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IN-CONFIDENCE

Manager Internal Communications
Service Delivery Communications

Our purpose
We help New Zealanders to be safe, strong, and independent.
Manaaki tangata, Manaaki whānau
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
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.
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 Manager Internal Communications leads internal communications and knowledge services that enable Service Delivery teams to effectively support New Zealanders. The role ensures kaimahi have access to clear, timely, and practical information that helps them understand priorities, deliver services confidently, drive engagement and adapt to change.
This role provides strategic and operational leadership for internal communications channels, leadership communications and engagement, and operational knowledge. It is responsible for ensuring these services support organisational alignment, operational readiness, and informed decision-making across Service Delivery.
As a member of the Service Delivery Communications leadership team, the Manager works closely with leaders and stakeholders across Service Delivery and the wider organisation to ensure communications are coordinated, audience-focused, and connected to operational outcomes. The role also supports a strong Service Delivery culture by promoting engagement, consistency, and connection.
Location
National Office, Wellington
Reports to	
General Manager Service Delivery Communications
Responsibilities
Enterprise Leadership
· Champion MSD’s purpose and values by building strong relationships within your function and across related areas, modelling positive leadership behaviours, and contributing to initiatives that support organisational priorities.
· Work collaboratively to support planning and decision‑making by providing insights from your area, ensuring issues, risks, and opportunities are clearly identified and escalated as needed.
Lead the delivery of services, projects, or improvements within your area, ensuring your team is engaged, supported, and prepared for change, and that your work contributes effectively to the delivery of MSD – services for the future.
· Demonstrate sound leadership and apply due diligence to ensure your team meets its obligations as part of a public sector agency, including compliance with policies, processes, and statutory requirements.
Team Leadership
· Lead the development and implementation of internal communications and knowledge, contributing to broader Service Delivery Communications strategies. Anticipate challenges and opportunities, ensuring alignment with wider organisational priorities.
· Set out the actions needed to deliver Service Delivery Communications and business plans within the team. Explain how these connect to MSD's purpose, vision, and values and motivate people to deliver successful business outcomes.
· Manage a team so that team members are supported and enabled to deliver in their roles. Oversee all areas of recruitment and performance management, coaching team members, and identifying development needs.
· Develop, review and implement practice and processes within Internal Communications, and interpret and apply relevant policies. Advise the organisation on how these should be applied, monitor their use, and support effective implementation through clear guidance and communication.
· Positively represent MSD in engagements related to Service Delivery Communications. Prepare presentations and materials for meetings, presentations, and events as required.
· Oversee and report on the performance of Internal Communications. Set clear performance goals and support your people to achieve these. Take proactive steps to address challenges early, minimising impacts on our people and the services we provide, to ensure business objectives are met.
· Evaluate the capabilities required of your team and identify gaps and development priorities. Implement MSD’s formal development frameworks and support professional growth through coaching and mentoring.
Technical Leadership – Internal Communications
· Lead internal communications and knowledge services for Service Delivery, ensuring kaimahi receive clear, timely and practical information that supports delivery, strengthens engagement and helps people connect to MSD’s purpose and priorities.
· Build strong relationships and provide strategic advice to senior leaders, programme leads and business partners on internal communications, leadership communications and knowledge approaches, including priorities, risks, opportunities and how to influence understanding, engagement and culture.
· Partner with senior leaders to develop and deliver effective leadership communications and engagement approaches that help them connect with their operational teams, build trust, and support organisational objectives.
· Set approaches for internal communications, leadership communications, and operational knowledge that align with organisational priorities and the realities of different frontline environments.
· Lead the delivery and evolution of internal communications and knowledge, ensuring content is timely, relevant, and supports frontline teams to deliver services effectively.
· Use storytelling to bring strategy, change, operational priorities and employee experiences to life, helping people understand why their work matters and strengthening connection across MSD.
· Create and implement internal communications and knowledge strategies, aligned to organisational priorities and operational realities across our different frontline environments.
· Champion a data and insight-led approach, using analytics, engagement data, and feedback to inform advice, improve communications, and influence business decisions.
· Provide governance and oversight of knowledge content, including planning, quality assurance, lifecycle management, and continuous improvement of knowledge bases.
· Maintain visibility of internal communications activity, including dependencies, risks, and sequencing across the forward work programme. Oversee work planning, prioritisation, and resource allocation across the team to support effective and timely delivery.
· Support content authors across the organisation to work to agreed standards and processes. Improve the usability, accessibility, and consistency of knowledge content so it supports effective service delivery.
· Work closely with the Communications Planning and Delivery and Communications Channels and Content managers to ensure joined-up planning and coordinated delivery across the function.
· Contribute to continuous improvement across Service Delivery Communications systems, practices, and capability. This includes strengthening intake, prioritisation, workflow, and quality assurance so delivery is well managed and transparent.
Additional Responsibilities
Embedding te ao Māori 
· [bookmark: _Hlk213060737]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
· [bookmark: _Hlk213060727]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.
Emergency management and business continuity
· [bookmark: _Hlk213060732]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.
· Ensure that policies and procedures encompassing emergency management, business continuity and crisis management arrangements are understood, followed and implemented by employees.
Education, Experience and Skills
· [bookmark: _Hlk213060338]Extensive experience in internal communications leadership, including setting direction and delivering channels and knowledge in complex, operationally focused organisations.
· Demonstrated understanding of frontline audience needs and experience developing communication approaches that support operational delivery.
· Demonstrated experience using analytics, feedback, and audience insight to shape strategy and improve outcomes.
· Proven people leadership experience, including building capability, supporting high performance, and creating alignment across teams or functions.
· Sound experience in strategic planning, operational management, project management, financial management, and performance monitoring.
· Ability to lead teams through change while maintaining delivery quality and momentum.
· Good understanding of the public sector environment, government processes, and the context Service Delivery operates in.
· Proven experience leveraging Microsoft 365 platforms (including SharePoint and Teams) to design, deliver and continuously improve internal communications and knowledge management practices.
· A relevant tertiary qualification in communications, marketing, public relations, or a related discipline is desirable, or equivalent experience.


