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	POSITION DESCRIPTION
 Plan Management Provision Processing Officer
 



ABOUT MOIRA

MOIRA is a not-for-profit incorporated association providing a range of support services for people living with disabilities and youths experiencing disadvantage, as well as their families and carers, in Melbourne and throughout Victoria. 

MOIRA is a child safe organisation that promotes the safety, participation and empowerment of children and young people, including those living with a disability.

OUR VISION 

Our vision is to enable all persons, regardless of ability and circumstance, to live independent, fulfilling lives with and within their chosen community. 

To help us realise our vision we are guided by our four values.  

OUR VALUES

· providing outcomes-based services that customers find valuable
· having a trustworthy, person-centred approach to service development and delivery
· being engaging and dignified in our dealings with all persons and organisations
· taking every opportunity to learn from our customers.
OUR CULTURE

At MOIRA we are:
· committed to great service – we aim to exceed expectations;
· embracers of innovation – we strive for better every day;
· professional and engaging – we put people at ease by demonstrating integrity, empathy and flexibility;
· trusted advisors – we are trusted experts committed to adding value and finishing what we start;
· dignified and respectful – we treat others the way we enjoy being treated ourselves; and,
· curious – we learn, grow and expand our horizons. 
This document should be read with MOIRA’s Team Member Annual Declaration (U-F021), MOIRA’s Code of Conduct (U-F003) and the terms of the employment contract.

POSITION SUMMARY  

The Processing Officer is responsible for working with Participants and their families, the National Disability Insurance Agency (NDIA) and with other services and Service Providers in order to deliver on Plan Management Provision (PMP) business objectives.

	Responsibilities  
	· Delivers on business model goals as communicated by the PMP Team Leader.
· Has a clear understanding of MOIRA’s culture as the means by which goals are achieved.
· Reinforces MOIRA’s vision and values regularly and consistently in interactions with team.
· Takes responsibility for their own learning, staying up to date with changes to PMP program and processes.
· Actively promotes a safe working environment, to ensure the health and safety of all MOIRA team members.

	Capabilities 
	· Solid administrative skills, high computer literacy and attention to detail.
· Strong customer service focus, able to represent the MOIRA values in each interaction with Participants.
· Adaptable and flexible in approach, consistently models and promotes MOIRA’s cultural values.
· Is committed to meeting set targets.
· Self -motivated, with a personal drive for the achievement of results.
· Good problem solver, able to identify obstacles and resolve issues in a timely manner. 
· Effective communicator, able to build relationships with varied stakeholders including colleagues and Participants.

	 Networks
	Other service providers, funders / regulators, business partners and key Participant representatives and nominees.
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	Qualifications and Experience 
	· Capability of working with people with disabilities, their families, carers, service providers, support co-ordinators including the NDIS (National Disability Insurance Scheme); and, 
· Possesses a proven track record of working in a customer service or administrative role. 

	Reporting relationships
	The role reports directly to the PMP Team Leader.

	Functional responsibilities  
	Participant engagement
· Performs general phone and administrative duties.
· Establishes service bookings within the NDIS portal. 
· Undertakes processing activities i.e. claims, errors, payments.
· Ascertains Participant needs to provide targeted information to them. 
· Escalates matters where appropriate.
· Follows up enquiries.
· Acts as an information source for complex Participant issues. 

Participant transactions 
· Processes invoices including seeking authorisation and coding.
· Provides basic information to Service providers.
· Ensures adherence to processes surrounding the transactional services. 
· Meets all KPI's set by the business.
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