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	Position Title: 
	Yooralla Connect Administrator
	Division: 
	Community Services	

	Position Reports to: 
	Manager Yooralla Connect
	Direct Reports:
	Nil	

	Classification  
	Staff Terms and Remuneration (STAR) 
	Band
	4

	Approved by: 
	Executive Director Community Services
	Date approved
	February 2020

	
Primary Position Objective:
Yooralla Connect Administrators provide a welcoming first point of contact for all service enquiries. Yooralla Connect Administrators are responsible for ensuring accurate management of the on boarding process and a positive informative experience for both potential and existing customers.

	
Organisational Overview
Yooralla is a not-for-profit organisation offering high quality support services for people with disability. Established in 1918, Yooralla offers a wide range of services to people with a disability.   Yooralla employs over 2000 Yooralla employees who provide services to people with disability across Victoria.

	
Vision
A world where people with disability are equal citizens

Mission
To provide quality, sustainable and flexible services that uphold human rights and create opportunities, empowering individuals to live the life they choose
	
Values
Customer Focused in our service, creative in our solutions
Courageous in speaking up, determined in facing challenges
Authentic in our relationships, honest in our conduct
Accountable in our work, responsible for our actions
Respectful of choices, embracing of diversity
Passionate about our work, driven by our vision




Organisational Accountabilities (applicable to all employees)					

	Positive Working Relationships
	Customer Safeguards and Wellbeing

	Occupational Health and Safety
	Quality Assurance and Continuous Improvement

	· Demonstrated ability to work as part of, and contribute to, a person centred team.

· Facilitate good working relationships with the community, customers, their families, and carers, and all departments in Yooralla through clear communication and a willingness to work towards positive outcomes. 

· Demonstrated ability to initiate and maintain contacts with a broad range of people and community organisations to facilitate customers' access to services, appropriate communication with fellow workers, families and other people involved with the service and in the life of the customer.
	Safeguard and promote the rights and wellbeing of every individual so they are recognised, respected, protected and fulfilled.  
 In providing quality services, Yooralla staff must comply with 
· the Disability Service Standards
· Victorian Charter of Human Rights and Responsibilities Act 2006 
· the Principles and Objectives of the Disability Act 2006
·  the United Nations Convention of the Rights of Persons with Disabilities 2006 

Cultural and Linguistic Diversity
Undertake all interactions with customers and co-workers in a culturally sensitive manner.
	Comply with the requirements of Victorian Occupational Health and Safety (OHS) Act 2004 and related OHS procedures and Safe Operating Procedures developed by Yooralla, including:
· Work in a manner that considers the health and safety of self and others
· Report to work fit for duty and not negatively affected by alcohol, drugs, medication or other substances
· Ensure that all work areas are maintained in a safe condition
· Complete site induction
· Identify, report and record all safety hazards, incidents and injuries
· Participate in OHS training programs
· Participate in OHS consultation and communication meetings
· Wear and maintain personal protective equipment and clothing correctly
	· Attend meetings, workshops, conferences and training as required.

· Become familiar with and follow Yooralla’s policies, procedures and management instructions.

· Be open to new ways of doing things that enhance the quality of life of people with disabilities; respond to challenges with innovative ideas and solutions.

· Strive for and promote a continuous quality improvement culture in the quality system and work practices, and offer strategic advice to improve customer relations.



Decision Making Authority:
Please refer to the delegation schedule available on the Yooralla Intranet http://intranet.yooralla.com.au 

Position Specific Responsibilities

	Key Result Area 
	Key tasks
	Indicative Time 

	· Qualify existing and potential customers and align requirements with Yooralla services where practicable. 
	· Support enquiries for services received via phone, email, website, social media and newsletters
· Make outbound calls and follow up cases logged by service areas in response to service enquiries 
· Provide an initial assessment and screening service for people enquiring about Yooralla services, record and log cases 
· Verify and update information in CMS, PRODA (as required) record caller responses to questions on Disability, Supports and Risks and allocate cases to the appropriate service area for processing
· Ensure accurate and comprehensive customer information by maintaining up to date file notes and maintenance of databases in order to monitor effective service delivery
· Book customer site visits/meetings as required to support on boarding process
· Refer customers appropriately, including coordinating the on boarding of referrals, acknowledging receipt of referrals and completion of priority analysis processes
· Assess eligibility and support needs of new and existing customers and advise of the breadth of Yooralla’s service offerings
· Qualify and review customers budgets, needs, timing and authority. 
· Adopt a holistic approach to Yooralla service offerings in response to individualised support needs using the salesforce flow questionnaire identify and advise of additional services. Promote additional Yooralla services to customers as appropriate, to support their needs and align with their plans
· Ensure all correspondence is managed and receives a prompt response
	· 45% 

	· Establish service agreements with customers and secure commitment to the terms, conditions and costs associated with the services. 
	· Liaise with the relevant Yooralla personnel in the referral process
· Clarify and communicate the services ability to provide services (validate capacity and timelines) 
· Assist in the coordination of waitlists including maintaining connections with potential customers through the process and on boarding systems
· Support in the preparation and finalising of agreements with customers and capture details accordingly in the relevant systems (Salesforce, Proda) 
· Work collaboratively with ITS and operations to support the roll out of system upgrades and pricing changes 
	· 45% 

	Support the administrative function of the Yooralla Connect Team and drive Yooralla’s values when delivering the on boarding function
	· Contribute to the reporting function of the Yooralla Connect Team, updating Salesforce and providing information as required. 
· Provide feedback on the system to drive continuous improvement.
· Adhere to and actively promote Yooralla’s Mission, Vision and Values, professional service standards, and the Disability Service and NDIS standards.
· Abide by the privacy, confidentiality and access to personal information regulations and deliver a duty of care.
· Actively participate in supervision and team meetings
· Participate in professional learning programs as required for the Yooralla Connect Team
	· 10% 



Selection Criteria

	Mandatory Requirements
	Current National Police Record Check
Eligibility to work in Australia
International Police Check (if required)
Working with Children’s Check 

	Qualifications
	Not applicable
 

	Professional Experience
	· Extensive experience in an office environment
· High level of computer literacy in Microsoft office
· Demonstrated use and knowledge of Salesforce and PRODA
· Proven experience in working in a contact centre , customer service or similar role
· Well-developed interpersonal; and communication skills
· The ability to build effective relationships and liaise with people for diverse backgrounds
· Demonstrated experience in providing professional, friendly customer service

	Key Knowledge Areas
	· Disability Act 2006	
· National Disability Insurance Scheme (NDIS)
· Victorian Charter of Human Rights and Responsibilities
· PRODA/Salesforce 
· NDIS Guidelines/Pricebook

	· Personal Skills and Attributes  
	· Strong communication skills, both written and verbal, as well as “people skills”	
· Actively demonstrate and promote Yooralla’s Mission, Vision and Values and professional service standards, Disability Service standards, NDIS Practice Standards 
· Excellent initiative and self-directed work practices as well as highly developed organisational skills
· High level of professionalism, confidentiality and discretion
· Ability to work autonomously and /or within a team environment   			
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