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description



	Position title
	CX Design Lead

	Position reports to
	Head of Community Experience

	Work level
	1 ☐
	2 ☐
	3 ☐
	4 
	

	Group and team
	Community Experience, Centre of Excellence

	Location
	Onsite at the Hub in Melbourne CBD or Hybrid
[Hiring manager – ensure you refer to the Hybrid working policy and discuss the location requirements for the role with your candidate. Delete this message before publishing.]

	Employment type
	Full time, contract

	Direct reports
	1

	Why choose Beyond Blue
Beyond Blue has been providing supports and services to people in Australia for over 20 years.
We are Australia’s most well-known and visited mental health organisation, focused on supporting people affected by anxiety, depression and suicide. We are inspired by our vision that ‘all people in Australia achieve their best possible mental health’ and are driven by our mission to work with the community to improve mental health and prevent suicide. 
We aim to achieve this through three strategic priorities: 
Promoting mental health and wellbeing
Being a trusted source of information, advice and support
Working together to prevent suicide 
At Beyond Blue the community is at the heart of everything we do. 
By joining our team you’ll be involved in meaningful work, collaborating with a cross-section of colleagues, partners, and community right across Australia. We offer our team opportunities to support and learn from one another, build capabilities, celebrate successes along the way, and generous not-for-profit salary packaging options. 
Your mental and physical health are important to us – we offer a range of wellbeing initiatives, including an Employee Assistance Program, a comprehensive Flexible working policy, ensuring you have safe and effective ergonomic support no matter where you work, as well as employee-led groups and initiatives. 

We strive to live our organisational values of Collaboration, Respect, Enthusiasm, Excellence, Innovation and Integrity to help create a happy, safe and productive work environment.

	About the role

	Role description
	Summary used in job ad
The purpose of the CX Design Lead role is to lead the development and implementation of the Beyond Blue’s CX future state experience and design roadmap. The delivery of the future state journey is critical in delivering the improvement of experiences, systems, processes, culture and capability resulting in high impact improvements to overall service delivery and customer experience for the community. This role requires a passion for identifying opportunities for improvement and innovation, applying HCD skillsets, principles and design thinking to service and product design. The role will also hold the overarching strategic view of current and future state journeys that connect our ecosystem of products and services. Additionally, our success is defined by our internal stakeholders being inspired by the activities we undertake and how we demonstrate the use CX tools and skillsets to design innovative community experience.

About the team (purpose)
About the role (purpose and key areas of accountability)

	Key accountabilities 
	Area of accountability
Lead the development of Beyond Blue’s future state CX Blueprint and community Journeys
Develop Beyond Blue’s CX objectives, that help us understand and optimize our performance against community expectations and needs. 
Support alignment of Beyond Blue’s objectives and ambition to our 2023 strategic pillars. 
Connect our vision and principles to practical and measurable actions for people in our organization. 
Collaborate with stakeholders across the business to design pragmatic solutions that balance desirability, feasibly and viability. 
Build out a cadence for CX-related education and communications within our design teams, internal partner teams and to leadership.
 Operationalize our CX future state across our internal teams, partners, and organization using a journey led approach
Transform Beyond Blue’s CX capabilities.  
Champion the customer experience by utilising product, channels, touchpoints, user experiences, content, technology, data, and insights to deliver journey mapping. 
Support Beyond Blue teams to create clear customer journeys, using visual frameworks, software, and templates. 
Assist prioritisation and development of journeys from discovery, through concept to delivery, aligning our lines of business and teams to ensure consistency of communication, content, design, and experience. 
Assemble relevant customer personas, insights and data and facilitate interviews, workshops, and design sessions to enable empathy-based journey mapping, identifying need-states, contexts, and opportunities to influence, change behaviours and beliefs.
 Create research briefs and facilitate customer immersion workshops that will inform scope/definition of customer problem statements and input into service design projects.
Facilitate and oversee end to end design sprints and co-design sessions to rapidly ideate new and improved customer experiences.
Advocate and influence stakeholders to ensure engagement and alignment while delivering customer centric solutions. 
Use CX and UX design methodologies and tools, including design research and prototyping to create new and improved customer experiences.
Partner closely on CX improvement, measurement, evaluation, and monitoring programs with our partner teams.
Work alongside different teams across Beyond Blue to develop a CX Improvement program alongside our CX Improvement Specialist who will be responsible for the day-to-day management. 
Support to define desirability, feasibility, and viability of different opportunity areas, based on design research, existing data and business objectives. 
Work alongside our CX Improvement Specialist, to define where to deep dive into our services, to build out a pipeline of tactical and strategic design initiatives. 
Through a CX improvement program, support to deepen engagement with our service users by improving their overarching journey and experience at each touchpoint.


