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position description

	Position:
	Service Manager, Centralised Services

	Location:
	Wellington

	Business Unit:
	Centralised Services

	Group:
	Service Delivery

	Reporting to:
	Manager Centralised Services

	Issue Date:
	March 2015

	Delegated Authority:
	Human Resources/Financial

	Staff Responsibility:
	Yes


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 help themselves to be safe, strong and independent.

Ko ta mātou he whakamana tangata kia tū haumaru, kia tū kaha, kia tū motuhake.

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

Position Description approved by:

Deputy Chief Executive Service Delivery

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, 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 in genuine need.

We do this through three key groups; Regional Service Delivery, our frontline centres delivering face-to-face services across 11 regions, Contact Centre Services providing client services by phone, and Centralised Services - specialist teams managing processing of support and entitlements.
These three groups are supported by a number of teams, providing operational support, service development, learning and development, analytics and workflow management and engagement expertise.

Whatever part of Service Development we work in, we have a role in delivering services and making a difference for more than a million clients.

Purpose of the Position:

The Service Manager, Centralised Services will be responsible for the management and leadership of a team of Customer Service Officers that provide services to clients wishing to retire overseas, those already living overseas and those moving to New Zealand from an overseas country.  This involves:
· managing the Human Resources issues for the team

· providing leadership and motivation for the team

· establishing a strong customer service focus within the team
· establishing a high performance and continuous improvement culture within the team

· contributing to development of the unit plans
· complying with and modelling public sector values
As a member of the management team, the service manager will be expected to contribute to the overall management and direction of the unit.
Working Relationships

Internal:

· Manager Centralised Services
· Call Centres

· Regional Service Delivery staff

· National Office staff

· Financial Analysts

· Human Resources team

· Relevant Policy staff

· Legal Services

· Information Technology

· National Office Communications

· Liaise and work with other Ministry staff

External:

· Clients

· External Agencies (including overseas)

· The Public

· Community Groups
· Service Providers
Key Accountabilities:
	Key Result Area
	Accountabilities

	Operational Leadership
	· Provides staff with clear leadership and direction in line with the organisation’s vision and unit plans.

· Motivates team to achieve objectives and continually improve on performance.

· Provides staff with leadership in KPI areas.

· Works with the Manager Centralised Services to implement the change management plan associated with the achievement of the business strategy.

	Policy Administration (Overseas Reciprocal Agreements)
	· Assists in the preparation and maintenance of administrative arrangements for reciprocal agreements.

· Participates in negotiations as required.

· Provides feedback to policy and liaison team on administrative agreements.

· Maintains statistics in relation to agreements.

· Implements policies in accordance with reciprocal agreements.

	Communication
	· Provides regular feedback to the team on business issues and decisions. 

· Implements an effective communication system for the site to ensure that staff are fully informed/consulted and the Manager Centralised Services is kept aware of staff issues.

· Ensures that there is effective communication to keep clients, other agencies and businesses fully informed on business policies and services.

· Ensures that there is effective communication with peer groups and that the Manager Centralised Services is briefed as appropriate.

	People Development and Management
	· Manages the site in accordance with business policies on a day to day basis.

· Ensures human resources are managed in accordance with the relevant HR policies, Managers Guides and employment agreements.

· Manages and co-ordinates the appointing of staff.

· Coaches and develops staff to provide them with the opportunities to reach their potential within the Ministry.

· Negotiates performance plans with staff, including a training and development plan and provide them with regular feedback on performance against their plan, setting in place programmes to enable them to achieve the targets in the plan.

· Models business values and ensures they are practised by staff.

· Completes performance appraisal of direct reports.

· Ensures the early and successful resolution of disputes/grievances and performance issues.

	Client Service 
	· Maintains and improves a client focus in the site.  Identifies client needs (of both internal and external clients) and provides appropriate services.

· Maintains a service culture in the site.

· Ensures products and services are delivered accurately, efficiently and according to policy and business standards.

	Relationship Skills
	· Develops and implements unit plans which align with Service Delivers plans to maintain effective working relationships with key internal and external stakeholders

· Represents Centralised Services to provide and facilitate the delivery of the unit’s services

· Establishes and maintains positive working relationships with peers and the wider Ministry service areas.

	Financial
	· Assists in preparation of the budget for the site and any other budget activity as required.

· Manages resources and assets within the site so as to ensure that the site achieves its financial targets.

	Health and Safety
	· Ensures health and safety procedures, policies and practices are implemented, followed and understood by all staff.

· Completes Health and Safety scheduler tasks within specified timeframes and ensures evidence appropriately filed in the site health and safety folder.


	
Technical/Professional Knowledge and Experience
· Sound knowledge of contemporary management methods
· Highly developed interpersonal skills with a demonstrated ability to relate to staff at all levels and an ability to develop working relationships

· Proven leadership skills and ability to manage a team, including performance management, coaching and development of people
· Experienced in handling conflict situations and resolving issues
· Proven ability to anticipate and initiate changes
· An awareness of our independent linkages with other internal and external agencies and our relationship to them
· Ability to use computer based office software packages such as MIS, word processing, spreadsheets, presentations, including MS Word, MS Excel, and MS Powerpoint 
· Knowledge of key Ministry systems such as TRACE, SWIFTT, UCVII
Attributes/Success Factors
· Strong interpersonal skills and partnership builder
· Leadership skills

· Highly effective written communication skills
· Exercises sound judgement and discretion
· Strong customer focus
· Highly effective influencing and negotiation skills
· Flexible, adaptable and pragmatic 
· Business acumen
Other Requirements
· Willing to travel to fulfil job requirements
· Holds current drivers licence and is prepared to drive the Ministry’s vehicles if required 
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