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Role and Responsibility Statement
One Home Wide Bay Case Manager
Overview

Reports to:
Area Manager 
Position classification:
Social, Community, Home Care and Disability Services – Level 4
Employment status:
Full Time Position 
Hours:
76 hours per fortnight
About Regional Housing Limited (RHL)

Vision

Every person has a home.


Mission

RHL develops, manages and facilitates housing and support for people in need with a range of communities and partners.

Position Objective 

The Case Manager will provide thorough and professional case coordination services to vulnerable households who wish to be supported to stabilise their circumstances and sustain their tenancy, in line with RHL policy, and relevant operational and funding guidelines.  

This position will provide assessment and intensive supports to individuals and families from diverse backgrounds, and who have either recently experienced homelessness or are at immediate risk of becoming homeless.

The Case Manager will work with identified households to sustain housing outcomes for clients with high and complex needs by developing and implementing detailed case plans, practical support, one-on-one and group interventions and strategies to improve client outcomes. 

The role will also require effective management of stakeholder relationships through engaging and networking within the local community and with professional services, community service providers and referral agencies.  

This outcome focused position is based in Bundaberg but will involve travel throughout the Wide Bay Burnett and Fraser Coast region.
Primary Duties

· Support and engage with a diverse client base demonstrating challenging behaviours and high and complex needs such as homelessness, mental health, domestic and family violence, substance abuse, gambling addiction and disability to overcome barriers and achieve sustainable housing outcomes.

· Travel throughout the Wide Bay Burnett and Fraser Coast region to assess and support identified high need households in their own home. These households may have recently experienced homelessness or be at immediate risk of homelessness. Undertake comprehensive intake and assessment of client needs.

· Develop and implement intensive case coordination and complex case management plans in partnership with the client and key stakeholders to achieve client focused outcomes.

· Capture detailed case notes ensuring accurate and appropriate records.

· Provide practical, individualised and group support, advice, referrals, recommendations, collaborative case planning, proactive interventions and strategies to improve housing and lifestyle outcomes for identified high need households.

· Demonstrate empathy and use a positive approach to build a rapport and effectively communicate with challenging, high need and vulnerable clients, encouraging engagement, independence and self-reliance in order to achieve household stability and sustainable housing outcomes.

· Utilise effective communication and interpersonal skills to build quality relationships and network with a diverse range of external stakeholders maintaining professionalism and respect at all times.     

· Contribute to an inclusive and positive team culture and organisational reputation by displaying self-motivation, teamwork and integrity congruent with RHL values and behavioural competencies.

· Accurately prepare high level comprehensive reports using outcome measures and data analysis in line with statutory requirements, program guidelines, best practice and RHL policy.

· Maintain a high standard of performance exercising strong organisational and time management skills to manage outcome focused caseloads and meet deadlines.

· Meet Key Performance Indicators as required.

· Work collaboratively with RHL colleagues and Management Team to ensure compliance with the One Home Wide Bay Guidelines, legislation, statutory requirements, service agreements and RHL policy. 

· Participate in the identification, development and implementation of quality and service improvements which contribute to the enhancement of service standards and client outcomes.  

· Possess sound computing skills and an ability to maintain accurate records across a range of software systems and quickly assimilate knowledge in order to effectively use new information systems where required.

· Proactively lead and assist with duties related to risk minimisation and safety of yourself, others and/or the organisation.
Core Behavioural Competencies 

Customer Service Orientation

· Team member successfully develops effective internal and external workplace relationships by listening to and making efforts to understand our stakeholders (e.g. clients, suppliers, key stakeholders, as well as other team members.  
· Team member anticipates the Customer needs and provides solutions to those needs; prioritising customer satisfaction.  
· Team member displays empathy, tolerance and understanding of Customers challenges and provides guidance, (advocacy where appropriate) and assistance.
Planning / Work Management


· Team member effectively manages their time and resources to ensure that their work responsibilities assigned are completed efficiently and effectively – with a strategic focus on productivity, setting and achieving goals, and when required to achieve outcomes, they are successful at establishing procedures to monitor the results of their key accountabilities, assignments or projects.
· Where team member finds they have capacity, they are proactive in providing and or offering support to others. 

Positive and Proactive Attitude


· Team member is observed possessing and continually cultivating a positive attitude within the work environment toward colleagues as well as problem solving. 
· Team member regularly demonstrates initiative and is proactive in identifying possible areas for improvement and introducing solutions.  
· Team member does not engage in negative or unhealthy workplace behaviour and discourages negative comments to other staff in regard to each other and or Management decisions. 

