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Tertiary Education
Commission
Te Amorangi Matauranga Matua

ROLE DESCRIPTION

Role Title: Associate Relationship Advisor /Relationship Advisor/Senior Relationships Advisor/

Directorate: Delivery
Reports To: Team Leader Customer Contact

Remuneration grade: 15/17/18

Number of Direct Reports: nil
Budget: N/A
Location: Wellington

Date: May 2025

Public Service

Ka mahitahi matou o te ratonga timatanui kia hei painga mo nga tangata o Aotearoa i dianei, a, hei nga ra ki tua hoki. He kawenga tino whaitake ta matou hei tautoko i te Karauna i runga i ana hononga ki a ngai Maori i raro i te Tiriti o Waitangi.
Ka tautoko matou i te kawanatanga manapori. Ka whakakotahingia matou e te wairua whakarato ki 6 matou hapori, a, e arahina ana matou e nga matapono me nga tikanga matua o te ratonga timatanui i roto i 3 matou mahi.

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 Maori 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 public service in our work.

You can find out more about what this means at (https://www.publicservice.govt.nz/about-us)

Role of Tertiary Education Commission (Te Amorangi Matauranga Matua)

Our purpose

To shape a dynamic system that delivers lifelong learning and equips learners, communities and employers for success.
Our vision

A resilient, prosperous New Zealand — where every person has the skills, knowledge and confidence to create a fulfilling
life.

To matou pitake

Tareia te plnaha kia hihiri, ko te ako taumano te hua- kia rite ai nga akonga, nga hapori me nga kaituku mahi mo te angitu.
To matou wawata

Kia tG aumangea, kia taurikura a Aotearoa- kei a te katoa nga pikenga, te matauranga me te whakamanawa e tipu ai te
mauri ora.

Our Values and Behaviours
Work together for success
We do this by:
e actively looking for input from others
e crafting a safe, open environment for sharing ideas
e valuing other people’s contributions and perspectives

Connect with people

We do this by:
e creating culturally affirming spaces with shared dignity
e treating others with kindness, respect, and generosity
e supporting who we work with and the work they do

Service matters

We do this by:
e asking questions and listening, with empathy, to understand
e helping everyone involved by resolving promptly and accurately
e learning from the people we work with and for

Do the right thing

We do this by:
e being consistent with our talk and walk
e acting with honesty and accountability, even when it’s hard
e giving it our all and delivering

More information can be found on our website: www.tec.govt.nz

Tikanga me te whakatinana

Mahi ngatahi kia angitu

Ma te:
e rapu whakaaro maiitén3, i téna
e whakarite wahi haumaru, whakawhitiwhiti whakaaro
e whakanuiiia tangata, ona pukenga me 6na whakaaro

He tiihonohono

Ma te:
e whakarite wahi whakamana i te tangata me tona whakapapa
e whai kia ngakau mahaki, aroha ki te tangata

e tautoko iténga, i téna me a ratou mahi

Awhi mai, awhi atu
Ma te:
e whakarongo, ma te ngakau mahaki, kia marama ai
e ringa awhina, ma te ringa hora kia tika te whakatau
e mohio he akoranga ano kei téna, kei téna, ahakoa ko wai

Mabhia kia tika

Ma te:
e whai kia rite te korero ki te mahi
e mabhi pono, ahakoa te aha
o whakapau kaha kia tutuki pai
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Directorate/Group

TEC has four directorates, and this role is positioned within the Delivery Directorate which is the customer-facing unit of the organisation and is responsible for the implementation/delivery of all (investment and careers) TEC products and
services, relationship management, Maori/ iwi partnership, negotiation, performance management and monitoring.

Areas of accountability include managing tertiary education organisation (TEQ) investment cycles, the reviewing of financial performance of TEOs and TEls, and brokering careers solutions across New Zealand to ensure that learners, through the
providers, gain maximum benefit from our career’s products and services. At the heart of our work model is the segmentation of the customer base and the variation in approaches that our relationship management will take. Our goal is to
collaborate across the system to ensure that our providers and all New Zealanders have the knowledge and skills they need for lifelong success and establishing partnerships and alliances is key to us achieving this.

