[image: Icon

Description automatically generated]POSITION DESCRIPTION

	JOB PROFILE

	Position Title:
	Chief Operating Officer – SIL, SDA and Personal Support

	Immediate Manager
	Chief Executive Officer

	Professional Reporting
	     

	Direct Reports
	COO — Charitable Services Portfolio
1. Rostering Manager
1. Community Clinical Manager
1. Community Clinical Support Coordinator
1. Service Delivery and Client Engagement Lead
1. Resident Liaison Officer
1. Kitchen and Catering Supervisor
1. Laundry Officer


	Employment Status
	[bookmark: Dropdown2]

	Engagement Type
	[bookmark: Dropdown3]

	Business Unit
	[bookmark: Dropdown4]

	Department
	

	Location
	Newington and Lidcombe, NSW | Community & Remote | Travel in Australia

	Key Relationships
	Internal: 
1. Chief Executive Officer — primary reporting line and strategic partnership
1. Executive Management Team peers — collaborative leadership and cross-functional integration
1. Board of Directors — governance reporting
1. Operational and clinical teams — service delivery oversight and workforce support
1. BrightSky Australia leadership
External:
1. National Disability Insurance Agency (NDIA) and NDIS Quality and Safeguards Commission
1. iCare, DSOA and other government funding bodies
1. Safe Work NSW and relevant regulatory authorities
1. AHPRA and clinical professional bodies
1. External auditors, accreditation bodies, and ISO certification authorities
1. Legal advisors, industrial relations specialists, and workforce advisory services
1. External specialist providers and training organisations
1. Community partners, advocacy organisations, and sector peak bodies

	Key Role (Right to Disconnect)
	[bookmark: Dropdown7]

	Task Intensity Rating
	[bookmark: Dropdown1]

	Last Updated
	23/06/2026


	Position Summary

	About Forward Ability Support & BrightSky Australia
Forward Ability Support (formerly ParaQuad NSW, registered as the Paraplegic and Quadriplegic Association of NSW) is a leading not-for-profit organisation delivering specialised services to people living with Spinal Cord Injury and similar neurological conditions. Services include in-home personal support, clinical support, Supported Independent Living (SIL), and Specialist Disability Accommodation (SDA).
BrightSky Australia is the organisation’s social enterprise — a direct-to-home medical consumables provider operating across multiple funding schemes including the NDIS and iCare. BrightSky functions as an ecommerce and supply chain business, with all profits directed toward supporting the charitable initiatives of Forward Ability Support.
The organisation operates within a complex, highly regulated environment governed by the NDIS Practice Standards, ACIS Standards, ISO Standards, AHPRA requirements, the WHS Act, Safe Work NSW obligations, Fair Work Act, Human Rights Act, and applicable privacy legislation.

Purpose of the Role
The COO provides executive leadership across Personal Support, Supported Independent Living (SIL), and Specialist Disability Accommodation (SDA), ensuring services are safe, effective, sustainable, and aligned with organisational strategy.
The role cultivates and leverages strategic partnerships across the healthcare, rehabilitation, disability, and community sectors to enhance service delivery, strengthen participant pathways, influence sector outcomes, and advance Forward Ability Support's position as a leading provider for people living with spinal cord injury and related neurological conditions.
The role provides senior clinical leadership and expert advice to ensure organisational compliance with relevant legislative, regulatory, accreditation, and professional practice requirements. This includes maintaining a thorough understanding of the NDIS Practice Standards, AHPRA requirements, Australian Community Industry Standards (ACIS), Work Health and Safety legislation, safeguarding obligations, and other applicable regulatory frameworks.
The incumbent leads the development, implementation, and continuous improvement of clinical governance, quality, risk, and compliance systems, ensuring services are delivered in accordance with evidence-based practice, professional standards, and organisational policies. The role acts as a key subject matter expert, supporting operational leaders to manage clinical risk, achieve compliance outcomes, and foster a culture of continuous quality improvement.

