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	Regional Director
Client Service Delivery

	Our purpose 
Manaaki tangata, Manaaki whanau
We help New Zealanders to be safe, strong and independent

	Our commitment to Māori
As a Te Tiriti o Waitangi partner, we are committed to supporting and enabling Māori, 
whānau, hapū, Iwi and communities to realise their own potential and aspirations.

	Our strategic direction

	Mana manaaki
A positive experience 
every time
	Kotahitanga
Partnering for greater impact
	Kia takatū tātou
Supporting long-term social and economic development
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	Our Values

	Manaaki
We care about the wellbeing of people
	Whānau
We are inclusive and build belonging
	Mahi tahi 
We work together, making a difference for communities
	Tika me te pono
We do the right thing, with integrity

	Working in the Public Service
Ka mahitahi mātou o te ratonga tūmatanui kia hei painga mō ngā tāngata o Aotearoa i āianei, ā, hei ngā rā ki tua hoki. He kawenga tino whaitake tā mātou hei tautoko i te Karauna i runga i āna hononga ki a ngāi Māori i raro i te Tiriti o Waitangi. Ka tautoko mātou i te kāwanatanga manapori. Ka whakakotahingia mātou e te wairua whakarato ki ō mātou hapori, ā, e arahina ana mātou e ngā mātāpono me ngā tikanga matua o te ratonga tūmatanui i roto i ā mātou mahi. 
In the public service we work collectively to make a meaningful difference for New Zealanders now and in the future. We have an important role in supporting the Crown in its relationships with Māori under the Treaty of Waitangi.  We support democratic government. We are unified by a spirit of service to our communities and guided by the core principles and values of the public service in our work.

	

	The outcomes we want to achieve

	New Zealanders get the support they require
	New Zealanders are resilient and live in inclusive and supportive communities
	New Zealanders participate positively in society and reach their potential

	We carry out a broad range of responsibilities and functions including

	Employment, income support and superannuation
Community partnerships, programmes 
and campaigns
Advocacy for seniors, disabled people 
and youth
	Public housing assistance and emergency housing 
Resolving claims of abuse and neglect in 
state care
Student allowances and loans

	He Whakataukī*

	Unuhia te rito o te harakeke
Kei hea te kōmako e kō?
Whakatairangitia, rere ki uta, rere ki tai;
Ui mai ki ahau,
He aha te mea nui o te ao?
Māku e kī atu,
He tangata, he tangata, he tangata*
	If you remove the central shoot of the flaxbush
Where will the bellbird find rest?
Will it fly inland, fly out to sea, or fly aimlessly;
If you were to ask me,
What is the most important thing in the world?
I will tell you,
It is people, it is people, it is people

	*	We would like to acknowledge Te Rūnanga Nui o Te Aupōuri Trust for their permission to use this whakataukī





Position detail
Overview of position
The role of the Regional Director is to provide senior strategic and operational leadership to achieve efficient management of service delivery operations that align with regional and national outcomes that support individual, family/whānau and communities.  

Your leadership will ensure our service centres provide an environment where clients, whānau and communities are supported.  You’ll be driven by service excellence and achieving results through high performing teams. 

You will play a key regional leadership role in the implementation of an integrated services response to effect positive change in the lives of people, their families/whānau and their communities through the timely and seamless delivery of services and interventions.

You will have a strong focus on developing, mentoring, and leading, managers and our leadership team in service centres across the region. Developing leaders in their career aspirations, including succession planning and creating development and growth opportunities, you will lead a culture of performance, development, growth and aspiration amongst the region’s teams.

You will proactively support the Regional Commissioners to develop strategic relationships within the region, including other regional service delivery leaders, public service agencies, Iwi, employers and partners to deliver services to New Zealanders which help our clients become safe, strong and independent.

You will operate with a strong strategic and operational awareness, ensuring that regional service delivery recognises and proactively delivers to current and emerging priorities in communities.

As Regional Director you are responsible for:

· leading a proactive approach to the regional service delivery 
· ensuring at a regional level we knowledgeably represent the broad range of activities we undertake, co-ordinating and aligning our community engagement 
· championing organisational and Government initiated programmes and services
· ensuring, helping our clients into employment remains a key regional focus 
· leading and operationalising national strategies and initiatives in the region 
· leading and operationalising local and regional initiatives which are aligned to national strategies to support the aspirations of our communities. This work includes supporting the regional leaders to develop regional initiatives that support our clients, family / whanau and communities.
· Co-ordinating operational response in the event of emergency management events.
Location
Regional Office
Reports to
Regional Commissioner for Social Development

Key responsibilities
Regional Strategic Development and Implementation
· Alongside the Regional Commissioner lead the development and implementation of regional business strategies which align with National strategic and operational plans 
· Provide strategic regional leadership to operationalise and develop and deliver our service work programme to improve outcomes and strengthen resilience of the communities MSD serves. 
· Partnering with regional stakeholders to achieve positive outcomes in employment, income and housing for our communities.
· Manage constructive cross functional working relationships across our regional teams and key external stakeholders to enhance the understanding and interdependency needed to achieve desired, mutual outcomes.
· Continuously support and review our standard operating model, adapt in accordance with organisational changes and champion change in a positive way.
· Plan, consult, contribute, and educate to maintain policy and practice documents ensuring they align to MSD best practice values and culture.

