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	Position Title:
	General Manager, Community Services and Supported Living
	Date:
	July 2022

	Role Reports to:
	Chief Operating Officer
	Direct Reports:
	1. Regional Manager Accommodation and Community Services
2. Regional Manager Allied Health and Specialist Services
3. Manager Employment 

	Role Purpose:

	Provide a leadership role in the development of services within the CSS department; having a key role in the management of people, finances and stakeholders, formulation of organisational policies, operational plans and corporate strategies. 

	Key Accountabilities:

	#
	Accountability
	Activities
	Performance Benchmark

	1
	Program Management
	· Establish the direction of the department, consistent with the strategic plan of MDS.
	· Operational plans are established for the department and are reviewed quarterly. 


	
	
	· Ensure that programs are established and maintained in accordance with MDS WH&S, QA and risk management frameworks.
	· All MDS policies and procedures are adhered to and all risks are reviewed and risk minimisation strategies are developed.


	
	
	· Monitor service provision to ensure that outcomes for service participants and customers to meet agreed goals and/or learning outcomes as well as meet the principles of governing legislation including the Disability Services Act, Mental Health Act, NDIS Quality & Safeguards Commission, confidentiality and privacy laws etc.

	· Service provision reports are provided monthly in line with funding outcomes.
· All services meet relevant legislation & standards

	
	
	· Develop and implement polices and procedures to support the effective and efficient delivery of services within the department. 
	· An annual review of policies and procedures occurs and new policies and procedures for new programs are in place prior to commencement of the contract.


	
	
	· Manage any grievances / reportable incidents that have been escalated in accordance with the MDS policy. 

	· Grievances are responded to within 48 hours.

	
	
	· Identify opportunities to promote MDS
	· Division based marketing plan is established in consultation with Marketing division. 


	
	
	· Manage WHS and Risk within department. 
	· Actively work with services and staff in the region to meet organisation targets for WHS and risk management and compliance.

· Minimises or eliminate injury and risk through putting in place appropriate structures and procedures.

· Provide opportunity for staff to report hazards and risks and provide feedback

	2
	People Management
	· Manage the performance of your direct reporting team at MDS including annual performance. 
	· Performance reviews are undertaken within the agreed timeframe with feedback provided on performance throughout the year.

· 

	
	
	· Develop individual development plans for members of the team in line with their training and development requirements.
	· Individual development plans are established and monitored.

· 

	
	
	· Manage the recruitment and selection process for members of the team.
	· The recruitment process is undertaken in accordance with agreed MDS policies and procedures



	
	
	· Provide guidance to managers and coordinators around managing their people in accordance with MDS HR policies and procedures.

	· Coaching is provided as required 

	3
	Financial Management
	· Prepare annual budgets for the division in consultation with the Financial Controller and Chief Operating Officer.
	· Budgets are to be prepared and submitted to the General Manager of Operations for approval in April each year.


	
	
	· Review division budgets in half yearly forecasting to assess progress relative to target.  

	· Budgets are reviewed with explanations provided for any variances.

	
	
	· Review monthly expenditure and income reports tracking the progress to target for the department.

	· Expenses and income is monitored monthly. 

	
	
	· Guide and support managers and coordinators in the review and reporting of their area budgets.
	· Managers and Coordinators are able to manage their finances within the approved budget.

	
	
	· Provide support to the Financial Controller as required. 
	· Questions from the Financial Controller are responded to within 48 hours.

	
	
	· Authorise expenditure within budget limits and in accordance with the parameters of the division annual budget.


	· Budget is adhered to with any variances explained.

	4
	Growth
	· Identify opportunities for new revenue or service improvement.

	· Attend industry specific conference and read discussion papers to help identify opportunities. 

	
	
	· Draft briefing notes in consultation with the CEO and other internal stakeholders for the continuation, enhancement or expansion of current or new programs.

	· Briefing notes are completed within specified time with the appropriate stakeholders engaged.

	
	
	· In consultation with the MDS relationship Manager position collaborate with external agencies and other third parties around the preparation of joint submissions as required. 
	· A memorandum of understanding is developed highlighting how the external agencies will work together prior to submission.


	5
	Strategic Planning
	· Actively participate in strategic planning for MDS as part of the executive group.
	· The incumbent actively contributes to all strategy sessions.

	
	
	· Advocate the work of the department when reviewing performance and establishing future objectives.
	· The position of the division is made clear to the executive team.

	
	
	· Identify projects / activities that will link the operational plans of the division to the vision of MDS. 
	· Activities and projects are established with MDS vision and values in mind.

	
	
	· Communicate the vision of MDS 
	· Focus group feedback identifies that the team understands the vision of MDS and their contribution to it.

	6
	Stakeholder  Management and Customer Service
	· Develop and maintain relationships with funding bodies and strategic partners including NDIA, Quality and Safeguards Commission and Australian Skills Quality Authority
	· Funding bodies. Partners and other relevant stakeholders speak favourably of MDS.

	
	
	· Advocate the services of MDS and the department to key stakeholders in the community.

· Promote and take a leaderships and mentoring role to ensure MDS delivers and maintains a high customer service standard 
	· Key stakeholders have a high awareness of MDS services.
· MDS standards for quality customer service are met and staff have awareness of their role in ensuring MDS upholds and maintains quality customer service

	
	
	· Participate in and contribute to industry forums and peak bodies to support the development of the industry and to promote the work of MDS. 
	· Attendance and forums and conferences as required.

	7
	Personal Development
	· Identify opportunities for personal growth and development and undertake training as specified in the individual development plan.
	· Individual development plans are established and is followed through.

	Decision Making
	· Independently?
	Management of the department is undertaken by the position which includes: the review of all services, programs & projects; people management; budget management; as well as establishing and maintaining relationships with key stakeholders. 

	
	· Refer to manager?
	Expenditure above agreed limits, corporate risks, major service changes and sensitive matters around termination are discussed with the Chief Operations Officer. Strategy around growth initiates / submissions is referred to the CEO.

	
	· Cascade down?
	Daily operations of programs are delegated to the direct reports. Direct reports will refer escalated client or staff issues; expenditure in excess of agreed limits; and the sign-off of any changes to policy or procedure to the GM.

	Key Relationships / Interactions

	Internal:
	External:

	· Chief Operations Officer– Open and ongoing communication to discuss priorities as well as to seek feedback on performance, mentoring and development. 
· Chief Executive Officer – As required

· Executive Team – As required, to work on joint projects, seek support from shared services as well as to share knowledge and ideas.

· Manager and Coordinators – As required to discuss area priorities as well as to provide feedback on performance.

· Other MDS Team Members – As required, to discuss MDS programs and deliverables.
	· MDS Clients – As required, to discuss any operational concerns that have been escalated.
· Business Partners – As required, to discuss operational matters around service delivery as well as contract management of the RTO relationship.
· Community Stakeholders – As required, to promote the role of community training & development within MDS.
· NDIA/Government/ Funding Agencies – As required, to discuss operational matters 
· BSI and ASQA – As required, to discuss quality certification and accreditation


	Key Role Challenges

	1.
	Attracting and retaining the right people to work in the program given the shortage of skilled candidates in the market and the burn-out rate associated with the disability sector.

	2.
	Maintaining sector knowledge including industry knowledge associated with NDIS regulatory frameworks within the context of ongoing change.

	3.
	Ensuring NDIS funded services meet budget and are adequately staffed.
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