The Relationships Group is responsible for managing direct customer support for TEC across Tertiary Education Organisations (TEO), Workforce Development Councils (WDCs)/ Industry Skills Boards (ISBs), employers, industry, communities, local
and regional government, and other targeted organisations to ensure that learners, through their TEO, gain the maximum benefit from TEC's investment and funding services (including contracts supporting specific funds e.g. WDCs). They also
ensure the provision of frontline support for investment and careers products and services and ensure users can access and use those products.

Role Purpose:

The purpose of this role is to provide accurate, timely, and relevant information and advice to TEC customers by responding to enquiries received through multi channels (voice, chat, email) and/or outbound calling. These customers include
tertiary education organisations (TEOs), private training enterprises (PTEs), learners, and internal staff.

Relationship Advisors work at various levels and within assigned portfolios and teams and play a vital role in representing the voice of the customer while underpinning TEC’s commitment to delivering a customer-centric experience. The
associate level roles are entry positions for relatively new staff with developing skills and knowledge. Staff move through the next two levels as they develop and hone skillsets and/or move on to other roles in the organisation.

Associate Relationship Advisor

Relationship Advisor/Advisor

Senior Relationship Advisor

Key Accountabilities:

deliverables include:

Customer service
and interaction

responding to multi-channel enquiries and voice,
chat, email, and outbound calling

carrying out assigned outbound calling requests
efficiently and accurately establishing the
customer’s needs and assessing how to provide
the assistance required (including escalation as
appropriate)

accurately resolving customer enquiry at first
point of contact, seeking support where required
appropriately identifying and escalating privacy,
risk, and other potential problems

remaining composed and courteous under
pressure

responding to multi-channel enquiries: voice, chat, email, and
outbound calling

Managing and responding to complaints

carrying out assigned outbound calling requests and assisting
with script design, testing, auto-caller setup, reporting, etc,
and following up compliance requirements to help providers
meet funding conditions

relationship managing an assigned portfolio of PTEs and
schools to assist with meeting funding conditions and other
needs; includes diarised customer contact calendar

where required, manage leveraging relationships with key
internal teams — MCO (Monitoring Crown Ownership), FS
(Funds Specialists), Fees Free, to ensure quality and timely
solutions to respond appropriately and resolve customer
enquiry

remaining composed and courteous under pressure

responding to multi-channel enquiries: voice, chat, email, and outbound calling

carrying out assigned outbound calling requests and leading script design, testing, auto-
caller setup, reporting, etc

relationship managing an assigned portfolio of “high value” (S2m-$5m each) PTEs and other
PTEs recognised by the TEC to assist with meeting funding conditions and other needs

first point of contact for TEC for the Top 60 largest TEOs and PTEs in partnership with RMls
portfolios each funded $5m+

where required, managing relationships built with key internal teams — MCO (Monitoring
Crown Ownership), FS (Funds Specialists) Fees Free Teams, to ensure quality and timely
solutions to respond appropriately and resolve customer enquiry

leading, designing, and managing the strategic and annual approach for working with key
stakeholder groups delivering key funds, peak bodies e.g., MPTT, ABI, FF, Gateway, ACE etc
responding to Investment Round enquiries and SME (subject matter expert) work allocated
to assist Funds Specialists with customer front end work for the 38 different funds
identifying privacy, risk and other potential problems and escalating and/or managing
appropriately

remaining composed and courteous under pressure

Leadership

taking part in team culture activities

acting as coach and mentor to Associate Advisors for escalated
enquiries

willingly sharing knowledge and expertise both formally and
informally, assisting the wider team with difficult cases, and
developing SME (subject matter expert) status in some topics
taking part in team culture activities

