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	Position Title / Type
	National Client Services Manager (NCSM)
	EFT: Full-Time
SCHADS Award
Level 7 Pay Point 3


	Responsible For
	Managing the National Client Services team of staff and volunteers to deliver quality and relevant job preparation services to women facing disadvantage and looking for work across Australia.

	Responsible To
	General Manager
Sits within the Leadership Team and supports Strategic Goals for Client Services.

	Location
	National Office. Bridge Road, Richmond. 

	Contact
	Phone 03 9662 4289
	Email amanda@fittedforwork.org

	Date  / Version
	4th October 2021
	V.1.1


[bookmark: _Toc82765426][bookmark: _Toc82765560][bookmark: _Toc82765600]Contents
About this position	1
Key Relationships	2
Key Result Areas	2
Purpose and Values requirements	3
About you	3
Skills and Experience requirements	3
Qualifications requirements	4
Personal attributes	4
[bookmark: _Toc82765601]About this position
[bookmark: _Toc82765602]A senior leadership position at Fitted for Work, The National Client Services Manager (NCSM) is responsible for the general management, evaluation, development and implementation of programs and initiatives that assist women experiencing disadvantage transition to sustainable employment. 
This role is responsible for managing a team of 5 Client Services Coordinators to deliver Fitted for Work services and programs nationally. Ensuring that the services are of a high standard, meet the needs of clients and achieve the outputs and outcomes desired.
As the most senior client services role reporting to the General Manager (GM), the position will deputise for the GM as required and represent the organisation with Government, Corporates, Trusts and Foundations and other community organisations.
Key Relationships
	Internal
	This position manages the National Client Services Team
This position reports to the General Manager and works closely with the Leadership Team.
This role works closely with FFW social enterprises The Conscious Closet and Sheworks
This position oversees the contribution of volunteer and pro-bono support teams

	External
	Community sector organisations and referral partners.
Corporate partners, supporters and sponsors.
Local government and philanthropic funding bodies
Government funded Employment Support Services and Jobs Victoria.
Fee for Services contact partners such as CBA and ANZ



[bookmark: _Toc82765603]Key Result Areas
Key Result Area 1
	Key Result
	Leading and Supporting Client Service Teams 

	Tasks
	· [bookmark: _Hlk5959349]Oversee the management of client services and referral teams nationally, ensuring they are supported through regular supervision, performance and training plans to manage their programs effectively.
· Apply the FFW Growth, Performance and Success (GPS) performance management process across client services and referral teams to ensure performance standards are met. Review progress quarterly. 
· Develop new training opportunities and/or tools to support staff and volunteers in providing quality client services
· Lead client services team meetings
· Maintain a level of knowledge to provide expert advice internally in the sector and externally on issues facing women experiencing disadvantage in their transition to work
· Connect Sydney & remote workers to ensure consistency of service delivery



Key Result Area 2: 
	Key Result
	Managing General Operations of Client Services

	Tasks
	· Manage the quality delivery of site-based, online and referral services to ensure they meet the needs of clients, are effective, timely, efficient and responsive. 
· Deliver on annual client services and related KPIs
· Prepare a monthly report on client services for inclusion in the Board report programs 
· Manage diary and travel commitments, including prioritise workload commitments
· Provide information, data and recommendations from client services for tenders and proposals and where appropriate write proposals and contribute 
· Ensure reporting to Trusts, Foundations and Government are delivered on time and to a high standard
· Manage program budgets, including preparing and monitoring monthly income and expenditure
· Implement and maintain all OHS, Finance, HR and Operational Policies and Procedures related to client services 
· Work with the GM and client services team in reviewing and developing documents, website content, policies and procedures related to client’s services 
· Prepare regular service delivery reporting to meet fee for services funding requirements 



[bookmark: _Hlk84238948]Key Result Area 3: 
	Key Result
	Monitoring, Evaluating and Developing Client Services 

	Tasks
	· Develop mechanisms for assisting clients to identify their needs. Analyse client data and feedback to Identify gaps and opportunities in service provision and develop programs to meet the needs of clients
· Identify, develop and implement operational systems and processes that will enable the client services and referral teams, and volunteers to deliver high quality services.  
· Develop programs and initiatives that assist clients to transition to sustainable employment (for example, the transition to work program embedded in the social enterprise)
· Oversee client and program data integrity for CRM to provide accurate and robust data for evaluation
· Develop opportunities for synergy between programs and initiatives to ensure efficiencies and greater effectiveness of the programs 
· In collaboration with the client service coordinators, ensure a monitoring and evaluation framework is applied, and a culture and practice of continuous improvement is established.
· Develop innovative programs and initiatives that will attract funding and assist clients to transition to sustainable employment (for example, the Multicultural Hub)
· Identify opportunities for fee for service and Supervention programs and grow this offering.
· Promote, develop and deliver programs in partnership with identified corporate supporters such as ISPT and Bank of America



