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Operations Manager 

Description 
The Operations Manager leads the end-to-end delivery of application and technology services within 
Information Services, across Infrastructure, Data, Applications and Service Desk functions, encompassing 
both business as usual operations and digital project delivery aligned to the DWER Digital Strategy. 

The role leads and manages multiple specialised IT teams and is accountable for operational performance, 
service reliability, security, and continuous improvement across all ICT services.  

The Operations Manager sets strategic direction for digital services, aligning business‑as‑usual operations 
and project delivery to business outcomes, while overseeing vendor and partner arrangements to balance 
cost, risk and service quality and enable future capability. 

The role also drives the modernisation of platforms and services, including the transition from legacy 
systems to more sustainable, contemporary solutions, and ensures effective integration of 
business‑as‑usual operations and digital initiatives to deliver consistent, reliable and evolving services.   

Responsibilities 
In context of above description, the role: 
Technology Service Management (ITMG)   

• Manages and allocates resources for budgeting, estimating, planning, developing and delivering a 
portfolio of technology services and systems. 

• Engages and influences stakeholders to ensure services are developed and managed to meet agreed 
service levels, security requirements and quality standards. 

• Plans and implements processes, procedures, tools and practices for monitoring and managing the 
performance of technology services.  

• Aligns the contribution of specified systems and services with organisational and financial goals. 
Recommends sourcing options, ensuring optimal service delivery. 

Incident Management (USUP)   

• Responsible for the operation of the incident management process. 
• Manages incident communications, ensuring all parties are aware of incidents and their roles  
• Leads the review of major incidents and informs service owners of outcomes. 
• Ensures incident resolution within service targets. Analyses metrics and reports on the performance 

of the incident management process. 

Position Number: 100602 Portfolio: Strategy and Performance 

Classification: Level 8 Reports to: Director Information and Digital 
Services, Level 9 

Location:  Joondalup Direct Reports: 5 
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• Develops, maintains and tests incident management policy and procedures. Ensures compliance 
with regulatory requirements. 

Delivery Management (DEGM)   

• Defines and oversees the delivery strategy for multiple products or services. 

• Ensures effective allocation of resources and budget. 

• Monitors and reports on performance of product and service delivery, ensuring alignment with 
organisational goals, objectives and customer needs.  

• Identifies and mitigates systemic risks and issues. 

• Sets the direction and standards for delivery management within the Operations Team. 

• Leads development of customer centric, continuous improvement culture.  
Feasibility Assessment (FEAS)   

• Collaborates with stakeholders and specialists to obtain information for feasibility assessment. 
• Prepares feasibility assessments, business cases, including cost/benefit, impact and risk analysis for 

each option. 
Information Systems Coordination (ITSP)   

• Maintains awareness of the global needs of the organisation. 

• Promotes the benefits a common approach to technology deployment will bring to DWER 

• Coordinates and collaborates with others on the promotion, acquisition, development and 
implementation of information systems and service. 

Budgeting and Forecasting (BUDF)   

• Leads the development of budgets and forecasts for the Operations & Support Team. 
• Collaborates with stakeholders to align budgets and forecasts with organisational objectives. 
Contract Management (ITCM)   

• Oversees and measures the fulfilment of contractual obligations. 
• Uses KPI’s to monitor performance and identify opportunities for continual improvement.  
• Develops strategies to address under-performance and compliance failures. 
• Identifies required changes, evaluates impact, advises stakeholders on implications and 

consequences. Negotiates variations and seeks appropriate authorisation.   
Supplier Management (SUPP)   

• Manages suppliers to meet key performance indicators and agreed targets. 
• Manages operational supplier relationships and ensures disputes or conflicts are resolved. 
• Uses benchmarking and supplier performance data to monitor and review performance.  
• Use suppliers' expertise to support and inform development roadmaps. 
• Manages supplier service improvement actions.  
• Identifies constraints and opportunities when negotiating or renegotiating contracts. 
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Performance Management (PEMT)   

• Leads recruitment, team performance, training and capability development. 

• Determines and delegates people and functional management objectives and responsibilities. 

• Sets direction for multiple workgroups to achieve strategic organisational objectives.  

• Sets strategy for quality and performance measurement in line with organisational goals. 

• Provides a work environment and resources needed for individuals and workgroups to perform their 
tasks efficiently. 

Asset Management (ASMG)   

• Manages and maintains the service compliance of IT and service assets in line with business and 
regulatory requirements. 

• Identifies, assesses and communicates associated risks. 

• Ensures asset controllers, infrastructure teams and the business co-ordinate and optimise value, 
maintain control and maintain appropriate legal compliance. 

