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Job Description Details 

Job Title  Service Manager 

Department/Division Residential Aged Care, Operations 

Reports to Residential Aged Care Operations Manager 

Direct Reports Clinical Nurse Manager  

Hotel Services staff  

Volunteers 

 

Administration Assistants 

Roster Clerk 

Agreement Brightwater Care Group Staff Agreement 

 

Brightwater Mission 

Pursuing the Dignity of Independence 
 

For Brightwater, no one is beyond care. Here, we value the potential that lives inside each and every one of us, no matter 
what that looks like. Our amazing ability to strive towards our best self every day, to keep learning and to keep growing. 
This drives all that we do. Sure, it’s not always easy, but this journey that we’re on together comes with its own reward. 
This pursuit of independence brings with it the dignity of control over our own lives. And everyone deserves the right to 
pursue that. 

 

Commitment to Mission and the Brightwater Spirit  

Embrace and apply the Brightwater Spirit – our values and behaviours – in all interactions with staff and customers. Our 
commitment to the Brightwater Spirit enables us to achieve our Mission, Pursuing the Dignity of Independence. 

Caring We care for and about each other. We work together to provide inclusive and relevant services in ways 
that meet the needs and goals of our clients.   

Authentic We are open and genuine, enabling us to build meaningful relationships with our clients and each other.  

Progressive We are inspired to continuously improve ourselves and our services for the benefit of our clients.   

Courageous We find strength in order to make a difference.  

 

Diversity and Inclusion Statement 

At Brightwater, we welcome people with the full diversity of life experiences, thoughts and beliefs. We foster a culture 
of inclusion, collaboration and innovation where our clients and staff can flourish. 

 

Position Purpose 

This position leads a large and diverse team to provide quality care to our clients in line with Brightwater’s Mission and 
the Aged Care Quality Standards. The position is responsible for running and maintaining the aged care site including 
managing the budget within agreed parameters and building ongoing working relationships with clients, families, staff 
and other internal and external stakeholders. The position works in partnership with the Clinical Nurse Manager. 
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Key Duties/Accountabilities 

1. Lead and manage the residential aged care/transitional care site, overseeing provision of clinical care, budget and 
financial management, facility and resource management, staff recruitment, training, retention and safety.  

2. Ensure robust systems and processes are implemented and maintained to comply with Aged Care Quality Standards, 
and ensure compliance with Brightwater policies and procedures, legislative requirements and agreed residential 
guidelines. This includes ensuring that all documentation and relevant reporting is completed in a timely and 
accurate manner. 

3. Encourage clients and their representatives to provide feedback regarding Brightwater’s services, and respond 
appropriately to any feedback provided. This includes regularly meeting with clients and their representatives and 
promoting a culture of client engagement.  

4. Ensure all aspects of the site budget are managed and monitored within set budgetary parameters this includes 
responding proactively to pressures and changes to financial performance.  

5. Support the site’s annual budget and operational planning process in consultation with the Residential management 
team; ensuring operational activities are aligned to strategic objectives.  

6. Ensure all client funding is optimised, accurate, submitted in a timely manner and reviewed as required. 

7. Monitor, review and identify areas for continuous quality improvement, whilst also encouraging and responding to 
team members’ and clients’ suggestions for improvements in work practices/customer service. 

8. Responsible for the recruitment, orientation, rostering, learning and development, performance, retention and 
culture of the site team and team members, ensuring team members are engaged and appropriately supported and 
empowered to provide an excellent customer experience.   

9. Lead and schedule regular staff meetings/discussions in collaboration with the Clinical Nurse Manager to promote 
participation amongst team members to improve outcomes. 

10. Act as a positive role model and leader for all staff, demonstrating behaviour in line with Brightwater’s Mission, 
values and policies and procedures, and use effective problem solving skills to resolve conflict at the earliest 
opportunity while promoting a positive and responsive team environment.  

