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Administrative Services – CSOF5
Role summary for potential applicants 

	Advertised Job Title:
	CRM Specialist

	Reference Number:
	58342

	Classification:
	CSOF5

	Salary Range:
	AU $97k to AU $105k plus up to 15.4% superannuation

	Location:
	Melbourne (Clayton) VIC, Brisbane (Dutton Park) QLD or Canberra (Black Mountain) ACT

	Tenure:
	Specified Term of  2 years

	Relocation assistance:
	Will be provided to the successful candidate if required.

	Applications are open to:
	 FORMCHECKBOX 
  Australian Citizens Only

 FORMCHECKBOX 
  Australian/New Zealand Citizens and Australian Permanent Residents Only

	Functional Area:
	Administrative Services

	% Client Focus - Internal:
	95%

	% Client Focus - External:
	5%

	Reports to the:
	Executive Manager Business Development & Commercial

	Number of Direct Reports:
	0


	Role Overview:

	Reporting to the Executive Manager Business Development & Commercial (BD&C), responsible for the customer experience program.  The primary focus of this role is to assist with the ongoing implementation, optimisation and benefits realisation of the Organisation’s CRM system adoption (Dynamics CRM) as part of its Customer First Strategy.

The CRM Specialist will be responsible for:

· Overseeing Dynamics CRM system training and coaching (includes hands on delivery of training and development of CRM related training materials and resources);

· Identifying, clarifying and addressing ongoing CRM stakeholder/user needs (includes liaising with Information Management & Technology  (IMT) to implement identified CRM system changes);

· CRM system and process related problem-solving;

· On-going CRM user support to meet business needs (includes ad hoc reporting, dashboard; development and maintenance); and
· Monitoring / reporting against objectives and change management tasks. 

The CRM Specialist will be part of the Customer Experience Program team and work closely with Change Advisors in related programs to ensure an integrated change management approach aimed at driving the cultural change required to achieve strategy objectives.   The role will support the Executive Manager BD&C and CRM Project team in identifying CRM system utilisation to drive CSIRO business and engagement outcomes. The CRM Specialist will also work closely with researchers, business development and other support staff, including Organisational Development and Change, Finance e.g. PATI’s (Project Assurance and Training Improvement Advisors) and IMT staff.


	Duties and Key Result Areas:

	· Develop CRM related training materials and resources.

· Initiate and deliver hands on CRM system training and ongoing coaching as required.
· Work with senior leaders to drive CRM adoption across all business units and support functions.
· Identify, clarify and address ongoing CRM user needs (including working with IMT to implement agreed system changes).
· Refine the CRM forward roadmap in conjunction with the CRM Project Team.
· Assist CRM users with ad hoc system requirements such as building dashboards and reporting. 

· Work closely with Change Advisors to initiate and implement relevant CRM related change management programs. 

· Partner with key stakeholders and CRM system users to monitor CRM process performance and identify improvement opportunities.
· Preparation of regular reports to assess performance against objectives.
· Work with the CRM Data Officer to improve and maintain Customer and Contact data quality in the CRM.
· Communicate openly, effectively and respectfully with all staff, clients and suppliers in the interests of good business practice, collaboration and enhancement of CSIRO’s reputation.
· Work collaboratively as part of a multi-disciplinary, often regionally dispersed team, and business unit to carry out tasks with close guidance in support of CSIRO scientific objectives.
· Adhere to the spirit and practice of CSIRO’s Code of Conduct, Health, Safety and Environment plans and policies, Diversity initiatives and Zero Harm goals.
· Other duties as directed.


	Selection Criteria:

	Under CSIRO policy only those who meet all essential criteria can be appointed

Pre-Requisites:
1. Education/Experience:  Relevant experience in CRM implementation (or a large technology change management program).
2. Communication:  Excellent written and oral communication skills, including the ability to clearly and succinctly convey information and ideas to individuals and groups.
3. Behaviours:  A history of professional and respectful behaviours and attitudes in a collaborative environment.
4. Adaptability:  Demonstrated ability to deal with ambiguity and adapt to changing circumstances and new responsibilities.
5. Problem Solving:  Proven ability to investigate underlying issues of complex and ill-defined problems and develop appropriate responses through abstract thinking and using creative solutions.
6. Travel: The ability to travel interstate to assist in CRM uptake as required.
Essential Criteria:

1. Strong knowledge of Microsoft Dynamics CRM.

2. Experience in supporting system implementation and training of staff in use of Dynamics CRM (or equivalent systems) and best practice.

3. Solid understanding of CRM business processes, KPIs and strategies.
4. Proven experience in deploying change management and business improvement projects, preferably CRM related, and ability to influence and embed cultural change.
5. High degree of initiative and self-motivator, with a demonstrated ability to prioritise workloads in order to meet tight deadlines and KPIs.
6. The ability to work effectively in a team environment, collaborate widely both internally and externally, and provide guidance to managers and staff.
7. Demonstrated analytical, follow-up and problem solving skills that deliver solutions to complex problems and resolve system related issues using creativity, reasoning and past experience. 
8. Proven ability to initiate and implement functional changes to meet agreed user requirements.
Desirable Criteria:

1. Project Management Certification or equivalent experience.

2. Experience or training in PROSCI Change Management methodology. 

As Australia’s Innovation Catalyst, CSIRO has strategic actions underpinned by behaviours aligned to:

· Excellent science

· Inclusion, trust & respect

· Health, safety & environment 

· Delivery on commitments.

In your application and at interview you will need to demonstrate alignment with these behaviours.


	Other Information:

	How to Apply

Please apply for this position online at https://jobs.csiro.au/ and enter requisition number 58342.  Internal applicants please apply via ‘Jobs Central’ in SAP (click ‘Recruitment’)  

Please load your CV and cover letter (Maximum 2MB). You may also be required to respond to some screening questions.  
If you experience difficulties applying online call 1300 984 220 for assistance.  Outside Australian business hours please email:   csiro-careers@csiro.au. 

Referees:  Please provide contact details of two previous supervisor or academic/professional referees in your resume/CV. 

Contact:  If after reading the position details above you require more information please contact:


Ms Karen Rogers via email: Karen.Rogers@csiro.au or phone: +61 3 9545 8693
Please do not email your application directly to Ms Rogers.   Applications received via this method may not be considered by the selection panel.

About CSIRO

Australia is founding its future on science and innovation. Its national science agency, the Commonwealth Scientific and Industrial Research Organisation (CSIRO) is a powerhouse of ideas, technologies and skills for building prosperity, growth, health and sustainability. It serves governments, industries, business and communities across the nation. 

Find out more! www.csiro.au.  

We work flexibly at CSIRO, offering a range of options for how, when and where you work. Talk to us about how this role could be flexible for you. 

Find out more! CSIRO Balance 
CSIRO Business Development & Commercial Group support business development, IP management and commercial engagement activities in CSIRO.