Organisational Values Alignment
The COO is expected to embody and actively champion the values of Forward Ability Support in all aspects of their work, including their leadership of people, their engagement with participants and stakeholders, and their contribution to organisational governance. They will demonstrate a genuine commitment to the rights, dignity, and empowerment of people living with Spinal Cord Injury and similar neurological conditions.



	Core Accountabilities

	The key responsibilities of the position will include:
1. Executive Leadership and Strategic Execution
· Contribute as a member of the Executive Management Team to the development, implementation, and evaluation of the organisation's strategic plan.
· Provide strategic advice, operational intelligence, and performance insights to the CEO and Board to support informed decision-making and effective governance.
· Lead the execution of operational strategies, ensuring alignment between organisational priorities, service delivery, workforce capability, compliance obligations, and business objectives.
· Foster a values-driven, inclusive, and high-performing culture that promotes accountability, innovation, collaboration, and continuous improvement.
2. Clinical Governance, Quality and Compliance
· Provide executive leadership and oversight of the organisation's clinical governance, quality management, safeguarding, and compliance frameworks.
· Ensure services are delivered in accordance with the NDIS Practice Standards, AHPRA professional requirements, Australian Community Industry Standards (ACIS), funding agreements, and all relevant legislative, regulatory, and accreditation obligations.
· Lead the development, implementation, monitoring, and continuous improvement of quality assurance and compliance systems that support safe, effective, and person-centred service delivery.
· Oversee organisational preparedness for audits, accreditation activities, regulatory reviews, and external assessments.
· Promote evidence-based practice and ensure clinical, operational, and quality systems support positive participant outcomes and continuous improvement.
· Provide expert advice to the Executive Management Team and Board on emerging clinical, compliance, quality, and safeguarding risks.
3. Operational Leadership and Service Excellence
· Provide executive leadership and accountability for the delivery and performance of all charitable services, including Personal Support, Supported Independent Living (SIL), and Specialist Disability Accommodation (SDA).
· Ensure services are safe, effective, participant-centred, financially sustainable, and aligned with organisational objectives.
· Lead and support multidisciplinary operational teams to achieve service excellence, workforce capability, and positive participant outcomes.
· Oversee participant intake, service planning, engagement, and service delivery systems to maximise quality outcomes and participant satisfaction.
· Drive operational efficiency, service innovation, and continuous improvement across all service streams.
· Ensure facilities, resources, and infrastructure support the safe and effective delivery of services.
4. Risk Management and Work Health & Safety
· Lead the organisation's enterprise risk management approach, ensuring strategic, operational, clinical, financial, and reputational risks are identified, monitored, mitigated, and reported appropriately.
· Provide executive oversight of Work Health and Safety (WHS) systems, including psychosocial safety, incident management, investigations, and corrective action processes.
· Ensure WHS management systems, policies, procedures, and training programs are implemented and regularly reviewed to meet legislative obligations and organisational requirements.
· Promote a proactive culture of safety, wellbeing, and risk awareness across all areas of the organisation.
· Escalate significant and emerging risks to the CEO, Board, and relevant governance committees as required.
5. Organisational Performance and Transformation
· Lead the organisational performance framework, ensuring timely, accurate, and meaningful reporting of operational, clinical, quality, workforce, and financial performance indicators.
· Drive organisational transformation, change management, and continuous improvement initiatives that enhance participant outcomes, service quality, operational effectiveness, and organisational sustainability.
· Champion the use of data, technology, and performance insights to support evidence-based decision-making and innovation.
· Sponsor and support leadership development initiatives that strengthen capability, accountability, and performance across the organisation.
· Ensure continuous improvement principles are embedded across all operational and clinical functions.
6. Strategic Partnerships and Sector Engagement
· Develop, maintain, and strengthen strategic partnerships across the disability, health, rehabilitation, research, and community sectors.
· Act as a senior ambassador for Forward Ability Support and BrightSky Australia, representing the organisation in external forums, industry networks, government engagements, and partnership initiatives.
· Foster productive relationships with spinal units, rehabilitation services, hospitals, allied health providers, and sector organisations.
· Leverage partnerships to improve participant pathways, service integration, referral opportunities, sector influence, and organisational growth.
· Identify and pursue opportunities for collaboration, innovation, and service development that advance the organisation's mission and reputation.