Key Result Area 4: 
	Key Result
	Developing and Maintaining Key Stakeholder Relationships

	Tasks
	· Develop strong relationships with external stakeholders, including community organisations, Trusts and Foundations, corporate, government and donors.
· Develop and maintain relationships with referral organisation such as Employment Support Services, community organisations and Disability Employment Services to ensure client reach and targets for booked appointments.
· In collaboration with the GM provide strategic input and assist in the development of relationships with businesses and corporates to ensure service provision to clients (e.g. workplace familiarisation days, work experience placements etc)  
· Develop partnerships with community organisations and government departments to ensure Fitted for Work can share learning and develop opportunities for funding and partnerships. 
· Actively participate in and contribute to a Fitted for Work leadership team
· Represent FFW at network meetings, events and functions, and conduct presentations for stakeholders as required



[bookmark: _Toc82765604]Purpose and Values requirements 
Actively support Fitted for Work’s purpose: 
To help women experiencing disadvantage to get work, keep work and navigate their world of work.
Support and live our values:
Generosity: We are generous in giving our time and resources to help others.
Respect: We respect ourselves, each other, our clients, volunteers and stakeholders. We treat everyone with compassion and understanding.
Courage: We are brave and do what is right even when it’s difficult.
Positively and constructively represent our organisation to all stakeholders
Behaviour contributes to a workplace free of discrimination and bullying
[bookmark: _Hlk82762154]Follow all Fitted for Work policies and practices. 
[bookmark: _Toc82765605]About you
[bookmark: _Toc82765606]Skills and Experience requirements
[bookmark: _Hlk82762181] Essential
Proven experience (3+ years) working in a community service/development environment and demonstrated experience in identifying and developing programs and services to meet the needs of clients
Demonstrated ability to positively lead and proactively manage staff across geographical locations and from multi-disciplinary backgrounds
Ability to manage and lead volunteers to ensure they are able to contribute effectively to the organisation and they feel supported to carry out their role
Demonstrated experience in establishing and achieving the Key Performance Indicators and standards that ensure the provision of quality programs 
Experience in implementing and maintaining impact measurement frameworks ensuring a continuous improvement cycle
Strong track record in representing organisations in a professional and positive manner and ability to establish effective partnerships and communicate professionally with members, the public and external organisations
Cultural competency, respectfully working with people from diverse backgrounds 
High level organisational skills, including acute attention to detail and the ability to prioritise workflows to meet competing demands and deadlines. 
High proficiency / competency in use of technology and systems for the role (Microsoft suite, Salesforce CRM, phone, web and video communications)
Desirable
Experience working in a similar role, preferably within a Not-for-Profit organisation. 
[bookmark: _Toc82765607]Qualifications requirements
Relevant tertiary qualification in welfare, social work, education, HR or related field
Current Working with Children Check (Employee version) required 
Current Police check required 
[bookmark: _Toc82765608]Personal attributes
‘Can-do' attitude. Flexible, proactive, and resilient in an evolving workplace. 
Collaborative, supportive and inclusive. Contributes to a team-based culture, whilst able to work independently with limited supervision. 
Excellent interpersonal skills: ability to build relationships and rapport and accept and implement feedback. 
Innovative. Can identify and implement creative solutions to problems.
Ethical and accountable: Can maintain professionalism and uphold organisational values.
High level attention to detail
Approval and revision
	Version
	Approved by
	Effective Date

	1.1
	Managing Director
	4/10/21



[bookmark: _Hlk82762115]Document created by: Amanda Carlile, General Manager
 © Fitted for Work 2021
Contact
National Head Office: 513-515 Bridge Road, Richmond VIC 3000 
Western Sydney Office: Suites 37 & 38, 70 Phillip Street, Parramatta NSW 2124
Phone: (03) 9662 4289  | Email: info@fittedforwork.org 
Web: www.fittedforwork.org | www.theconsciouscloset.org.au | www.sheworks.org.au
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