· Team member takes personal responsibility and accountability for their own personal behaviour and attitude within the work environment taking ownership and enacting change where behaviour falls outside of our organisational commitment to our workplace culture.  
Communicating Ideas and Information 


· Team member can clearly express ideas both on a one-to-one basis and in group situations (including non-verbal communication).  
· Team member expresses ideas effectively in written format and is respectful of other ideas and contributions to team collaboration. 

· Team member takes ownership and responsibility for responding to communications assigned in an appropriate manner and within requested timeframes. 

· Team member respects that effective communication is critical in our work environment.
Flexibility

· Team member is able to maintain their productivity and effectiveness in varying environments, with difficult tasks, duties, and people; achieving results within our dynamic, demanding, legislative compliant environment.

· Team member offers to support colleagues where required to meet common goals and is able to diversify and adjust their work schedule when faced with competing priorities.

Internal Staff and Management


· Team member provides support and assistance when required to other staff and Managers at all levels.  
· Team member has the capacity to maintain the team orientation of working towards common group goals (Strategic Plan and Business / Operational Plans) as well as managing their personal and where applicable team workflow responsibilities.   

· Team member respects that the provision of effective support is critical in meeting group goals.

· Team member identifies and works with their respective team and colleagues strengths, encouraging personal and professional development.
Integrity / Self-Management

· Team member consistently displays loyalty to the business and others.  Team member acts professionally and respectfully even when Customers (internal and external) cause frustration. 

· Team member adheres to RHL’s values and mission and behaves in line with these values. 

· Team member at all times displays ethical behaviour in how they conduct themselves and represent our brand both internally and when networking externally.
Core Organisational Values 

Respect


Every person is unique and of equal value and has the right to be treated with understanding, dignity and respect.
Fairness and Equity 


Every person will have a fair share of opportunities and resources and be treated fairly and equitably, despite their age, sex, race, abilities, sexual orientation, status or income level.

Responsibility


We take responsibility and are accountable for the actions and consequences of our organisation for other people.

Participation 

We recognise that when people have a sense of personal power, they are more motivated to act responsibly.  Therefore, we support every person’s right to information to enable participation in decision that affects them and to have power in shaping their lives.

Excellence

We strive for a level of excellence through continuous learning and improvement that helps elevate RHL to a leadership role in the community housing sector.

Innovation

We continually search for creative models of housing management and innovative community development initiatives. 

Quality 

We regularly evaluate the quality of our services and build upon past experience to find quality solutions to problems.
Qualitative 

· Adhere to and embody the Core Organisational values and behavioural competencies within the workplace
· Mentor and guide direct reports by demonstration of all-encompassing leadership style focused on sharing industry knowledge and skill
· Demonstrate professional presentation and attitude when representing RHL brand in attendance at community forums, conferences and industry related functions
· Adhere to all policies and procedures with a 100% compliance requirement for control measures relating to safety and working in identified elevated risk areas.

Selection Criteria

· Degree in Social Work, Human Services  (or equivalent). 
· Sound understanding of case management principles and a minimum of 3 years' experience with proven success in achieving outcomes for clients with challenging behaviours and high and complex needs.  
· Demonstrated high-level communication and interpersonal skills and an ability to build effective relationships with a diverse range of stakeholders in order to achieve results
· Demonstrated ability to prepare comprehensive reports and accurately record and maintain client and organisational records.
· Demonstrated ability to self-motivate with proven time management skills in order to manage workloads, determine priorities and meet deadlines. 
· Demonstrated ability to work effectively and collaboratively as part of a team with integrity and professionalism. 
· Sound computing skills across the range of Microsoft software products with the ability to quickly assimilate knowledge of new systems.
Essential

· Degree in Social Work, Human Services (or equivalent).
· Successful pass achieved on Queensland’s Working with Children Check – Positive Notice Blue Card. issued by Blue Card Services. 
· Successful pass achieved on Queensland's Disability Worker Screening Clearance Card.
· Current Queensland Drivers Licence (C Class).
· Successful pass achieved on Pre-Employment validation and assessment including but not limited to Police check, employment history and background check, qualifications and skills validation.

Desirable

· Current First Aid Certificate, or the ability to acquire
· Membership with the Australian Association of Social Workers (AASW) or ability to obtain.  

· Minimum 3 years’ experience case management and or human services role
· Experience using Outcomes Star or similar software

· Experience using cloud or network-based case management systems
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