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Position:
Operational Support Advisor 
Location:
National Office, Wellington
Business Unit:
Service Delivery
Group:
Client Service Delivery
Reporting to:
GM Housing 
Issue Date:
November 2018
Delegated Authority:
Nil 
Staff Responsibility:
Nil 
Our Role 

The Ministry of Social Development (MSD) is the lead agency for the social sector.  We help the Government to set priorities across the sector, co-ordinate the actions of other social sector agencies and track changes in the social wellbeing of New Zealanders.   

The Ministry provides policy advice, and delivers social services and assistance to children and young people, working age people, older people, and families, whānau and communities. We work directly with New Zealanders of all ages to improve their social wellbeing.

We serve over a million people, working out of more than 250 centres around the country.  It is likely that every New Zealander will come into contact with the Ministry at some point in their life.  

Our work, together with our social sector partners, is essential to achieving a sustainable and prosperous future, where all New Zealanders are able to take responsibility for themselves, be successful in their lives and participate in their communities.   
Our Purpose

We help New Zealanders to be safe, strong and independent. Manaaki Tangata, Manaaki Whanau.
Our Principles

MSD people: All own what we all do | Take responsibility for what we do | Understand our role in the big picture, who can help us and who we can help | Navigate through ambiguity and the opportunity it brings to create better ways of doing things | Act with integrity, courage and transparency | Celebrate our achievements and those of our clients
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Service Delivery

We work together to make a difference for New Zealanders.  Whether that’s helping someone get sorted financially so they can study, supporting someone into work, ensuring support is there for someone who can’t work or needs help with their housing needs, helping one of our seniors by granting their entitlement to New Zealand Superannuation, or giving New Zealanders confidence that the system they fund is being used by people who are in genuine need.

We do this through five key groups: Client Experience and Service Design, Client Service Delivery, Client Service Support, Community Partnerships and Programmes, and Strategy and Change.  Whatever part of Service Delivery we work in, we have a role in delivering services and making a difference for more than a million clients.
Business Unit: 
Client Service Delivery provides income support, housing and employment support services to more than one million New Zealanders through a New Zealand wide network of offices, contact centres, through online and digital channels, and in partnership with a range of service providers in the community.

Purpose of the Position: 
The Operational Support Advisor will provide advice and support on tenancy reviews and other housing processes for Service Delivery staff.
The Operational Support Advisor will participate in any housing projects or initiatives as required.  Analyse performance data reports to identify trends, issues and risks to ensure effective tenancy reviews are maintained for MSD.

Working Relationships

Internal:

· Regional Services staff

· Service Managers, Centralised Services

· Service Delivery managers and staff
· MSD managers and staff 
External:
· Housing New Zealand
· Housing and Urban Development

· Community Housing Providers
· Other government providers 
Key Accountabilities: 
	Key Result Area
	Accountabilities

	Knowledge
	· Maintain up to date knowledge of MSD’s housing products and services, policy and practice, relevant legislation and wider housing services to ensure they can provide assistance to internal and external stakeholders

· Utilise specialist knowledge and experience to contribute and support training design

	Advice and Support
	· Provide information and advice about tenancy review and other housing policy and practice to internal and external stakeholders so that accurate information can be provided to clients and/or actions are completed correctly into the MSD systems

	Reporting and analysis
	· Contribute to planning for the tenancy review function

· Collation of data from and to other housing providers to ensure all data is current and recorded into the MSD systems to update clients records

· Ensure tenancy review and other housing reporting is fit for purpose and delivered within agreed timeframes to provide up to date accurate reporting 

· Monitor and analyse performance trends and reports, recommending actions or strategies to address problem areas or take advantage of opportunities

	Relationship management
	· Establish, build and maintain a positive working relationship with peers and the wider MSD service areas

	Risk Management
	· Assist identifying issues that present risks or opportunities to Service Delivery and contribute to the management of issues in a way that risks are mitigated or contained

	Safe and Healthy
	· Understands and adheres to MSD health, safety and security (HSS) policies and procedures
· Implements HSS accountabilities at work to keep themselves, colleagues, clients and others safe and well 


	Knowledge Skills and Attributes
· Previous experience in client engagement in a case management environment

· Ability to analyse, monitor reports and problem solve

· Experience in providing advice and support within the Public Sector

· Proven experience of managing relationships, both internally and externally

· Experience in prioritising in an often busy and complex environment and applying sound judgement when dealing with competing deadlines
· A high level of computer literacy to include Microsoft package

· Strong communication skills, both written and verbal 

· Exercises sound judgement and political sensitivity

· Highly effective communication skills

· Flexible, adaptable and pragmatic

· Strong client focus

· Business acumen

Additional Requirements
· Recognises and understands the Ministry’s obligations under the principles o Te Titiri o Waitangi, when considering the circumstances and issues facing Maori and others in the communities the Ministry works with

· Welcomes and values diversity and contributes to an inclusive working environment where differences are acknowledged and respected.

Service Delivery Behaviours

Honōnga: Connecting to the why 

To connect physically, socially and spiritually, we connect everything we do to why we’re doing it and the picture of the future – to help people understand where we’re going and why

Manāakitanga: Looking after each other
Support, honest, trust, inclusion, kindness, generosity - the process of showing respect and care for others. Care for a person’s mana (well-being, in a holistic sense). Building and nurturing a supportive and caring environment

Whakawhanāungatanga: Building relationships
The process of getting to know one other, establishing relationships and relating well to others. Creating a relationship through shared experiences and working together to provide a sense of belonging. The ability to recognise strengths within a team and as individuals, working collaboratively and collectively

Kotāhitanga: Working as one
Unity, togetherness, solidarity, collective action. A collaborative response towards a commonly held vision, goal or other such purpose or outcome

Whakanui: Celebration
To celebrate, honour by unity, togetherness, solidarity, collective action.
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