innovative community 
legal sector.

We believe in equity, social justice and human rights and work towards alleviating 
systemic disadvantage.

We strive to develop and support high standards and quality in our own work and across 
the sector.

We build quality relationships to leverage combined resources, expertise and knowledge 
for the benefit of the organisations and communities that we collectively serve.

Website: clcs.org.au Email: info@clcs.org.au Phone: +61 2 9264 9595 Address: PO Box A2245 Sydney South NSW 1235 

About Us

We enhance strategic 
and collaborative 
partnerships with 
stakeholders external 
to the community legal 
sector

We collect and 
communicate compelling 
data to ensure a strong 
understanding of the 
importance and impact of 
community legal services

We share employment 
policies and practices 
designed to nurture the 
wellbeing and personal 
growth of staff, including 
our own

We enhance coordination 
and collaboration within 
the community legal 
sector

We provide a robust 
National Accreditation 
Scheme to ensure 
continuous quality 
improvement

We lead and support 
national advocacy that 
facilitates access to 
justice and the protection 
of human rights for all 
people in Australia

We adapt the range of 
services we provide to 
support the changing 
needs of the community 
legal sector

We are guided by and 
support the perspectives 
of Aboriginal and Torres 
Strait Islander people, 
communities and 
organisations

We provide a framework 
for the community 
legal sector to provide 
greater and improved 
services that best 
meet the needs of their 
communities

We advance a shared 
vision for the community 
legal sector

We advance the financial 
sustainability of the 
community legal sector
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