7. Governance and Board Support
· Support the CEO and Board through the provision of high-quality reports, performance analysis, risk assessments, and strategic recommendations.
· Contribute to governance committees, including Clinical Governance, and other committees as required, ensuring effective oversight of quality, safety, risk, and compliance.
· Maintain governance frameworks that promote accountability, transparency, ethical decision-making, and organisational effectiveness.
· Ensure the Board and Executive Management Team receive accurate and timely information to fulfil their governance and fiduciary responsibilities.
· Lead or contribute to strategic projects and organisational initiatives as directed by the CEO or Board.



	SELECTION CRITERIA

	Essential Qualifications
1. Bachelor’s degree in business, Health Services Management, Healthcare Administration, Operations Management, Nursing, Allied Health, or a related discipline.
1. Postgraduate qualification in Health Management, Business Administration, Clinical Governance, Disability Services, Leadership, or a related field (highly desirable).
1. Current NDIS Worker Screening Check.
1. Current National Police Check and Working with Children Check (or ability to obtain).
1. Current unrestricted NSW Driver Licence.
Essential Experience
1. Minimum 10 years' senior leadership experience within complex, regulated health, disability, aged care, community services, or human services environments.
1. Demonstrated senior leadership experience in clinical governance, quality, risk, and compliance within a health, disability, community services, or human services environment.
1. Demonstrated success leading multi-disciplinary operational and clinical service teams at an executive or senior management level.
1. Experience managing and supporting AHPRA-registered practitioners and ensuring compliance with professional practice standards, codes of conduct, and regulatory requirements.
1. Proven experience in the strategic and operational leadership of service delivery functions, including quality, risk, compliance, workforce, and organisational performance.
1. Significant experience in NDIS-funded service delivery, including the application of the NDIS Practice Standards and safeguarding requirements.
1. Demonstrated experience leading organisational compliance, accreditation, audit, and continuous improvement programs, including experience with standards such as NDIS Practice Standards, ACIS, ISO 9001, or equivalent quality frameworks.
1. Proven experience developing and implementing organisational strategies, business plans, operational frameworks, and transformation initiatives.
1. Experience providing executive-level reporting, strategic advice, and performance insights to Boards, CEOs, and governance committees.
1. Demonstrated success leading organisational change, service redesign, and continuous improvement initiatives across multiple business functions.
1. Strong financial, operational, and commercial acumen, including experience managing budgets, funding agreements, contractual obligations, and performance outcomes.
1. Experience building and maintaining strategic relationships with government agencies, healthcare providers, sector bodies, community organisations, and key stakeholders.
Desirable
1. Current unrestricted registration with the Australian Health Practitioner Regulation Agency (AHPRA) as a Registered Nurse or Allied Health Professional.
1. Experience working within a not-for-profit, charitable, or community services organisation.
1. Understanding of the Australian healthcare, rehabilitation, disability, and community services sectors.
1. Experience supporting people living with spinal cord injury, neurological conditions, or complex disabilities.
1. Membership of a relevant professional association or leadership body.



	KEY PERFORMANCE MEASURES (deliverables)

	Strategic Leadership
1. Demonstrated ability to think strategically, lead organisational performance, and translate strategy into measurable outcomes.
1. Ability to lead through complexity, ambiguity, and organisational change.
Clinical Governance, Quality and Compliance
1. Advanced knowledge of clinical governance, quality management, safeguarding, risk management, and continuous improvement principles.
1. Sound knowledge of the NDIS Practice Standards, AHPRA requirements, ACIS Standards, Work Health and Safety legislation, privacy obligations, and other relevant regulatory frameworks.
1. Ability to establish and maintain systems that support compliance, accreditation, and organisational excellence.
Stakeholder Engagement and Influence
1. Exceptional stakeholder engagement, negotiation, and relationship management skills.
1. Proven ability to influence and collaborate with Boards, executives, government agencies, regulators, healthcare providers, and community stakeholders.
People Leadership
1. Demonstrated ability to lead, develop, and inspire high-performing teams.
1. Commitment to fostering an inclusive, values-based, and psychologically safe workplace culture.
Business and Operational Excellence
1. Strong analytical, problem-solving, and decision-making capability.
1. Demonstrated ability to use data and performance insights to drive organisational improvement and innovation.
1. High level of business, financial, and operational acumen.
Communication and Professionalism
1. Exceptional written, verbal, and interpersonal communication skills, including the preparation of Board 
1. and executive-level reports.
1. High level of professional integrity, ethical conduct, and commitment to participant-centred practice.
1. Strong digital literacy and experience with contemporary business, quality, and reporting systems.

