
 

 

Client Advisor  
Position Description 

EMPLOYMENT TYPE Full Time (1.0FTE) / Part Time ( FTE)  

CONDITIONS Permanent  

TEAM  

REPORTING RELATIONSHIPS 
Reports to: Regional Operations Team Leader       

Direct Reports:  Nil 

Our Vision 

A positive, fulfilling experience of ageing where everyone has the opportunity to live their best life. 

Role Purpose 
 
Within Benetas, Community Health & Care provides a range of services to the community including personal and domestic 
care, respite, nursing services, primary care, welfare and disability services. 
 
Client Advisors focus on achieving optimum client experience outcomes by embedding a wellness and reablement approach 
in personalised care assessments and planning. The role manages the client’s budget and service, and quality and compliance 
requirements enabling the client to live longer in their own homes with the best quality of life possible. 
 
The Client Advisor will proactively collaborate with the Workforce Coordinator and Support Services Officer to ensure optimal 
client service and experience. 
 
You will undertake your role with an ever-present mind to adhering to the Benetas customer experience vision of supporting 
our clients to live their best life, and delivering the customer experience principles of: 

Genuinely care - We genuinely care. We are kind and respectful in everything we do. 

Grow meaningful connections - We help clients make and maintain meaningful relationships. 

Value my individuality - We respond to our clients’ needs and appreciate them as an individual. 

Show me the way - We use our expertise to guide our clients and make it easier for them to live well. 

ORGANISATIONAL CONTEXT 

Benetas is a not for profit organisation dedicated to supporting older Victorians and their friends and carers through a range 

of services. Our services include a network of residential aged care homes, independent living villages, as well as respite 

and home care services. We also provide In Home Nursing services for people of all ages and Allied Health services in the 

Gisborne Oaks region. We are proud of the significant impact we make to the community through our commitment to 



 

 

research and advocacy on behalf of older people as well as our One Wish program and Hardship fund. Benetas was founded 

by the Anglican Diocese of Melbourne in 1948. 

Benetas is also committed to its people. Seventy-nine per cent of Benetas staff say Benetas is ‘A truly great place to work.’ 

We care about our people’s health and wellbeing and invest significantly in their development. We take pride in being a 

diverse and inclusive employer. We respect and value differences and we encourage people of all ages and backgrounds to 

apply. Benetas is a recognised leader in Gender Equality, having been awarded an Employer of Choice citation by the 

Workplace Gender Equality Agency for 14 years in a row. 

 
POSITION SPECIFIC RESPONSIBILITIES  
 

Key Result 
Areas 

Expectations Success Indicators 

Client Service 
and 
Experience 

 Deliver excellent client service and quality of care to all clients to 

maximise client wellbeing within the home 

 Employ a holistic (multi-dimensional) approach to goal directed 

care planning where the plan is flexible and adjusts to the 

changing needs of the client and their family 

 Collaborate with the Workforce Coordinator  to ensure consistent,  

efficient and effective use of in-home services to achieve optimal 

client experience 

 Collaborate with the Support Services Officer to ensure the 

seamless provision of client services support 

 Actively participate in building a positive culture within the team, 

contributing positively to the broader Benetas community 

 Champion the Benetas brand and be a positive ambassador  

 Provide all Community Health and Care clients with appropriate 

information relating to their identified needs, supporting the 

client’s ability to make informed decisions 

 Provide effective complaint management support to the Regional 

Operations Team Leader 

 

Positive client experience 
measured by feedback and 
increase in complements 

 

 

 

 

Increased client 
satisfaction and reduced 
complaints 

 

 

 

 

Sustained client growth and 
retention 

 

 

Operations  Undertake client intake, on boarding and assessments, including 

relevant paperwork, planning, monitoring and regular reviews  

 Develop and implement the partnership plan in collaboration with 

the client and family to develop a  service plan to meet the 

clients identified needs 

 Facilitate the provision of services and products that meets the 

clients assessed need using the client management system. 

 Assist clients in the understanding of their package spend and the 

choices available to them, manage the client budget, approve 

package purchases, and provide the necessary support to 

maximise unspent funds 

 Practice and advise within applicable legislation while recognising 

and respecting the client’s right to self-determination and dignity 

within legal parameters 

 In collaboration with the Workforce Coordinator provide 

Evidence of partnership 
planning that reflects a 
collaborative approach 

 

 

 

Clearly documented 
collaborative goals 

 

 

 

Clients achieving their 
goals and positive 
outcomes  

 

 

Effectively managing client 



 

 

leadership and clinical support to the In-Home Service Assistant 

workforce as required  

 Actively promote and refer clients to Benetas services 

resources to achieve 
optimal outcomes 

Continuous 
Improvement 

 Maintain contemporary knowledge of aged care quality and safety 

standards, service excellence, and implement best practice 

initiatives 

 Demonstrate knowledge and evidence of continuous improvement 

activities, achieve initiatives and actions as identified in the 

continuous improvement plan for the region 

 Participate in  continuous improvement activities, internal audits, 

reviews and maintenance, exercising initiative in making 

improvements to work processes 

 

Successful execution of the 
Quality continuous 
improvement plan 

 

 

O,H&S and 

Compliance 

 Ensure compliance with O,H&S requirements in the workplace 

 Contribute to the assessment and maintenance of safe working 

environments for Benetas CHC employees 

 Ensure compliance with Benetas Policies and Procedures and other 

compliance requirements. 

