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Review Coordinator
Client Service Support

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 Review Coordinator will deliver end to end administrative co-ordination of the review of decision process within their allocated portfolio. Deliver high quality, comprehensive administrative support and contribute as part of the Review of Decision team (ROD) to achieve the Ministry’s Review of Decision targets and outcomes. 
Location
Various
Reports to
Service Manager Client Reviews / Service Manager Client Service Support
Responsibilities
Administrative coordination and management of ROD processes
· Provide Co-ordination of all stages of the Review of Decision Lifecycle from receipt of requests to final closeout, ensuring efficiency and timely completion.
· Manage the scheduling and administration of all aspects review hearings, including financial transactions and fees for community representatives, to meet operational objectives.
· Be the primary contact for community representatives, for all hearing-related matters promptly and effectively.
· Prepare and collate reports for the Benefit Review Committee (BRC) or Student Allowance Review (SAR) Hearing, ensuring efficient submission and distribution.
· Support the Review of Decision hearing process, identifying and resolving potential issues to maintain operational efficiency.
· Ensure timely receipt and distribution of Review of Decision outcome reports, ensuring prompt release to clients and relevant parties.
· Assess and resolve issues or escalate as necessary, ensuring timely and effective resolution.
· Provide administrative support to the Management team as required to support operations.
· Maintain administrative systems and processes, supporting the development of practices for improving efficiency of the Review of Decisions.
· Understand and promote MSD’s products and services, ensuring comprehensive knowledge of available client support options.
· Stay current on MSD’s strategic direction, policies, and business systems, ensuring familiarity with administrative processes and office equipment.
Stakeholder engagement and communication
· Develop and maintain strong relationships with key stakeholders, fostering open communication channels to improve efficiency and collaboration across operations.
· Coordinate with community or student representatives, panel members, applicants, and agents to arrange Review of Decision hearings, manage scheduling, meeting logistics, and ensure reports are accurately collated and distributed.
· Serve as a primary point of contact for Managers, Team Coaches, and Report Writers, providing support for both internal and external stakeholders.
· Collaborate with the client advocacy and review team to monitor adherence to natural justice and compliance with legislative processes during the Review of Decision.
· Support Report Writers in managing responses to clients and stakeholders, ensuring acknowledgment of issues, providing investigation updates, and delivering final decisions.
· Keep clients and stakeholders informed throughout the entire Review of Decision hearing process, ensuring timely and accurate communication.
· Demonstrate cultural awareness and communicate with empathy, building trust and rapport with clients to ensure they feel heard and understood.
Information management and client privacy
· Maintain accurate and up-to-date client records in business systems to support informed decision-making and ensure a consistent client experience across all delivery channels.
· Protect client and employee information by ensuring secure storage and appropriate disclosure, safeguarding privacy and confidentiality.
· Engage with internal and external stakeholders to gather necessary information and schedule hearings in a timely manner.
· Manage outstanding coordinator work spreadsheets, keeping information current and ensuring staff are informed of any updates or changes.
· Oversee the Information Request process, ensuring compliance with MSD’s policies and legislative requirements.
Team contribution and continuous improvement
· Contribute as part of the Review Coordinators team nationwide, sharing knowledge and aligning processes for consistency and efficiency.
· Contribute to the unit’s planning, goal setting and achievement to ensure efficiency across the unit.
· Be a positive team member working with others to assist them achieve their performance plans and support team decisions to enhance culture.
· Participate in continuous professional development activities relevant to role.


· Monitor administrative systems and processes and Identify issues and inefficiencies   and suggest improvements and opportunities to streamline processes and review impact and improvement 
· Project involvement – contribute to and/or participate in projects and initiatives as required to contribute towards the overall units goals and deliverables. 
Additional Responsibilities
Embedding Te ao Māori 
· Embedding Te ao Māori (Te Reo Māori, Tikanga, Kawa, Te Tiriti o Waitangi) into the way we do things at MSD. 
· Building more experience, knowledge, skills, and capabilities to confidently engage with whānau, hapū and iwi.
Health, safety, and security
· Understand and implement your Health, Safety and Security (HSS) accountabilities as outlined in the HSS Accountability Framework.
· Ensure you understand, follow, and implement all Health, Safety and Security and wellbeing policies and procedures.
Emergency management and business continuity
· Remain familiar with the relevant provisions of the Emergency Management and Business Continuity Plans that impact your business group/team.
· Participate in periodic training, reviews and tests of the established Business Continuity Plans and operating procedures.
Know-how
· Expertise in administrative coordination – Managing the full lifecycle of the Review of Decision process, from receipt of requests to triage and final closeout, ensuring efficiency and timely completion.
· Proficient in scheduling and managing logistics for Review of Decision hearings, including financial transactions and fees for community representatives.
· Knowledge of relevant legislation, policies, and natural justice to ensure compliance during the Review of Decision process.
· High proficiency in managing client and information requests to ensure accurate record-keeping and decision-making support.
· Experience with financial transactions related to hearing costs, including fees for community representatives, ensuring accuracy and prompt processing.
· Skilled in report preparation and distribution, specifically for the Benefit Review Committee (BRC) and Student Allowance Review (SAR) Hearings.



· Proficiency in business systems and IT tools, such as Microsoft Office, Client Management Systems, and spreadsheets, for managing data and ensuring smooth operations.
· Ability to handle complex, confidential administrative functions in a sensitive and professional manner.
· Knowledge of MSD's products and services to effectively guide clients and promote available support options.
· Experience managing the Information Request process while ensuring compliance with organisational policies and legislative requirements.
· Understanding of data privacy and confidentiality to maintain client and employee information securely.
Attributes
· Strong interpersonal skills – Ability to build and maintain effective relationships with internal and external stakeholders, demonstrating active listening, empathy, and communication.
· Accountability – Taking ownership of the quality and accuracy of work and ensuring deadlines are met.
· Organisational and time management skills – Managing competing priorities and maintaining oversight of multiple tasks and deadlines.
· Problem-solving ability – Assessing and resolving issues or escalating them as needed to ensure smooth operations.
· Attention to detail – Ensuring all aspects of administrative processes are completed accurately, checking for errors, and keeping track of changes.
· Adaptability – Ability to thrive in a dynamic, changing environment, managing ambiguity and adapting to evolving priorities.
· Resilience – Maintaining effectiveness under pressure and addressing challenges or setbacks in a professional manner.
· Cultural awareness and empathy – Demonstrating sensitivity in interactions with diverse clients, stakeholders, and colleagues, ensuring people feel heard and understood.
· Effective communication – Conveying information clearly and concisely to stakeholders, clients, and team members, ensuring transparency and collaboration.
· Team collaboration – Contributing to a cooperative and supportive work environment, sharing knowledge, and working effectively with others to achieve shared goals.
· Commitment to continuous learning – Staying current on relevant policies, systems, and processes to ensure high-quality service and operational efficiency.


Key relationships 
Internal
· Service Manager Client Reviews and staff
· Housing and Income Support managers and staff
· National Accounting Centre (NAC)
· Integrity, Debt and Fraud
· Centralised Services management and staff
· Local Services management and staff
· Senior Support Centre Management and staff
· Other MSD management and staff
· Solicitors/Accountants
External 
· Clients and/or their representatives in New Zealand and overseas
· Lawyers and Agents
· Beneficiary advocates
· Government organisations 
· Non-Government/Community organisations
· Community and Student Representatives
Delegations 

Direct reports - No

Security clearance - No

Children’s worker - No

Travel - No

HR Delegation Level - No

Financial Delegation level - No



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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