Key Result Areas (RGA)
	KRA
	Result
	Goals (Measures)
	Key Activities

	🟦 Strategic Leadership & Organisational Performance
	Strategic objectives are achieved, and organisational performance is effectively monitored and reported.
	• ≥90% Strategic Plan initiatives achieved.• Board and Executive reporting delivered on time.• Organisational KPIs achieved.
	Lead strategic execution, organisational performance monitoring, transformation initiatives, and Board reporting.

	🟩 Clinical Governance, Quality & Compliance
	Services are safe, person-centred, and fully compliant with regulatory and accreditation requirements.
	• 100% compliance with NDIS Practice Standards.• 100% compliance with ACIS Standards.• 100% compliance with AHPRA requirements.• Successful audit and accreditation outcomes.• Corrective actions closed within agreed timeframes.
	Oversee clinical governance, quality systems, safeguarding, audits, accreditation, and continuous improvement.

	🟨 Operational Excellence & Service Delivery
	Services achieve high-quality participant outcomes, sustainability, and operational effectiveness.
	• Participant satisfaction ≥90%.• Service delivery KPIs achieved.• SIL/SDA occupancy targets achieved.• No material funding agreement breaches.
	Provide executive oversight of Personal Support, Community Clinical Services, SIL, SDA, participant pathways, and service improvement.

	🟧 Risk, Safety & Workforce Leadership
	A safe, engaged, and high-performing workforce operates within a strong risk management framework.
	• 100% WHS compliance.• Zero critical compliance breaches.• Legislative reporting completed within required timeframes.• Leadership and workforce engagement targets achieved.
	Lead enterprise risk management, WHS, psychosocial safety, workforce capability, succession planning, and culture initiatives.

	🟪 Partnerships, Financial Stewardship & Sector Leadership
	Strong partnerships and sound financial management support organisational sustainability and sector influence.
	• Budget performance within ±3% of approved budget.• No material financial or contractual breaches.• Strategic partnership objectives achieved.• Positive stakeholder feedback.
	Build strategic partnerships, represent the organisation externally, oversee budget performance, and identify growth and innovation opportunities.





Suggested Weighting
	KRA
	Weighting

	🟩 Clinical Governance, Quality & Compliance
	25%

	🟨 Operational Excellence & Service Delivery
	25%

	🟦 Strategic Leadership & Organisational Performance
	20%

	🟧 Risk, Safety & Workforce Leadership
	20%

	🟪 Partnerships, Financial Stewardship & Sector Leadership
	20%






	FOR ALL POSITIONS

	Our Values
	All Team Members are expected to adhere to our values at all times as listed below:
Committed to excellence: We are committed to achieving excellence in everything we do, every day.
Being mindful: We are mindful about what we do and the effect our actions have on others. We behave with empathy, respect, and compassion.
Collaborative: We celebrate our diverse talents, resources, and relationships as we work together towards shared goals.
Lead the way: We look for ways to use initiative, take ownership and offer guidance and leadership to our community, our people, and our organisation – to make a real difference.
Taking pride: We care about what we do and take pride in our contribution both inside our organisation and across the wider community.

	Cultural Competency
	Ability to understand, communicate with and effectively interact with people across cultures.

	Quality
	Compliance with Forward/BrightSky’s Integrated Quality Management System including Business and Service/Support Delivery Framework, so Team Members and management adhere to implemented policies and procedures. Compliance with NDIS Practice Standards, NDIS Practice Standards- Skill Descriptors and Disability Services Act.

