
   

Knowledge Management Advisor 
Position Description 

 

The Teaching Council of Aotearoa New Zealand is the professional body for all teachers. We are 

independent, and act in the interests of teachers to enable and support leadership to teachers and 

direction for the education profession, including teacher education and continued professional and 

leadership development.  

We establish and maintain criteria for teacher registration, standards for ongoing practice, and criteria 

for the issue of practising certificates of different kinds. Alongside this, we monitor and maintain the 

requirements relating to conduct, competence and impairment, and establish and maintain a code of 

professional responsibility for teachers.  

 

Our Vision 
The Teaching Council will enable and support leadership by the profession to maximise the success of 

every learner in Aotearoa through highly effective leadership and teaching. 

 

Our Behaviours 

• Whaihua i a tātou anō  

Value our colleagues by listening and being open to what they say. 

• Mahi ngātahi 

Work together with integrity by respecting each other and the profession 

• Whai whakaaro ki ngā mahinga katoa 

Adopt a solution focussed attitude when working with others 

• Whakarangatira i ngā iwi katoa 

Honour our bicultural partnership by being culturally competent  

• Whakaaturia te mana Māori me te Ahurea ki ngā reanga katoa o te Kaunihera 

Demonstrate and foster leadership at all levels of the council  

 

Our Values 

• Whakamana 

Empowering all learners to reach their highest potential by providing high-quality teaching and 

leadership 

• Manaakitanga 

Creating a welcoming, caring and creative environment that treats everyone with respect and 

dignity 

• Pono 

Showing integrity by acting in ways that are fair, honest, ethical and just 

• Whanaungatanga 

Engaging in positive and collaborative relationships with our learners, their families and whānau, 

our colleagues and the wider community 



   

Summary 

Position Title  Knowledge Management Advisor 

Reports To Communications & Advice Manager 

Financial Delegation Nil 

Direct Reports Nil 

Purpose The Knowledge Management Advisor is responsible for ensuring that 

teachers, professional leaders and the public can consistently and 

reliably get accurate information from the Teaching Council whenever 

they need it. They will work across the Council to ensure employees have 

up to date and appropriate data, information and knowledge to share. 

The Knowledge Management Advisor is also responsible for supporting 

the successful implementation of planned service innovations, as part of 

the Council’s transition to a digital services organisation. 

Date July 2021 

 

Key Relationships 

External Nature of relationship 

Teachers • Provides information 

Members of the public • Provides information 

Leaders in the profession • Provides information 

International teaching bodies • Shares information 

Education sector agencies • Shares information 

Internal Nature of relationship 

Communications & Advice Manager  • Reports to 

IT Manager • Works with to progress service innovations 

that rely on digital technologies 

Employees • Liaises with and collates information 

Contact Centre Team Leader • Supports 

Leadership Team • Works with to capture and structure key 

knowledge from across the organisation 

Council Employees • Coaches and supports 

 

Key Result Areas 

Jobholder is responsible for Jobholder is successful when 

Knowledge management 

 

Develop and maintaining systems and 

processes to record and disseminate Council 

information. 

• Key customer knowledge (Common queries 

and information requests) is identified from 

across the organisation and exemplar 

responses are created 

• Key customer knowledge is captured and 

structured in appropriate systems that are 

readily accessible and utilised by all kaimahi 

• Key customer knowledge is easily 

accessible to teachers and stakeholders 



   

across all customer channels including 

phone, email, live chat, website, chatbot etc. 

• New contact centre employees are trained 

and supported to ensure consistent and 

accurate responses are provided to calls, 

emails, and chats 

• Training programmes for the contact centre 

team are developed and implemented  

• Key information channels like the Teaching 

Council website are kept up to date and 

consistent 

Support the implementation of service 

Innovation / Digital Manaaki initiatives 

 

Lead the change in how stakeholders interact 

with the Council and move to digital solutions. 

• Supports the implementation of planned 

service innovations (digital manaaki) and 

other key strategic initiatives 

• Proactively identifies new opportunities for 

service innovations across the organisation 

• Uses data and analytics as the basis of 

identifying further service improvements 

and innovations across the organisation 

• Lead the development of approaches 

designed to increase the use of self-service 

channels and to decrease the reliance on 

providing key customer information via 

phone calls 

Health, Safety and Wellbeing 

 

Complying with the responsibilities under the 

Health and Safety at Work Act 2015. 

• A healthy, safe, and wellness-oriented 

workplace is maintained by setting a good 

example to team members in relation to 

HSW practices and policies. 

• Health and safety issues that may impact on 

the team or wider organisation are identified 

and reported. 

Subject matter expert • Supervises the contact centre team when 

required 

• Subject matter expert for complex and 

challenging customer interactions 

 

Person Specifications 

Qualifications 

Essential Desirable 

Degree in Communications, Information 

Management or relevant experience 

 

Knowledge and Experience 

Essential Desirable 

3 years’ experience in a Senior Customer 

Service role 

Education sector experience 

Proven change management experience Experience developing and delivering training  

 Experience using Salesforce platform 

Key Skills 

Expert Level 

• Customer service 

• Consultative approach 



   

• Communicating effectively across multiple channels 

Advanced Level 

• Change management 

• Developing and implementing training programmes 

• MS Office, CRM, Database skills 

• Relationship management 

• Problem solving 

• Training and coaching 

Working Knowledge 

• Privacy and information security 

• Knowledge management 

• Te Tiriti o Waitangi and its relevance and application in the workplace and the education 

sector.    

 


