
 
 

DISABILITY INDEPENDENCE PROGRAM MANAGER 
POSITION DESCRIPTION 

 

Introduction 

Hotel Etico opened in November 2020 in Mount Victoria in the Blue Mountains. It is based on a proven 
overseas model established in 2009 and it is the first social enterprise hotel in Australia employing and 
training young people with intellectual disability. 
 
Trainees build their independence through professional, paid, on-the-job training and independent living 
training in a dedicated onsite apartment called the Academy of Independence. 
 
Over the 12 months of employment, trainees work in all areas of the hotel gaining valuable hospitality 
skills transferable to a variety of industries and providing greater employment opportunities. While staying 
in the Academy of Independence, trainees learn and practice important living skills which allow them to 
work towards living independently. 
 
Hotel Etico aims not only to train and empower the individual trainees but to change community’s 
attitudes towards disability and employment, demonstrating that every individual has abilities and, if 
supported, is able to live an independent and fulfilling life as  a productive community member. 
 
Hotel Etico is a registered charity, registered social enterprise and a NDIS provider. Our business model 
aims to be substantially self-sustaining within 2-3 years of operation, with a large majority of revenue 
being generated commercially through the hotel, restaurant and bar, as well as the NDIS to cover support 
costs. 

Position purpose 

The position of Program Manager is a key role at Hotel Etico, working closely with the Board of Directors. 

The full-time role is responsible for the ongoing management and delivery of the Hotel Etico 
Independence Program and for its ongoing development. The Program Manager is a proactive leader 
who can hit the ground running to manage both strategic and day-to-day operations, as well as work with 
the Board to further develop the Program. 

The Program Manager will manage a team of support workers and work closely with the hotel hospitality 
staff to ensure successful outcomes for the Hotel Etico Trainees. 

The Program Manager will need strong technical skills and experience in the disability sector as well as 
being a strong people-person with an ability to manage a wide range of relationships with many 
stakeholders including the trainees, their families, carers and external support workers, disability and 
hotel staff, hotel and restaurant guests, and the local community. 

  



 

Key Relationships 

Accountability The position reports to and is accountable to the Board of Directors 

Direct Reports Support staff, trainees 

Internal Relationships Hotel Etico hospitality staff, support staff, Board of Directors 

External Relationships Trainees’ families/carers, NDIA, funders, external employers, partner 
organisations hotel/restaurant guests, local community 

 

Skills and experience 

Essential 

• Relevant qualification in the Disability/Community Services sector 

• Demonstrated experience in program development and management 

• Demonstrated and effective team leadership experience 

• Comprehensive knowledge of the disability sector, the NDIS, the NDIA and the Quality and 
Safeguarding Commission requirements for registered service providers 

• External stakeholder management experience 

• Well-developed oral and written communication skills with and ability to present information in a 
variety of formats and in a manner appropriate to the purpose and audience 

• Strong interpersonal skills with the capacity to liaise effectively with a wide range of internal and 
external stakeholders and customers 

• Competence in the use of the latest computer software programs and can enter, modify and 
extract data accurately, including the ability to track funding package expenditure 

• Well-developed work organisation skills and task prioritisation 

• Demonstrated experience in delivering programs within budget and compliance regulations 

• Belief in the importance of continuous improvement innovation  

• Ability to deliver and receive constructive feedback in a manner that gains acceptance and 
achieves resolution 

• Ability to delegate responsibilities appropriately 

• Ability and willingness to take personal responsibility for meeting individual and team objectives 

• Ability and willingness to work in a collaborative style both with the team and other stakeholders 

• Ability and willingness to take on feedback and continue to move forward despite criticism or 
setbacks 

• Demonstrated resilience and self-care to manage workload 

 

Key Areas of Responsibility 

Trainee Recruitment 

• Promote the program and respond to enquiries from potential trainees and referrers to determine 
candidate eligibility. 