	Work, Health and Safety
	[bookmark: Check1]|_|   Tier 1 – Front Line Team Member (Individual Contributors)
Work Health and Safety (WHS):
As a Front Line team member, you have a responsibility under the Work Health and Safety Act 2011 to take reasonable care for your own health and safety and to ensure your actions do not adversely affect the health and safety of others. This includes:
· Complying with all organisational WHS Policies and Procedures.
· Taking reasonable care of your health and safety, whether working onsite, in clients’ homes, or remotely.
· Ensuring your actions do not put others at risk in any work environment.
· Promptly reporting all injuries, incidents, and hazards.
· Attending scheduled WHS training as directed by your Manager or Supervisor.
|_|   Tier 2 – Managers and Supervisors
Work Health and Safety (WHS):
In the capacity as a Manager/Supervisor, you hold a key leadership role in ensuring a safe and healthy workplace. In addition to the general worker responsibilities under the WHS Act 2011, you are expected to:
· Take practical steps to ensure workers are safe while performing their duties.
· Provide opportunities for workers to raise health and safety concerns and be consulted on WHS matters.
· Ensure workers are supervised and trained in relevant WHS Policies and Procedures.
· Implement and monitor safe systems of work in your area of responsibility.
· Conduct or actively participate in regular workplace inspections and risk assessments in your area of responsibility.
· Ensure incidents, hazards, and injuries are reported and investigated promptly and in line with legislative requirements (e.g., injury reports within 24 hours).
· Support injured workers through suitable duties and supervision of Return-to-Work Programs, in conjunction with the Return-to-Work Coordinator.
|_|   Tier 3 – Executive Managers and Senior Leaders
Work Health and Safety (WHS):
Executive Managers and Officers have WHS duties under the due diligence provisions of the WHS Act 2011 (s27) and hold overarching accountability for health and safety across the organisation. This includes:
· Fulfilling the primary duty of care under the WHS Act as a Person Conducting a Business or Undertaking (PCBU).
· Ensuring the health and safety of all workers and others affected by work activities, such as visitors and contractors.
· Exercising due diligence to ensure the organisation complies with its WHS obligations, including:
· Maintaining up-to-date knowledge of WHS matters.
· Ensuring appropriate resources and processes are in place to manage WHS risks.
· Ensuring timely reporting and response to incidents and hazards.
· Verifying the implementation and effectiveness of WHS processes and resources
· Providing visible WHS leadership and maintaining oversight of the development, review, and implementation of the WHS Management System.
· Recognising that while WHS duties may be delegated, accountability remains with the Executive Leader.

	Our Commitment to Diversity
	Forward Ability Support incorporating BrightSky Australia (Forward) value diversity and is building a workforce that reflects the community we serve. Forward is an equal opportunity employer. Aboriginal & Torres Strait Islander people, people from culturally & linguistically diverse (CALD) backgrounds, sexuality and gender diverse (LGBTQIA+) community members, mature age workers, and people living with disabilities are encouraged to apply.

	Confidentiality 
	· Keep all Confidential Information confidential.
· Use Confidential Information solely to perform your duties.
· Disclose Confidential Information only:
· to anyone who has been approved by Forward to receive the Confidential information and who agrees that the Confidential Information must be kept confidential, or
· if required by law, and
· if you are required to disclose Confidential Information, first notify Forward of that requirement. If that is not possible, you must notify Forward of the disclosure immediately after the disclosure.
· Immediately notify Forward of any suspected or actual unauthorised use, copying or disclosure of Confidential Information by anyone, and
· If requested by a Group Entity, provide assistance regarding any proceedings the Group Entity may take against anyone for unauthorised use, copying or disclosure of Confidential Information.
If there should be any uncertainty as to whether information is Confidential Information, or lawfully within the public domain, such information is taken to be Confidential Information unless you are advised by Forward in writing that the information is not Confidential Information.
Note: Team Member obligations continue to apply after their employment ends.