acting as a 2IC to the team leader as requested and agreed

acting as coach and mentor to Advisors/Associate Relationship Advisors on a formal and
informal basis

willingly sharing knowledge and expertise both formally and informally, assisting the wider
team with complex cases, and developing SME (subject matter expert) status in some
topics

taking part in team culture activities

Product knowledge

building and maintaining an up-to-date knowledge

of TEC’s products including Inspiring the Future
(ItF) projects, systems, services, and requirements

maintaining an up-to-date knowledge of TEC’s products,
systems, services, and requirements

identifying solutions to problems using tools provided or
through the established escalation processes

maintaining an up-to-date knowledge of TEC’s products, services, and requirements
identifying solutions to problems, using and/or leading a team approach appropriately and
in line with established escalation processes

actively participating in all training programmes
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e identifying solutions to problems using tools
provided or through the established escalation
processes

e actively participating in all training programmes

e become a skilled user of the Relationships Group
systems

actively participating in all training programmes

contributing to the ongoing development of the Knowledge
base

willingly sharing knowledge and expertise both formally and
informally

SME (subject matter expert) assigned to projects transitioning
to team to help operationalise project to rollout stage

SME (subject matter expert) assigned to projects transitioning to customer contact to help
operationalise project to rollout stage — testing, iteration, UAT, info sheet design, input into
training design / timing / rollout

identifying pain points by gathering information on trends, issues, improvements,
recommendations, and feedback / solutions to share and inform other teams in TEC with a
view to an easy customer resolution journey

contributing to the ongoing development of the Knowledge base

e accurately using TEC systems to access and update
information to meet customer, provider, and
reporting needs

e building competence to accurately use TEC
systems (including Kiritaki, Nga Kete, Genesys,
Knowledgebase (KB), Tech One) to access and
update customer information to meet and
reporting needs

e building competence in using TEC systems such as
Kiritaki, Genesys, Knowledgebase (KB), Tech One,
iPayroll

e using approved templates to guide response
letters and emails

e coaching customers to use self-service to access
information on TEC products

Systems and
communications

accurately using TEC systems to access and update information
to meet customer, provider, and reporting needs

building competence to accurately use TEC systems (including
Kiritaki, Nga Kete, Genesys, Knowledgebase (KB), Tech One) to
access and update customer information to meet and
reporting needs

building competence in using TEC systems such as Kiritaki,
Genesys, Knowledgebase (KB), Tech One, iPayroll

using approved templates to guide response letters and
emails, assisting with design and updates as needed

coaching customers to use self-service to access information
on TEC products

recommending system or function updates to reduce customer
painpoints

accurately using TEC systems to access and update information to meet customer, provider,
and reporting needs

building competence to accurately use TEC systems (including Kiritaki, Nga Kete, Genesys,
Knowledgebase (KB), Tech One) to access and update customer information to meet and
reporting needs

building competence in using TEC systems such as Kiritaki, Genesys, Knowledgebase (KB),
Tech One, iPayroll

using approved templates to guide response letters and emails, assisting with design and
updates as needed

coaching customers to use self-service to access information on TEC products

recommending system or function updates to reduce customer painpoints

representing CCT to provide background information to the system or product owner for
quality and timely testing, and decisions for upgrades

liaising cross-organisation on updates to templates; adding templates for new TEC changes
—to policy / product / offering / etc

proofing / approving KB processes and comms for new / incoming projects or campaigns to
the team (info sheets, website updates, etc)

e contributing to meeting the overall team KPls

e engaging willingly in quality evaluation processes,
welcoming feedback, and the opportunity to
improve service

Quality and KPls

contributing to meeting the overall team KPls

engaging willingly in quality evaluation processes, welcoming
feedback, and the opportunity to improve service

contributing to meeting the overall team KPls

engaging willingly in quality evaluation processes, welcoming feedback, and the
opportunity to improve service

Relationship *
Management °

establishing and maintaining a network of collaborative relationships within the team, and across and outside the organisation, to help deliver to TEC customer commitment, TEC strategy and the business plan
daily representing TEC in interactions with customers
e representing team as ‘voice of the customer’ on TEC projects.