Regional Operations Leadership
· Proactively lead and support people leaders to deliver effective, efficient and client focussed service delivery operations in the region.
· Ensure the provision of best practice operational services to the client base.
· Ensure that there is support and direction to managers to plan and allocate resources in order to maintain service delivery performance standards and outputs.
· Proactively take action to continuously improve business practices and processes that contribute to quality service delivery outcomes.
· Translate organisational strategies into action plans for achieving regional outcomes.
· Provide leadership to ensure managers formulate local action plans that deliver on key performance indicators, maintain service levels and meet and exceed minimum standards.
· Support people leaders to develop effective working relationships in their local communities particularly with Māori, Pacific peoples, and with other key groups.
· Proactively champion clients into employment as a key regional focus. 
· Manage the regional operations budget effectively, including regional business and purchases plans.
· Directing regional housing portfolio activity across emergency, transitional and public housing including director brokerage team to obtain private rentals and other opportunities for clients in need.
People Leadership
· Create a sense of connection with the purpose and objectives for MSD and Service Delivery and provide a whole of organisation perspective that supports a collective view of shared goals, national and regional objectives and an open collaborative environment with high levels of interdependency.
· Ensure staff understand Service Delivery’s overall vision, understand how both the team and their individual role contributes to the achievement of that vision, that each employee is aware of performance expectations, is given regular feedback and coaching and performance assessments.
· Work alongside the Regional Commissioner to create a culture where our regional team feel engaged and empowered. Provide leadership that motivates others to succeed, develop and proactively share experiences, knowledge and ideas as part of best practice. 
· Lead and embed a people first collaborative partnership approach with internal MSD stakeholders and external organisations that enables the development of mutually beneficial plans and outcomes. 
· Set direction, create alignment, build and maintain commitment of staff to align their work programmes with MSD’s vision, purpose, values. 
· Work alongside the Regional Commissioner to build and maintain a high-performing regional team that strives for positive outcomes and improve the client experience. 
· Connect the functions of the team to the vision and the purpose of the organisation, leveraging support from other areas to drive outcomes.
· Leading the team in identifying, driving and sharing best practice within the team and across the Ministry. 
· Create an environment where the operational management team works collaboratively with both regional and national service delivery teams, leveraging off each other’s capability and ensuring managers are committed to creating an open encouraging environment where their teams and individuals are performing to the best of their ability.
· Ensure training and development needs of direct reports of your regional team are identified and addressed so that overall levels of competence are high and performance outputs are achieved. 
· Ensure high levels of staff motivation focused on individual and team performance targets and service standards, creating a high-performance culture and engagement across the region.
· Ensure compliance with human resource, safety and wellbeing and risk policies and practises.
· Ensure performance issues are identified early, effectively managed and resolved. 
· Ensure the early and successful resolution of disputes and grievances.

Partnerships / Stakeholder Relationships 	
· Working alongside the Regional Commissioner help Develop strategic, collaborative relationships with other delivery agencies, Iwi, NGO’s, employers and partners to help develop and deliver services to New Zealanders which improve the overall effectiveness of our services while enhancing the experience for our clients.
· Cultivate strong regional partnerships with other regions, national staff and external stakeholders to achieve outcomes for delivery outputs in alignment with government priorities. 
· Working with the Regional Commissioner to help develop and deliver regional business plans that Invest, on behalf of MSD, in line with investment priorities and using a social investment approach in Regional initiatives, innovative approaches and programmes which enable MSD clients to move towards or into employment.
· Identify and provide solutions to complex challenges facing service delivery as the environment may require (create an agile workforce).
· Build strong internal and external relationships with key partners in service delivery, employment and Housing.
· Effectively manage internal and external relationships to achieve outcomes for all clients including providing visibility of strategy, decisions and deployment of activity.

Client Experience 
· Champion a standard agreed operational model which ensures regionally consistent, high-quality services are provided in interactions with clients. 
· Develop a strong evidence base those influences and informs future changes and improvements to the client experience.  
· Support the system that measures the client experience and use data to inform service changes to improve client journeys. 
· Where possible help develop systems that help the client receive the support, they need directly at the first opportunity in line with the operating model.

Regional Training Management 
· Maintain capability oversite in partnership with Learning and Capability.
· Manage the appropriate identification, provision and delivery of regional training to ensure best practice capability is maintained and excellent service provision to clients.
· Ensure that the implementation of new products and services being introduced nationally are effectively communicated and staff are upskilled accordingly to meet the specific regional needs.
· Ensure provision of training is appropriately prioritised according to needs.
· Create a culture where our people have the opportunity through training to develop new skills.  