• Conduct interviews of trainee applicants and their carers, assess and interpret National Disability 
Insurance Scheme (NDIS) plans and understand health and support needs of applicants. 



• Arrange and execute service agreements, support schedules and trainee employment contracts. 

• Submit applications and oversee the Supported Wage System (SWS) productivity assessment 
process for each trainee. 

• Manage trainees induction and trial days. 

Trainee Management and Support 

• Ensure the support needs and NDIS goals of each trainee are being met, including by facilitating 
regular collaboration with carers and other service providers. 

• Develop a skills development plan for each trainee and work with external professionals as 
appropriate to implement strategies that will help trainees overcome any barriers to achieving 
employment competencies. 

• Monitor trainee development and attainment of competencies and skill progression and provide 
assessment and support where needed for progression. 

• Participate in specialist training and/or sessions with carers or allied health providers to develop 
skills required to meet the support needs of each trainee and conduct training sessions with 
dedicated support workers and volunteers to ensure staff expertise is aligned. 

• Provide ongoing support and counsel to trainees and carers 

• Manage issues relating to trainees and other relevant parties 

• Participate in the formal review of a trainee's NDIS plan when requested, preparing support 
documentation where necessary. 

• Work collaboratively with hotel hospitality staff to ensure on the job training and support is 
appropriate for each trainee. 

Post Employment Support 

• Plan and manage trainee graduation ceremonies. 

• Build a network of strong partnerships with the aim of building pathways for potential employment 
opportunities for graduate trainees. 

• Collaborate with trainees, carers, service providers and potential employers to develop and carry 
out a transition plan for post Hotel Etico employment. 

• Coordinate post-employment support to graduates to assist them to maintain or secure 
employment post graduation. 

Support Staff and Volunteer Recruitment and Management 

• Recruit and manage dedicated support staff and volunteers. 

• Proactively lead the support staff and volunteers to ensure a high standard of engagement and 
performance as well as ensure there is a healthy work-life balance for all. 

• Ensuring time sheets are being maintained and a comprehensive handover process is carried out 
for support staff and volunteers coming on and going off shift. 

Program Development, Implementation and Delivery 

• Lead the ongoing development of the Hotel Etico Independence and employment Program in 
close collaboration with the Board. 

• Conduct periodic internal evaluations of the Hotel Etico training program 

Reporting and Compliance 



• Ensure the progress of each trainee is tracked against employment competencies and outcomes 
communicated with trainees, carers and other relevant parties. 

• Maintain regular open communication with families/carers and ensure the families are active 
partners in the ongoing delivery of the program. 

• Ensure record keeping is in line with NDIS guidelines. 

• Manage NDIS Quality and Safeguards Commission Audits when required. 

• Contribute to ensuring the safe and compliant operation of Hotel Etico activities working within 
the Risk Management framework. 

Financial Management 

• Ensure that trainees NDIS plans are accurately billed and carers or plan managers are provided 
timely and accurate financial information when required. 

• Ensure NDIS revenue is processed and claimed in accordance with service agreement terms. 

• Acquire a comprehensive understanding of the relevant awards and provide information that will 
enable processing of trainee and support staff wages as well as staff and volunteer expense 
reimbursements. 

Community Engagement 

• Build a network with other service providers, referrers and the disability and tourism communities 
more broadly in order to promote the Hotel Etico training program and generate interest from 
potential employers of Hotel Etico graduates, stakeholders, supporters and future trainees. 

Work in collaboration with the other members of the management team to: 

• Lead a group of enthusiastic industry professionals who are passionate about their work 
delivering exceptional guest experiences while sharing their expertise, knowledge and skills 
through the mentoring of hospitality trainees. 

• Participate in regular management and staff meetings to plan and coordinate the hotel's activities 
(1ncluding the restaurant and bar), allocate resources to service forthcoming bookings and 
provide an opportunity for team members to address other matters. 

• Work in collaboration with the Hotel Manager to produce a dynamic weekly staff roster. 