Compliance & Risk | e

identifying and escalating privacy, risk, and other potential problems

e ensuring compliance with all organisational and government compliance and policy requirements, including ensuring security and privacy policies are observed
e taking a risk-based approach to reporting and delivery ensuring risk management is included as part of daily role

Health, safety &
wellbeing

e ensuring knowledge and understanding of health, safety and wellbeing and stays up to date with current requirements.
e Proactively taking care of own health, safety, and wellbeing, and supporting CCT members in the care of theirs.
e ensuring compliance with the TEC's health and safety policies and procedures for reporting accidents and hazards.

Ongoing *
professional
development

peaks and troughs of work demand.

actively engaging in personal professional development activities, seeking regular feedback on performance, and undertaking such development as agreed with manager.
e working within a specific portfolio, speciality, or primary area of focus which is assigned but may be changed at any time to meet business needs, to ensure fresh approaches, and/or to help colleagues and assist with

e undertaking training to develop technical skills and enable a flexible approach so the team has the depth of skills, flexibility and back up when needed.

Key Relationships:

Internal:

Relationships Group
Relevant managers and staff across other teams and directorates.

External:
e NZQA, TEOs WDCs, RSLGs
e learners
e Peak bodies
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Knowledge, Experience and Skills Required:

The position holder will have/be:

Skills & experience:

some experience working in a contact centre OR an
equivalent customer-facing role with demonstrated ability
to quickly learn contact centre technology and systems
computer literate with good keyboard skills and
proficiency in IT and business applications including a
basic knowledge of the MS Office Suite

good oral and written communication skills including a
confident and pleasant telephone manner

Personal qualities:

a genuine desire to help customers and champion service
experience

able to relate to people from a range of cultures and
backgrounds

good attention to detail and accuracy

calm and patient, even when under pressure

naturally systematic and organised.

The position holder will have/be:

A tertiary qualification and/or relevant work experience.

Skills & experience:

experience working in a contact centre (more than one year)

good knowledge of TEC products and services OR demonstrated
ability to quickly learn and operate at that level

computer literate with good keyboard skills and proficiency in IT and
business applications

particularly good oral and written communication skills including a
confident and pleasant telephone / website chat manner,

clear and concise written correspondence, and the ability to manage
more than one contact at a time (on chat)

experience staying organised while performing a wide variety of tasks
and working in a sometimes high pressured, time constrained and
ambiguous environment

Personal qualities:

a genuine desire to help customers and champion service experience
able to relate to people from a range of cultures and backgrounds

The position holder will have/be:

A tertiary qualification and/or relevant work experience.

Skills & experience:

several years’ experience working in a contact centre

in-depth knowledge of TEC products and services and demonstrated
ability to operate at SME (subject matter expert) level on some topics
extensive Investment Round experience analysing information and
solving problems

computer literate with good keyboard skills and proficiency in IT and
business applications

excellent oral and written communication skills including experience
drafting in-depth reports and communicating persuasively

flexible approach being able to multi-task and self-manage to
complete tasks in a busy environment

Personal qualities:

a genuine desire to help customers, champions service experience
able to relate to people from a range of cultures and backgrounds
a desire and ability to coach and mentor others

e good attention to detail and accuracy
e calm and patient, even when under pressure

autonomously and as part of a team
e able to maintain confidentiality

e skilled in using negotiation and influence skills to achieve the
required outcomes and a high level of service for the customer

e motivated, can-do attitude and the maturity and resilience to work

e strong self-awareness and self- management skills including the
ability to work well in a CCT under pressure

e able to maintain confidentiality

e skilled in using negotiation and influence skills to achieve the
required outcomes to realise strategies, and/or a high level of service
for the customer

e an advocate for the customer and passionate about the customer
voice

TEC Core Competencies:

