[image: image1.png]




Position Description - Executive Manager Client Services and Business Development
Organisation Context
We are a leading community organisation, offering specialized supports to children and adults with Autism and those with intellectual disability and complex needs.

Through skilled assessment and early intervention, specialized therapy, innovative capacity building and sector leading accommodation, we walk with people through every step of their journey.

Our dedicated staff are highly trained allowing them to deliver all supports safely and to advocate for the disability community.

At Gateways we:

· Empower and support people to maximise their quality of life, potential and positive relationships.

· Build knowledge in communities to enrich their understanding and active embrace of people with disabilities.

Gateways is committed to providing quality, safety and wellbeing to every person who uses our services. Our recruitment policies and procedures are designed to promote the safety and protection of all people we support.

Core Values

The following organisational values apply equally to relationships with children / adults with a disability / additional need, their families, staff, volunteers and other organisations and the broader community.

Commitment and Cooperation 

Opportunity and Openness

Respect and Reliability

Excellence and Empathy

Position Summary

The Executive Manager, Client Services and Business Development reports to the CEO, and is a valued and integral member of Gateways Support Services Inc (GSS) Executive Management Team.

At GSS, the overall role of each Executive Management team member is to lead operational delivery performance, develop people, facilitate change, and implement strategy and innovation for improvement in opportunities. This includes for clients and the impact of the organisation whilst also managing any potential risks. 

Within this leadership context, the Executive Manager, Client Services and Business Development leads the delivery of an outstanding client experience and clinical/technical Centre of Excellence which ensures consistent high-quality service performance, and leads the organisations strategic planning and ongoing business development that grows the GSS organisation and services.

Direct Team

The Client Services and Business Development function is comprised of
· Client Intake management – responsible for customer engagement and building a best practice client experience

· Practice Management Centre of Excellence – develop clinical and technical expertise, shared practice across GSS including standardisation of services and quality outcomes

· Strategy & Business Development- support developing the strategic plan and generating new ventures and service opportunities

Key Accountabilities

	Excellence in client engagement 


	· Oversee the set-up and growth of the client experience function including identifying, triaging, assessing and on-boarding clients ensuring a positive and holistic first experience

· Lead business transformation initiatives to deliver improvements in client service delivery and operational efficiency

· Provide insights from client needs and practice to drive business and product strategy

· Deliver and provide analysis on management reporting of customer metrics

· Ensure comprehensive understanding and continuous improvement in client journey maps in response to data and contemporary practice 

· Execute customer research projects

· Collaborate with Regional Service Delivery Managers on problem resolution 

· Ensure timely and appropriate response to clients and their families concerning customer safety and wellbeing/customer care, incidents, complaints and investigations


	Excellence in practice and policy  


	· Oversee the review and update of policies, processes and guidelines to meet governance, compliance and audit requirements and ensuring they capture the learnings from research and client feedback

· Establish the frameworks for industry research and analysis to ensure Gateways remains informed of and responds to changing market dynamics including regulation, client preferences, competitors and changes to best practice service design and delivery

· Report on practice outcomes by establishing reporting rhythms and mechanisms that enable improved strategic planning, decision making, continuous improvement and monitoring of progress against strategic plan

· Produce high-quality policy analysis, research reports to inform internal strategy and practice improvements and to contribute to external submissions and thought leadership 

· Develop and deliver evidence-based recommendations for changes in business practice or policy changes which improve outcomes for clients and facilitate inclusive markets 

· Participate in relevant government and regulatory processes and external forums so that Gateways’ position is communicated and is recognised as a key stakeholder and credible expert in these processes

· Work with key stakeholders on the development, implementation, monitoring, and evaluation of Gateways’ governance/quality frameworks in line with applicable safeguarding frameworks, legislative standards and reporting requirements internally and externally



	Excellence in strategy and business development 
	· Lead the review and redevelopment of Gateways’ service offerings to ensure sustainability is aligned to evolving market demands

· Understand traditional revenue and funding options as well as more creative sources including social enterprise models and social finance products

· Leverage relationships across government and both private and public sectors to promote Gateways vision

· Undertake forward-looking and anticipatory environment scanning for emerging client policy issues as a key input to developing research priorities

· Oversee the development of Gateways policy agenda 

· Work collaboratively with the executive team in assessing trends, products and market forces to develop appropriate strategies and commercial solutions, including maintaining a rolling 3 year strategic plan for the organisation 

· Prioritise and triage needs of internal and external stakeholders to identify and deliver innovative solutions

· Ensure comprehensive scenario modelling to inform rigorous commercial business cases

· Represent Gateways in negotiations for the identification and development of new business ventures and functions consistent with Gateways mission and values

· Deliver growth through business development and marketing activity

· Foster a culture of innovation and continuous improvement



	Lead the Client Services and Business Development Team
	· Ensure the team is skilled and capable to meet the needs of GSS and achieve the objectives of the Client & Business Development function, particularly to build networks with key stakeholders, coach and support across all levels.