Service Standards and Policies 
· Ensure standards for service delivery, including employer and client experience measurements are met within the region and aligned nationally.
· Ensure audit service delivery standards and policies are being managed to deliver best practice.
· Develop and upgrade (continuous improvement) on-going performance measurement processes.
· Benchmark and evaluate regional service delivery against expected standards, policies and procedures.
Regional Business Information
· Manage the identification, analysis and communication of business information.
· Develop integrated Operation’s management systems across the region which will support the work of individual site managers.
· Develop and implement processes from effective information flows throughout the operational areas of the region.
· Communicate and require reporting outputs from direct reports and measure against output forecasting and expectations.
· Ensure information sharing mechanisms across sites operate well so that the sharing of good practice is optimised.
· Assess information system effectiveness.
Management and Reporting
· Utilise reporting systems to provide business information on work programmes, project status, budgets and actuals.
· Monitor performance, establish best practice and drive continuous improvement.
· In liaison with the Financial Analyst, ensure regional operations annual budgets are prepared for approval.  
· In liaison with Financial Analyst, ensure accurate reporting on progress against regional operations projects and budgets, monthly as required.
Embedding Te Ao Māori 
Embedding and building on Te Ao Māori within their leadership role.
Create the conditions for Te Ao Māori and Te Tiriti o Waitangi in all decisions to ensure Te Pae Tata is delivered and embedded in your business group.

Health, Safety and Security
Understand and implement your manager accountabilities as outlined in the HSS Accountability Framework.
Ensure health, safety, security and wellbeing policies and procedures are understood, followed and implemented by all employees.
Ensure the safe management of staff within the workplace – study and report against safety concerns (specifically lockdowns)
Emergency Management and Business Continuity (support function)
· Take responsibility for emergency management and business continuity confirming management of the critical functions that satisfy legislative, regulatory and client obligations are in place during and after a disruptive event.
· Leading the welfare response required by MSD in local emergency management responses. Including co-ordination of resource and leadership by representing MSD on the financial sub function group.
· Ensure that policies and procedures encompassing emergency management, business continuity and crisis management arrangements are understood, followed and implemented by employees.
· Develop a resilient workforce that can adapt to emergency situations regionally and nationally.

Know-how 
Significant experience in a senior leadership role providing strategic and operational leadership including good judgement, intellectual flexibility, and risk management skills.
Significant experience in leading through organisational change with excellent communication and influencing skills to support staff and external partners.
Proven ability to develop strategic partnerships and business plans that transcend into operational service delivery initiatives and programmes of work.
Proven experience is managing complex service delivery relationships, both internally and externally, with the ability to establish credibility at various levels. 
Demonstrated ability in planning, consulting, implementation and maintaining policy and practice to ensure alignment with best practice in delivery services.
Strong written and verbal skills with the ability to communicate complex issues and concepts with influence.
Experience with monitoring contracted operational service delivery for outcomes and quality while ensuring risks are identified and mitigated effectively.
Experience working in an environment which uses data to identify clients needing support and evidence to identify what service models and support is most effective. 
Advanced skills and aptitude to understand financial data and information, financial modelling and forecasting, support recommendations with quantitative data.
Proven experience in being able to build and lead high performing teams while establishing an outcome focused working culture.
· Experience in the management and integration of differing services.
· Understanding of machinery of government issues and processes, government agendas and priorities.
· Experienced in service delivery and operations planning.

Attributes
· Proven senior leadership skills
· Exercises sound judgement and political sensitivity 
· Strong client, whānau and community focus
· Ability to build trust
· Ability to makes sound decision and effectively managers any escalated issues
· Knowledge of training, development and quality management concepts
· Exceptional and proven relationship management skills
· Able to work collaboratively as part of a broad management team
· Flexible, adaptable and pragmatic
· A wide ranging perspective that contributes to excellent decision quality
· Establishes a high performing culture where staff engagement levels are maximised
· Strong organisational and planning skills
· Highly effective communication skills
· Environmental and organisational awareness
· Ability to influence others.

Key Relationships 
Internal
Regional Commissioner for Social Development
Deputy Chief Executive’s Office and Senior Managers across Service Delivery
National Office Service Delivery, Employment and Housing staff 
Regional Leadership Group, including Regional Labour Market Manager and Contracts Manager
Other Service Delivery Managers and Staff, including Client Service Support and Centralised Services. 
Other MSD Service Delivery Regions as appropriate, including your Regional Director Cluster Group 
Regional staff 

External 
Government Departments and agencies
Employers and employer bodies
Iwi/ Maōri
Community Organisations and groups including Pacific peoples 
Education and training providers
Other external advisors and contracted service providers
Advocates 

Other 
Delegations
Financial – Yes
Human Resources – Yes, Level 4
Direct reports - Yes
Security clearance - No
Children’s worker - No

Limited ad hoc travel may be required

May require after hours work
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