	Right to Disconnect
	Forward respects the rights of employees to disconnect as provided for in the Fair Work Act (Cth).

|_|   Option 1: Standard Role
The Right to Disconnect ensures that you are not required to engage in work-related activities, such as emails or calls, outside of your standard working hours. This legislation acknowledges the importance of personal time and seeks to prevent burnout by establishing clear boundaries between work and personal life.
1. Working Hours: We encourage you to fully utilise your designated working hours to meet your commitments. We are committed to respecting your personal time and will not expect you to monitor, read, or respond to work-related communication outside of these hours. 
2. After-Hours Communication: While we will minimise work-related communication outside of business hours, should you receive any, you are not obligated to respond until you are back at work. 
3. Work-Life Balance: Disconnecting from work during non-working hours is essential for your well-being. We support your right to use this time for yourself. 
4. Emergency Protocols & Key Roles: Although the Right to Disconnect is crucial, there may be exceptional circumstances requiring immediate attention. In such cases, specific roles—referred to as Key Roles—may need to be contacted outside of regular hours due to the critical nature of their responsibilities. o If your position is identified as a Key Role, you would have already received a separate communication owing to the nature of your role, expertise, or authority, advising you that we may need to contact you after hours.  Such instances will be limited to business-critical matters that require immediate action and are deemed emergencies.  

|_|   Option 2: Key Role
· Your role has been identified as a Key Role due to the nature of your responsibilities, your expertise, or your authority for decision-making.
· In exceptional circumstances requiring immediate attention, we may need to reach out to you after hours.
· Such instances will be limited to business-critical matters that require immediate action and are deemed emergencies.
· If such a situation arises and you are unable to assist due to your circumstances, we request that you provide your reasons clearly in an email to your Manager.

Business-critical matters may be:
1.     Matters that impact the reputation of Forward or BrightSky.
2.     Matters that impact the health and wellbeing of Team Members or clients.
3.     Matters of considerable financial importance.
4.     Matters of compliance that are time limited.
5.     Matters that could significantly impact business operations.

	The Way Work Together 
	Values Alignment:
· 	Ensure values-aligned behavior in every interaction, at all times, with everyone.
· 	Avoid any actions, words, or writings that do not align with our values.
Open Communication:
· 	Conduct regular updates and check-ins to maintain alignment on ongoing and future projects.
· 	Respond promptly to emails and messages to maintain efficiency and address concerns swiftly.
Collaborative Planning:
· 	Hold collaborative planning and update sessions to outline project objectives, timelines, and key milestones.
· 	Share resources and expertise to leverage strengths from both sides.
Feedback and Improvement:
· 	Establish constructive feedback loops to continuously improve our people, processes, and outcomes.
· 	Conduct regular review meetings to assess progress and make necessary adjustments.
· 	Implement performance management, process improvement, and course corrections as needed.
Shared Goals and Vision:
· 	Ensure a clear understanding of each other’s goals and objectives to work towards common aims.
· 	Show mutual respect and support for each other's strategic priorities.
Problem-Solving Approach:
· 	Use a collaborative approach to resolve issues, focusing on solutions that benefit both parties.
· 	Maintain transparency in identifying potential challenges and work together to overcome them.
Resource Sharing:
· 	Provide access to tools and resources that can enhance the efficiency and effectiveness of our collaboration.
· 	Leverage each other’s strengths to fill gaps and create a more robust partnership.
Continuous Learning and Development:
· 	Offer opportunities for joint training and development to keep our skills and knowledge up to date.
· 	Share industry insights and best practices to stay ahead of the curve.
· 	Foster a culture of learning by sharing knowledge as we go.


 






	Agreement

	I have read, understood, and agree to the above duties relating to my position with Forward/BrightSky.
I understand from time to time my role may vary and agree to perform ad hoc duties to the Organisation’s expectations that are within my skills and capabilities. 
I acknowledge that Team Members who fail to take reasonable care of their own safety and/or the safety of others will be liable to disciplinary action.
Once signed by the Manager, if the employee does not return a signed copy within five (5) days and continues working, this will be considered acceptance of this Position Description.
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