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IN-CONFIDENCE

Director, Continuous Improvement
Kaihautū
Enablement Group

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 Director Continuous Improvement provides leadership across Customer Experience and Continuous Improvement to ensure client centered‑ insights, evidence and feedback shape how Service Delivery designs and delivers its services. The role drives a coordinated, system level improvement programme that strengthens service quality, consistency‑ and outcomes for clients.
As a Senior Manager within MSD, this role influences decision-making, builds strong relationships with internal and external stakeholders, and ensures the delivery of improvement initiatives, contributing to the long-term sustainability and success of MSD.
Location
Wellington
Reports to
General Manager Learning and Continuous Improvement
Responsibilities
Enterprise Leadership
· Champion the Ministry's purpose and values by building strong internal and external relationships, modelling leadership behaviours, and actively contributing to initiatives that support enterprise-wide priorities and long-term impact.
Work collaboratively to make a positive contribution to strategy development, organisational decision making, and performance monitoring.
· Actively leads the successful design, delivery and adoption of MSD - services for the future by both leading the change for our people and ensuring your area of responsibility is effectively supporting the delivery of transformation objectives.
· Demonstrate leadership and exercise due diligence to ensure the Ministry meets all statutory obligations, responsibilities, and expectations as a public sector agency in New Zealand
Functional Leadership
· Drive the strategic direction and delivery across the Customer Experience and Continuous Improvement functions for the Enablement Group. Anticipate complex challenges and opportunities, ensuring strong alignment with broader organisational priorities.
· Identify and communicate the actions required to deliver the Learning and Continuous Improvement strategy within the area of responsibility. Connect the work to MSD's purpose, vision, and values to motivate people to successfully deliver outcomes that align with the strategy.
· Provide authoritative specialist advice to Senior Leaders and Leadership teams to guide the implementation of policy, and the design and delivery of projects and change initiatives.
· Establish and maintain trusted relationships with senior and executive leaders, ensuring stakeholder engagement aligns with long-term business needs and supports sound decision-making. Lead and coordinate the delivery of strategic engagement plans and key communications.
· Positively represent MSD in external forums and across the public sector, managing external relationships with industry, partners, clients, and the public to promote MSD's goals and work. Oversee the preparation of presentations and materials for meetings, seminars, and conferences as required
· Oversee and report on the performance of the Customer Experience and Continuous Improvement teams. 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.
· Identify any organisational risks and take action to manage their impact ensuring rigorous standards of analysis and risk assessment are achieved, including oversight of finances, budgets (including variances) and resources utilisation.
· Evaluate the capabilities required to deliver your team’s work programme and identify gaps and development priorities.  Implement MSD’s formal development frameworks and support professional growth through coaching and mentoring.
Technical Leadership
Provide strategic leadership across customer experience and continuous improvement, ensuring client centered insights, evidence and feedback inform how Service Delivery designs and delivers its services. 
Drive a learning and improvement culture by leading end-to-end continuous improvement initiatives, prioritising opportunities that lift accuracy, quality, timeliness and overall client experience.
· Oversee the implementation of improvement initiatives, this includes testing solutions, gathering feedback and embedding changes, to ensure improvements are sustained and consistently applied across Service Delivery.
· Leverage data, insights and frontline feedback to identify system‑level opportunities and strengthen evidence‑based decision‑making to prioritise effort where it has the greatest impact for clients and performance.
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]Proven experience leading customer experience and/or continuous improvement functions in a large, complex organisation
Strong strategic thinking and systems level problem-solving, with the ability to translate data, insights and feedback into clear priorities and sustainable improvements
· Proven and successful experience in strategic planning, operational management, project management, financial management and performance monitoring processes.
· Proven ability to remove constraints and blockers, operate effectively with ambiguity, and the ability to help people develop and perform as highly as possible. 
· Proven ability to communicate and articulate potential resolutions or strategies in a clear, compelling, and tailored manner to address specific challenges or meet organisational need.
Behavioural Competencies
Behavioural competencies describe the behaviours and ways of working expected at MSD. They complement role specific responsibilities and technical skills and set clear expectations for how work is done. The first four competencies apply to all roles at MSD and the remaining competencies are specific to this role.
· [bookmark: _Hlk213054284]Builds Rapport: Relates openly and comfortably with diverse groups of people. For example, picks up on group interpersonal dynamics and finds ways to work effectively within these parameters; resolves difficult interpersonal situations within the team; works to build greater group harmony. Coaches team members on interpersonal skill
· Values Difference: Recognises the value that different perspectives and cultures bring to MSD. For example, builds a team culture in which differences are embraced; leverages people's differences to strengthen the workgroup; exposes team members to diverse perspectives and ensures they learn from these viewpoints.
· Collaborates: Builds partnerships and works collaboratively with others to meet shared objectives. For example, enlists a range of stakeholders to add value; ensures they are well informed and surprises are avoided. Confronts and challenges "us vs. them"; shows strong appreciation for others' efforts toward shared goals.
· Instils Trust: Gains the confidence and trust of others through honesty, integrity, and authenticity. For example, models honesty and authenticity and encourages others to be up front with one another. Demonstrates reliability and places a strong emphasis on the team meeting its commitments. Fairly represents others' positions.
· Strategic Mindset: Sees ahead to future possibilities and translates them into strategies. For example, provides a clear picture of MSD’s vision and strategy and what the team needs to do to realise them. Develops longer-term strategies that capitalise on MSD’s distinct capabilities and emerging trends in the market.
· [bookmark: _Hlk213054293]Drives Results: Consistently achieves results, even under tough circumstances. For example, creates a feeling of energy and an emphasis on excellence in the team, using productive behaviours. Builds a strong sense of urgency to exceed goals and beat deadlines. Ensures that the team pushes through obstacles and establishes a superior track record.
· [bookmark: _Hlk213054300]Decision Quality: Makes good and timely decisions that keep MSD moving forward. For example, ensures that people internalise policies and standards and accept full responsibility for their decisions. Confidently makes choices in the best interests of MSD, deals constructively with resistance.
· [bookmark: _Hlk213054325]Builds Effective Teams: Builds strong teams that apply their diverse skills and perspectives to achieve common goals. For example, provides rich and targeted insight on establishing strong teams with the right mix of abilities and perspectives. Conveys team members' roles and goals in a compelling way that builds excitement.
Delegations 
Direct reports – Yes
Security clearance - No
Children’s worker - No
Travel – Yes, as required
	HR Delegation - Yes
Financial Delegation - Yes


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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