Behavioural Competencies
· [bookmark: _Hlk213054284][bookmark: _Hlk213054325]Builds Rapport: Relates openly and comfortably with diverse groups of people. For example, recognises even subtle social cues and nimbly responds to others' needs and preferences. Helps to defuse difficult interpersonal situations by showing high levels of tact, sensitivity, and consideration. Builds rapport with ease
· Values Difference: Recognises the value that different perspectives and cultures bring to MSD. For example, provides clear messages about the business value of diversity; urges people to learn from diverse perspectives. Is sensitive to differences in norms, expectations, and ways of communicating.
· Collaborates: Builds partnerships and works collaboratively with others to meet shared objectives. For example, readily involves others to accomplish goals; stays in touch and shares information; discourages "us versus them" thinking; shows appreciation for others' ideas and input.
· Instils Trust: Gains the confidence and trust of others through honesty, integrity, and authenticity. For example, is consistently honest and straightforward; shares uncomfortable information in a clear and helpful manner. Maintains high ethical standards and professional codes of conduct.
· Strategic Mindset: Sees ahead to future possibilities and translates them into strategies. For example, keeps up to date on current and future thinking and considers these when making decisions. Clearly identifies and prioritises efforts and initiatives to have the greatest strategic impact on MSD
· Develops Talent: Develops people to meet both their career goals and MSD’s goals. For example, emphasises the importance of learning, urges people to build new skills, and provides opportunities for them to develop their careers. Provides useful real-time coaching, development activities, and stretch assignments.
· [bookmark: _Hlk213054300]Builds Effective Teams: Builds strong teams that apply their diverse skills and perspectives to achieve common goals. For example, connects with others on team projects and leverages their strengths and knowledge to deliver the best possible results. Champions the decisions of the team and operates in a way that builds team spirit.
· Communicates Effectively: Develops and delivers communications that convey a clear understanding of the unique needs of different audiences. For example, tailors communication content and style to the needs of others. Pays attention to others' input and perspectives, asks questions, and summarises to confirm understanding.
Delegations 
· Direct reports - Yes
· Security clearance - No
· Children’s worker - No
· Travel – Limited adhoc travel may be required
· HR Delegation Level – Yes, Level 4
· Financial Delegation level – Yes, level 4
Working in public service
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 potential and aspirations.
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. 
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