· Lead by example, coach, mentor and motivate staff to ensure effective management, accountability and compliance within an inclusive,  productive and supportive team environment 
· Set and measure clear objectives, targets and outcomes within Gateways performance management framework
· Ensure a service culture which is customer-focused and performance driven and establishes a high level of commitment to quality.

· Ensure effective resource planning and management is undertaken

· Project manage, or oversee the project management of, key initiatives and projects ensuring implementation on time and on budget

· Foster innovation by promoting an ideas culture, taking considered risks to translate opportunities into practice

· Ensure individuals access professional growth and career development opportunities 




The following organisational accountabilities apply to all Executive Managers 

	Organisational Accountabilities 
	Expected outcome for all executive managers 

	Highest quality outcomes for clients
	Deliver customer centric services to meet client demand and be excellent at stakeholder management including liaising with families and clients and partners 

Be responsive to and flexible in responding to future wants and needs 

	Safe and productive work environment for staff 
	Assist direct reports to remove barriers and connect them with the right people in the organisation 

	Financial performance and accountability 
	Prepare and manage an annual budget for the division.  Monitor income and expenditure and support managers to take appropriate and timely measures to address variances.  Deliver against all financial targets 

	Celebrate the achievements 
	Celebrate good performance and contribute to internal and external communications.  Work with teams to celebrate team based achievements 


Personal Profile

	Qualifications
	· Tertiary qualification in Business, human service practice governance or related discipline 

	Functional Experience and expertise
	· Strategic ability to look ahead, identify and realise growth opportunities

· Knowledge of legal and operational risks in a human services environment 

· Proven commercial acumen

· Strong interpersonal, negotiation, commercial and project management skills

· Creative and innovative in problem solving and providing solutions

	Career Experience
	· Extensive organisational change experience at strategic level, achieving change through influence as well as direct ownership
· Evidence of delivering product/service innovation in response to changing market dynamics

· Demonstrated track record of delivering against business objectives

· Demonstrated ability to lead a multidisciplinary team

· NFP and Disability sector experience is ideal 

	Culture Fit and Impact
	· High integrity and ethic approach, building respectful relationships

· Confidence to accept responsibility and to act with authority and independence within delegated responsibilities; ability to delegate appropriately 

· an intuitive and successful communicator and relationship builder

· bring a change leadership orientation

· Positive and flexible approach to work in a changing environment
· Possess the leadership capabilities as contained in the GSS Senior Management Capability Framework (see Appendix)

· Strong analytical skills with the ability to generate insights and translate into outcomes which contribute to the growth and high performance of GSS.


	Terms and Conditions of Employment  
	· Full time, ongoing
· Location: Based at Thompson Road with the expectation to travel to Werribee, Footscray and Warrnambool when required
· An individual contract will apply
· Remuneration package is negotiable based on experience
· In order for Gateways to fulfil funding and duty of care obligations, the position includes ongoing requirements that must be met by the employee by designated dates. These requirements include mandatory training, updating Working with Children Checks and providing a copy of your driver’s licence. Failure to meet these requirements will result in disciplinary action. 

· You must supply evidence of a current NDIS Screening Check (mandatory from 1st Feb 2021)

 


Attach: Appendix – Gateways Support Services Senior Management Capability Framework

APPENDIX
The following capability requirements apply to all Executive Managers

	Core areas of focus 
	

	Responsive to Clients 
	Placing a high priority on the internal or external client’s changing needs and perspectives when making decisions and taking action; implementing service practices that meet the client’s and own organisation’s needs.

	Builds better pathways 
	Encouraging others to implement better approaches to address problems and opportunities; leading the implementation and acceptance of change within the workplace.

	Disciplined in Execution 
	Ensuring others contribute to organisation strategies by focusing them on the most critical priorities, measuring progress, and ensuring accountability against those metrics.

	Contemporary decision making
	Securing and comparing information from multiple sources and uses this as the basis for identifying operational business issues; committing to an action after weighing alternative solutions against important decision criteria.

	Works collaboratively
	Use effective involvement strategies to collaboratively develop and deliver ideas and shared commitment to actions that support specific work outcomes.

	Delivers results 


	Setting high goals for personal and group accomplishment; using measurement methods to monitor progress toward goals; tenaciously working to meet or exceed goals while deriving satisfaction from that achievement and continuous improvement.

	Passionate about Coaching and Developing 


	Providing feedback, instruction, and development guidance to help others excel in their current or future job responsibilities; planning and supporting the development of individual skills and abilities.


[Month, Year]
Position Description – [Title of position]
1

Position Description – Executive Manager Client and Business Development – May 2021

1

[image: image1.png]