Service Level Management (SLMO)   

• Sets strategies for service delivery that support the strategic needs of the client organisation. 

• Authorises allocation of resources for monitoring service delivery arrangements. 

• Develops relationships with stakeholders at the highest level to identify potential areas of mutual 
commercial interest for future development. 

• Maintains an overview of the contribution of service delivery arrangements to organisational success.  
Other   

• Undertakes additional duties as required within the skills and scope of the position capabilities and 
departmental needs. 

Our people, our leaders, our values 
At DWER, every employee is a leader. To support this, we have established clear Leadership 
Expectations. For this role, you will be a Leading Leaders. Demonstrating the expected behaviours is 
crucial and aligned with the role's requirements. 

Our culture is shaped by our values. All employees are expected to uphold equity, diversity and 
inclusion, work health and safety, and ethical principles in all aspects of their work. This includes 
demonstrating cultural responsiveness by valuing diverse perspectives and contributing to culturally 
safe, inclusive, and trusted services – particularly for Aboriginal people and communities. 

 
 

 

https://www.wa.gov.au/organisation/public-sector-commission/leadership-expectations
https://www.wa.gov.au/organisation/public-sector-commission/leadership-expectations
https://aus01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.wa.gov.au%2Fsystem%2Ffiles%2F2022-10%2FLeadership%2520Expectations%2520-%2520Leading%2520Leaders.PDF&data=05%7C02%7CLucia.Angel%40dwer.wa.gov.au%7C68cc519db7194f5db93808dc8c3ae8d5%7C53ebe217aa1e46feb88e9d762dec2ef6%7C0%7C0%7C638539431858041316%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C0%7C%7C%7C&sdata=EUtiT0HWKD6G84WCCp7lnQytJFovNM6UIEKmw42p3yk%3D&reserved=0
https://www.wa.gov.au/service/human-resource-management/our-vision-mission-and-values
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Capabilities 
This position is aligned to the Skills Framework for the Information Age (SFIA). The SFIA Level 9 
skills which apply to this position are outlined below. Employees are required to demonstrate competence 
and development toward these, which along with the work-related requirements form the required 
capabilities of this position. 

SFIA Skill Code  SFIA Skill  SFIA Level  
Core Skills 

 ITMG  Technology Service Management  6 
 USUP  Incident Management  5 
 DEMG   Delivery Management   6 
 FEAS  Feasibility Assessment 5 
 ITSP  Information Systems Coordination  6 
 BUDF  Budgeting and Forecasting 5 
 ITCM  Contract Management  5 
 SUPP  Supplier Management 5 
 PEMT  Performance Management 6 
 ASMG  Asset Managment 5 
 SLMO  Service Level Management  7 

Work related requirements 
Read these requirements in context of the above contents.  
Essential 
1. You have demonstrated relevant experience, supporting your ability to lead and deliver in a complex 

ICT environment, ensuring operational continuity and strategic alignment (you lead adaptively). 

2. You have demonstrated senior leadership experience managing large, multi-disciplinary ICT teams, 
including leading other leaders with accountability for workforce planning, resource allocation and 
performance management across highly specialised technical functions (you lead collectively). 

3. You have applied your deep knowledge of enterprise-level technologies (such as cloud services, IT 
infrastructure) and industry best practices to evaluate and select digital solutions for adoption, ensuring 
solutions are fit for purpose, support continuous improvement and long-term value, and remain 
adaptable to changing business needs, with consideration of both functional and nonfunctional 
requirements (you think through complexity). 

4. You have demonstrated experience setting strategic direction for ICT operations and service delivery, 
translating this into clear priorities, delivery plans, resource allocation and continuous service 
improvement (you deliver on high leverage areas).    

5. You have highly developed communication and interpersonal skills, enabling you to influence and 
collaborate effectively at all levels with internal and external stakeholders, customers, vendors, and 
partners (you dynamically sense the environment). 

6. You have strong financial and budgeting skills, with experience managing IT budgets and capital 
investments to support strategic and operational goals (you deliver on high leverage areas). 

https://sfia-online.org/en/about-sfia
https://sfia-online.org/en/sfia-8/all-skills-a-z
https://sfia-online.org/en/sfia-8/all-skills-a-z
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7. You have substantial experience in managing vendor agreements, including negotiating and resolving 
contractual issues to ensure value and mitigate risk (you embody the spirit of public service).   

Desirable 

8. You have a degree-level qualification in Information Technology or a related field. 

Special requirements 
• The department will conduct a national police check before offering employment. 

• This position requires the ability for independent travel. 
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