TEC staff working as one organisation are expected to demonstrate the
following competencies:

Connects with people — Level 1

e Is customer focused and continually looks to improve
e Tailors’ messages to the audience

e Values diversity and is culturally aware

Is a team player - Level 2
e [sseen as ateam player and can represent own interests yet be fair
to other groups
e |strusted and supported by peers
e Ensures their approach to collaborative issues is appropriate and
positive

Is an ambassador and champion for ‘One TEC’ — Level 1

TEC staff working as one organisation are expected to demonstrate the
following competencies:

Connects with people — Level 2

e Is customer focused and continually looks to improve
e Tailors’ messages to the audience
e Values diversity and is culturally aware

e Effectively negotiates mutual expectations and builds rapport

Is a team player — Level 2
e Isseen as ateam player and can represent own interests yet be fair
to other groups
e Can be candid with peers while encouraging collaboration
e Is trusted and supported by peers

e Ensures their approach to collaborative issues is appropriate and
positive

TEC staff working as one organisation are expected to demonstrate the following
competencies:

Connects with people — Level 2

Is customer focused and continually looks to improve
Tailors’ messages to the audience
Values diversity and is culturally aware

Effectively negotiates mutual expectations and builds rapport

Is a team layer — Level 2

Is seen as a team player and can represent own interests yet be fair to other
groups

Can be candid with peers while encouraging collaboration
Is trusted and supported by peers

Ensures their approach to collaborative issues is appropriate and positive
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e Communicates vision helping people to understand what we are
doing and why

Is innovative and breaks barriers - Level 1

e Participates in brainstorming without being critical or judgemental

Has the cultural capability to drive beneficial outcomes for Maori learners -
Level 1

e Understands that Maori identity, language, and culture are essential
to the success of Maori learners

e Participates willingly in Maori cultural events such as pohiri, mihi
whakatau, Matariki, Maori language week

e Demonstrates a willingness to learn about Te Ao Maori and Te Ao
Hurihuri as it applies to our work in the tertiary education system

e Uses correct pronunciation of Te Reo Maori (for example, names of
organisations and people, Maori concepts)

Is an ambassador and champion for ‘One TEC’ — Level 2
e Communicates vision helping people to understand what we are
doing and why
e Breaks down ‘silos,” works across boundaries and collaborates with
others to achieve organisational results

Is innovative and breaks barriers - Level 1
e Participates in brainstorming without being critical or judgemental

Has the cultural capability to drive beneficial outcomes for Maori learners -
Level 1

e Understands that Maori identity, language, and culture are essential
to the success of Maori learners

e Participates willingly in Maori cultural events such as pohiri, mihi
whakatau, Matariki, Maori language week

e Demonstrates a willingness to learn about Te Ao Maori and Te Ao
Hurihuri as it applies to our work in the tertiary education system

e Uses correct pronunciation of Te Reo Maori (for example, names of
organisations and people, Maori concepts)

Is an ambassador and champion for ‘One TEC' — Level 2

Communicates vision helping people to understand what we are doing and
why

Breaks down ‘silos,” works across boundaries and collaborates with others
to achieve organisational results

Is innovative and breaks barriers - Level 2

Participates in brainstorming without being critical or judgemental

Can get a creative idea past ‘gatekeepers’ in the organisation to have it
considered

Thinks creatively about existing processes as well as new opportunities

Has the cultural capability to drive beneficial outcomes for Maori learners - Level

2

Understands that Maori identity, language, and culture are essential to the
success of Maori learners

Participates willingly in Maori cultural events such as pohiri, mihi whakatau,
Matariki, Maori language week

Demonstrates a willingness to learn about Te Ao Maori and Te Ao Hurihuri
as it applies to our work in the tertiary education system

Uses correct pronunciation of Te Reo Maori (for example, names of
organisations and people, Maori concepts)
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