Completion of internal audit 
schedule 

 

Nil non-compliance with 
Quality assessments 

CORE COMPETENCIES 

Competency Description 

Live the Benetas Values Respect, Responsibility, Community and Spirit 

Bring the Customer 

Experience Principles to 

life with our Clients 

Genuinely Care, Grow Meaningful Connections, Value My Individuality, Show Me The 

Way 

Perform your role safely  For Clients, Colleagues and Yourself 

Identify and Manage Risks Awareness of business risks, to be able to correctly identify a risk and the steps involved 

to manage, reduce or eliminate the risk. 

Clinical Governance Focus Policies, procedures and behaviours that are implemented and continuously improved to 

achieve safe and high-quality care. 

Customer Focus Building strong customer relationships and delivering customer-centric solutions 

Financial Acumen Interpreting and applying understanding of key financial indicators to make better 

business decisions 

Manages Complexity Making sense of complex, high quantity, and sometimes contradictory information to 

effectively solve problems 

Cultivates Innovation Creating new and better ways for the organisation to be successful 

Plans and Aligns Planning and prioritising work to meet commitments aligned with organisational goals 

Ensures Accountability Holding self and others accountable to meet commitments 

Collaborates Building partnerships and working collaboratively with others to meet shared objectives 



 

 

Competency Description 

Manages Conflict Handling conflict situations effectively, with a minimum of noise 

Values Differences Recognising the value that different perspectives and cultures bring to an organisation 

Communicates Effectively Developing and delivering multi-mode communications that convey a clear 

understanding of the unique needs of different audiences 

Persuades Using compelling arguments to gain the support and commitment of others 

Instils Trust Gaining the confidence and trust of others through honesty, integrity, and authenticity 

Situational Adaptability Adapting approach and demeanour in real time to match the shifting demands of 

different situations 

SELECTION CRITERIA  
 

Qualifications 

 Tertiary qualifications in a Health or Social Services related discipline or commensurate experience will be 

considered 

 Clinical background and AHPRA registration highly desirable 

Essential Skills and Experience                                               Personal Attributes 

 Strong client service focus and a professional manner, 

contributing to a high performance culture  

 Demonstrable experience in case management of 

government funded packages, community resources, and 

relevant legislation in the provision of aged care services  

 Knowledge and experience in best practice quality 

models of assessment, care plan development, 

implementation and evaluation 

 Excellent client service and skills in client advocacy 

 A proven ability to take a holistic approach to client 

needs and service delivery   

 Exceptional interpersonal and communication skills to 

demonstrate empathy and understanding to older clients 

and their families 

 A positive and proactive approach to working 

collaboratively within a team and the broader community 

 Understanding and application of the issues experienced 

by aged care clients and their carers in the home and the 

differing, social, spiritual and cultural needs of clients 

 Ability to use initiative and work under pressure 

 Demonstrated experience in continuous improvement and 

innovation 

 Working within a team, takes responsibility for 
and prioritises own work,  

 Creates genuine connections with clients, 
families and team members 

 Shows positive, courteous and client-focused 
behaviour 

 Strong values and treats others with dignity and 

respect 

 High personal and professional ethics 

 Keenness to learn new information and take on 

new challenges 

 



 

 

Qualifications 

Desirable experience 

 Ability to speak a second language fluently 

 
 
 
CORE BEHAVIOURS APPLICABLE TO ALL EMPLOYEES 

Key Result Areas Key Tasks/ Behaviours 

Living our values in 

the way we behave 

and interact with 

others 

 

Respect - Takes time to understand and value each person and respects their choices 

Community - Builds strong relationships amongst stakeholders by working together in an 

open, involving way 

Spirit - Builds a positive energetic culture dedicated to creating fulfilling life experiences 

for older people 

Responsibility - Acts with integrity toward our clients, their families and carers and the 

broader community 

Leadership and Team  

 

 Leads by example  

 Maintains a positive approach that promotes confidence in those around them  

 Is open to feedback  

 Achieves agreed work goals 

 Builds and maintains effective relationships with clients, families and colleagues and 

operates in line with the Customer Experience Vision and Principles 

Health, Safety and 

Environment 

 

 Displays responsibility for self, team and environment 

 Demonstrates positive approach to own safety and safety of others 

 Achieves agreed work goals relevant to health, safety and environment 

Continual 

Improvement: Quality 

and Sustainability 

 

 Responds to the needs of customers and the changing environment in which our 

services operates 

 Understands and delivers responsibilities in line with the Risk, Quality and Clinical 

Governance Frameworks 

 Takes initiative in making improvements to work processes 

 Actively seeks new ideas and improvement  

 Demonstrate evidence of continual improvement activities  

 Strives for best practice  

 Embraces and adapts to change 

Professional and 

personal development 

 Takes responsibility for driving own professional development, expertise and personal 

development 

 Completes all relevant on and off-the-job learning experiences  

 



 

 

Evidence of the right to work in Australia 

All Benetas team members must provide evidence of their valid working rights. Appropriate evidence includes an Australian/ 

New Zealand birth certificate or passport, Citizenship certificate, Permanent residency certificate or an International 

passport with evidence of a valid working visa. All visas are subject to a Visa Entitlement Verification Online (VEVO) check. 

Police check  

All Benetas appointments are subject to a satisfactory police check, and a statutory declaration for those people who have 

lived overseas over the age of 16 for more than 12 months.  

Influenza Vaccination 

All Benetas roles required to access a Residential Services Home as part of their duties, are subject to obtaining and 

maintaining annual influenza vaccinations. Evidence must be provided as a condition of employment. 
 


