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POSITION DESCRIPTION

	Title: Service Manager
	Reports to (title): Area Manager – Community

	Department/Division: Community 
	Date: 6 November 2024

	Location:  Perth, Western Australia
	Approved: Manager Human Resources

	1. Position Purpose

	The purpose of this role is to:
· Management of portfolio of services for the Community division
· Oversee the end-to-end customer experience and ensure quality of services provided to customers and support customers and their family in their journey with Rocky Bay
· Manage a team to ensure team effectiveness, efficiency and excellence in service delivery
· Manage service delivery against divisional and broader Rocky Bay plans


	2. Dimensions and Working Relationships

	Supervisors title
	Area Manager

	Other positions reporting to this supervisor
	Direct: NA
Indirect: Team Leader, Lead Support Worker, Support Worker

	Working Relationships
	Internal Customers – Board, Executive, Management, Team Leaders and staff at Rocky Bay
External Customers – Customers and their families/ guardians, support coordinators and plan managers, relevant legislative/regulatory bodies, and other sector organisations.

	Scope
	Direct reports – Team Leaders
Indirect reports – Support Workers, and Lead Support Workers
Size of business - 

	3. Major Accountability Areas

	Key Result Areas
	Key Activities 

	Finance 
	· Ensure the suitability checks for new and renewing customers are completed in line with guidelines 
· Monitor monthly Profit and Loss for the team and work with the Area Manager and the Finance team to address any areas of concern
· Monitor and manage labour costs within delegations to ensure the delivery of sustainable services, including utilisation, viability of rosters and sustainable recruitment
· Understand and manage financial levers within portfolio

	Customer Service
	· Work with customers, their families/guardians, Rocky Bay support services and other stakeholders to enable customers to experience a seamless service 
· Manage overall waitlists across team leader areas to ensure services are responsive
· Drive contemporary service solutions through person centred approach 
· Appropriately and effectively manage and analyse all feedback, complaints and concerns raised by customers, their families and external bodies
· Monitor and act on data across the whole customer journey, including customer plan utilisation, entry and exits customers to services 

	Leadership and Management
	· Lead, manage and support direct reports including coaching, mentoring and performance management
· Support the team leaders to sustain the culture of service excellence, ensuring the team is adequately supported and resourced through active workforce and leave planning activities 
· Action orientated in facilitating meetings, meet deadlines and complete actions
· Take responsibility and proactive in identifying opportunities for change and implementing improvements to customer experience
· Uphold and manage Rocky Bay brand reputation, identifying and reporting reputation risks to the AM 
· Actively develop own leadership style and behaviours 
· Remain current across industry, both health and community landscape
· Participate in working parties and committees as required
· Sets tone for engaged culture within their portfolio

	Governance Reporting and Sustainability 
	· Maintain up to date knowledge of NDIS, sector information and the quality standards, particularly on safeguarding and restrictive practice 
· Provide accurate and timely reports and divisional data to ensure sound decision making, regularly seeking feedback to ensure relevance
· Ensure all Rocky Bay policies, procedures and processes are followed and implemented by the team
· Investigate accidents, incidents, complaints and safeguarding issues
· Ensure compliance with all relevant legislation and regulations to minimise risk and enhance Rocky Bay brand reputation
· Ensure compliance with organisational data management requirements so that security and integrity of all client and employee data management is upheld
· Manage continuous improvement of service offerings from trends, customer feedback and data insights
· Identify trends in quality data to improve services and reduce risk

	Work Health and Safety
	· Demonstrate awareness of OSH responsibilities, modelling and complying with the WA OSH legislation and Rocky Bay OSH Management System, policies, operating procedures and instructions
· Identify and manage risk for safety of staff and customers
· Lead and model Rocky Bay safety practices and develop and encourage a safety-aware, accountable culture across the organisation, aligned to the Rocky Bay values
· Ensure adequate resourcing to implement, maintain, comply and continuously improve Rocky Bay safety practices
· Reinforce transparency of safety reporting, ensuring all risks, hazards, incidents, near misses & accidents are reported/resolved, reducing hazards across division

	4. Decision Making Authority

	· As per the Delegation of Authority Policy
· Manage and operate within approved budget limits

	5. Position Demands

	· Ability to work flexible hours to meet the needs of the service and the people we support

	6. Skills and Personal Attributes

	· Highly developed organisational skills, with the ability to effectively manage workload and meet deadlines
· Proven ability to self-motivate and work autonomously as well as in a team orientated environment
· Highly developed emotional intelligence and interpersonal skills and the ability to build and maintain positive relationships
· Ability to display sensitivity, empathy, discretion and diplomacy
· Ability to communicate effectively verbally and in writing and confident with presentation skills
· Proficient in use of data to improve customer experience and service design
· Ability to understand and interpret financial data and action plan to improve results.
· Excellent customer service skills and complaints management 
· Demonstrated commitment to a person focused culture and the delivery of quality outcomes to our customers
· Personal values and attitude aligned to Rocky Bays vision and purpose
· Positively take ownership and responsibility to solve issues
· Continuous improvement mindset
· High level of personal drive & resilience

	7. Role Requirements

	· Experience in a people leadership role of more than 3 years
· Experience of working in a customer service deliverables role
· Satisfactory NDIS Worker Screening Check 
· Current WA driver’s licence
· National Police Clearance
· Appropriate working rights in Australia
· Relevant tertiary qualification (not essential)
· Seasonal Flu Vaccination

	8. Agility Statement

	The above statements are intended to describe the general nature and level of work being performed. They are not intended to be construed as an exhaustive list of all responsibilities, duties and skills required of the position and incumbent. From time to time the position will be expected to carry out other duties. 
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