11. Empower the Clinical Nurse Manager and senior staff on site to take an active role in client care, relationship-building 
with clients’ representatives, developing staff, and managing adverse performance where appropriate. 

12. Identify areas of risk and facilitate the resolution of complex problems by investigating, developing and 
implementing practical solutions to mitigate risk and manage matters regarding Brightwater’s reputation. 

13. Responsible for overall maintenance of the site in collaboration with Property Services. This includes ensuring the 
living environment is well presented, comfortable, clean and in keeping with Brightwater’s service expectations. 

 

Key Working Relationships 

1. Clients and their representatives.  

2. All staff working on site. 

3. Internal stakeholders and expert teams including, but not limited to: Clinical Excellence, Quality and Information, 
Finance, People Services, Welcome Team and Commercial Services. 

4. External stakeholders including, but not limited to: Aged Care Quality and Safety Commission, Department of Health 
Aged Care Complaints Resolution, NDIS, ACCC, Foodsafe auditors, WA Police, local government, various community 
organisations. 

 

Professional Development 

1. Accept responsibility for updating/developing own knowledge/skills in relation to professional/clinical practice. 

2. Actively participate in opportunities for performance feedback with a growth mindset, including reviews and check-
ins; reflect on own performance and set goals.  

3. Complete essential training courses within the required timeframes and embed learning outcomes to continuously 
improve skills and work performance. 

4. Attend and contribute to staff meetings/discussions and collaborate with team members to improve outcomes. 
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Safety and Health 

1. Actively promote a positive safety and health culture by caring for self and others, demonstrating attention to 
physical, mental, emotional, cultural, and psychological safety.  

2. Take proactive and responsible actions to avoid, eliminate or minimize hazards. 

3. Accept responsibility for understanding and recognising the risks and hazards associated with work duties. 

4. Report all incidents, hazards, and injuries immediately. 

5. Use equipment, such as personal protective and manual tasks equipment, as trained and required. 

6. Adhere to infection control principles and practices. 

 

NDIS Risk Assessment   

This position involves the direct delivery of specified supports or services to a person with a disability and therefore is a 
risk assessed role that requires the person to hold a valid and satisfactory NDIS Worker Screening Check.  

 

Other Information  

1. Provide on-call support to site staff out of hours in conjunction with other senior staff. 

2. Flexible working hours may be required at times to effectively discharge the responsibilities of this position. 

3. This position has been identified as a Kep Personnel Officer. 

 

Selection Criteria – Qualifications, Skills, Knowledge, Experience 

1. Qualified and suitably registered with the Australian Health Practitioner Regulation Agency (AHPRA). 

2. Relevant tertiary qualification in Health/Community Service-related discipline (desirable).  

3. Strong leadership experience in managing a team, including the ability to implement and drive change.  

4. Experience managing a residential aged care facility, operationally or clinically (desirable). 

5. Strong commitment to providing safe, high quality care using a client-centred approach. 

6. Sound understanding of accreditation in aged care or health and the federal and state aged care reforms, and a 
proactive approach to quality improvement. 

7. Demonstrated ability to build and maintain effective working relationships with internal and external stakeholders 
using excellent written, verbal and interpersonal communication skills.    

8. Demonstrated analytical and problem-solving skills, with the ability to organise and prioritise, manage delegated 
tasks, work effectively under pressure, meet deadlines and use resources effectively, safely and efficiently. 

9. Demonstrated experience in the operational management of physical, human and financial resources, including 
budgeting, recruitment, performance management, training and development, with knowledge of safety and health 
legislation and employment legislation. 

10. Demonstrated computer skills with sound knowledge of Microsoft applications (e.g. Word, Excel, Outlook, 
PowerPoint, MS Teams) and the ability to interpret data and write reports. 

11. Working knowledge of the aged care accreditation standards and accreditation cycle/process (desirable). 

12. Current Western Australian ‘C’ Class Driver’s Licence.  

13. Satisfactory National Police Certificate and Bankruptcy clearance obtained within the last 12 months. 

 