Key responsibilities
performance measures
% of time

	Key stakeholders
	Key stakeholders
Internal
Community Engagement 
Products and Services
Business Insights team
Supports and Services Team
Strategy, Policy, and Reform Team
Office of the CEO 
Communication and Change Team

External
Service Partners
Community Partners
Community Members
 


	What we are looking for

	Capability
	Of the eight capabilities listed in our capability framework, the following behaviours are critical for role success (must already be demonstrating at the expected competence to step into the role)
Communication
Takes the lead in creating an environment that encourages open and honest communication and constructive debate
Negotiates and respectfully resolves conflict with stakeholders from a range of backgrounds and cultures and gains commitment from stakeholders.
Communicates well-crafted plans or memorable stories to inspire action; Demonstrates integrity by actioning promises
Articulates the value-add and draws out the organisation’s purpose in conversation with others
Enthusiastically celebrates success through presenting showcases
Community centricity 
Sponsors initiatives that bring together community voices, employees and stakeholders
Develops systemic approaches within work for involving and accommodating people with lived experience and diverse backgrounds
Identifies or champions viable product and service enhancements and excellence to meet evolving mental health and suicide prevention needs, ensuring the balance of current and future community and business sustainability 
Reviews outcomes of community engagements to ensure future developments and practices are ethical, relevant and support community voice, experience and needs.
Influences our policy positions and advocacy efforts using community insights and research
Innovative mindset
Uses evidence-informed approaches to identify community driven opportunities and exercises sound judgement in prioritising ideas likely to add value
Champions a culture of innovation excellence in which new ideas are encouraged, mistakes in the pursuit of advancement are accepted, and new solutions are tested
Thinks strategically and anticipates future changes in external environment relevant to Beyond Blue to inform innovation and change strategies 
Identifies and mitigates enterprise risks that may impede success of innovations
Leverages external insights, innovation and thought leadership for the benefit of the organisation and community 
Digital discovery
Champions the use of technology to enable greater customer service excellence and community engagement, generates buy-in for Beyond Blue’s digital strategies 
Leads the standardisation and digitisation of core processes in own area
Managing risks associated with digital safety to protect community and employee data and the Beyond Blue brand
Champions a digital experience to provide the community and employees with easy-to-access information and digital tools supportive of a hybrid environment that are accessible to CALD users
Sets up and views s data analytics regularly to draw insights on strategic progress and forecast future decisions 
Partnering
Looks for a strong business case when formulating partnering strategies based on an in-depth understanding of sector issues, trends and environment
Ensures engagement with partners is based on shared values and is purposeful, inclusive, transparent and respectful
Establishes funding strategies that support a sustainable and diverse funding base including management of large-scale budgets and demonstrated ROI 
Fosters collaborations across the ecosystem (communities, sector organisations, governments and researchers) to better discover partnerships that improve mental health and reduce suicide
Uses partnerships to influence our policy positions and advocacy efforts to improve mental health and reduce suicide
Agility
Builds agility into the design of work and the culture of Beyond Blue
Leads people through the change journey, defining a clear, shared and compelling purpose that instils our core values
Anticipates changes in the internal and external environment and drives change so that the organisation may adapt
Tolerates ambiguity or uncertainty, communicating steadiness during difficult times
Lifts others to successfully resolve problems and maintain productivity in uncertain and turbulent environments
Critical thinking
Drives long term direction and sets organisational goals; ensures team is well connected to the organisational strategy
Takes an enterprise perspective that considers long-term impact and return on investment when developing strategies or prioritising initiatives
Displays extensive knowledge of mental health system components (or corporate services) and employs strategic thinking to leverage these relationships
Removes barriers in decision making processes and creates avenues that support and enable quality, evidence-informed decisions 
Manages governance risks including clinical risk associated with implementation of new solutions
Leading
Inspires and aligns people behind a shared vision and purpose for team, function and broader organisation; sets and roles models the standard in all interactions
Focuses on inclusive, adaptive, growth mindset and empathetic leadership style; creates a climate where people want to do their best
Builds a strong psychological safety culture and encourages cultural competence; addresses negative impacts to culture in a timely manner
Ensures there is a robust workforce plan, succession plan and leadership pipeline, that fairly supports and fast-tracks outstanding talent at all levels
Articulates the purpose and value of two-way feedback culture within teams and across the organisation, and role models how to give and receive feedback



	Selection criteria
	Education/qualifications
List minimum qualifications / certification / accreditations 
List required technical knowledge
Knowledge/skills/experience
Essential
List types of work they must had led previously for role success
Desirable
List types of work you would like them to have led previously 

	Additional information

	Fairness and equality

	Health, safety and wellbeing
Beyond Blue is committed to ensuring the physical and psychological health and safety of all employees, contractors and other people involved in our business activities. Our people are expected to comply with our Health, Safety and Wellbeing policy.
Pre-existing injury
The person appointed to this position will be required to disclose any pre-existing injuries or disease that might be affected by employment in this position. This will assist the organisation in providing a safe work environment for employees. 
Equal opportunity
Beyond Blue is an equal opportunity employer. All employees have a responsibility to be familiar with and adhere to the organisation’s policies and procedures.
Cultural competency 
Beyond Blue strives to maintain a culturally competent and inclusive workplace. All employees are expected to undergo regular cultural competency training as part of their professional development plans.
Employment is subject to:
a current Police Record Check
proof of the right to work in Australia.
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