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Manager, Service Design 
Transformation 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 Manager, Service Design is accountable for leading and developing a high-performing Service Design practice within the Transformation Group, that delivers consistent, high-quality capability and capacity to support MSD’s strategic priorities.

The core focus of a Practice Manager is growing expertise and ensuring the 
consistency and quality of skills and methodology within the practice. They will 
be accountable for the development of the practice, aligned to wider MSD frameworks, strategies and requirements. They are responsible for the people leadership of the practice, equipping them with the skills, tools, and common methodologies to consistently deliver value and functional excellence. They are accountable for leading the development of members of the practice, monitoring performance and establishing appropriate learning and development pathways.

Across the practice, they are accountable for talent sourcing and recruitment, 
workforce planning, and resourcing decisions to ensure the right resources are in 
place at the right time to deliver the capability requirements for their practice. They work closely with delivery stakeholders and other practice managers to ensure empowerment, performance management, development, progression, and retention of people in the practice. 

They will work to continually develop the practice to ensure it is delivering the 
capability required, monitoring the overall performance of the practice, and benchmarking externally ensuring practice is in line with relevant emerging or future practice and capability that meets the needs of the organisation.
Location
National Office, Wellington
Reports to	
Director, Business Service Design
Responsibilities
Enterprise Leadership
· Demonstrate MSD’s purpose and values by role‑modelling positive leadership behaviours within your immediate team and with peers, building trust and encouraging collaboration across related work areas.
· Contribute to effective planning and decision‑making by providing clear, timely insights from your team’s work, identifying issues, risks, and opportunities, and escalating matters that require wider attention.
· Manage the delivery of services, activities, or projects within your team, ensuring work is well‑planned, your team is supported through change, and outputs contribute to your group’s priorities and MSD’s strategic direction.
· 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.
Technical Leadership
· Provide strategic leadership of practice capability, shaping how Service Design capability is delivered for MSD. Establish and embed consistent approaches, including frameworks, methodologies, tools, guidance, standards and documentation, ensuring this is aligned with wider MSD frameworks and approaches and meets organisational quality standards
Review and evolve the practice and identify and recommend future-focused improvements to meet the needs of delivery teams and drive continuous improvement to meet the needs of how the capability is delivered across MSD.
· Lead the development and implementation of workforce plans to ensure the availability of appropriately skilled specialist resources to meet current and future organisational needs. Oversee resource allocation and workforce forecasting, assess current capability and skills requirements, and identify gaps and development opportunities to ensure workforce capacity and capability are aligned with strategic priorities and demands.
· Build strong relationships with senior leadership and key stakeholders to ensure effective engagement with the practice and to support matrix management of team members on assignments.
· 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
· Oversee and report on the performance of your practice. 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
· Positively represent MSD in engagements related to your area of expertise. Prepare presentations and materials for meetings, seminars, and conferences as required.
· 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.
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
· Demonstrated experience leading a Service Design practice in a large and complex delivery environment.
· Proven experience providing senior-level advice on Service Design methodologies (both agile and waterfall) and best practice and evolving practice to meet future demands
· Demonstrated experience in resource management and the allocation and management of resources to assignments. 
· Experience in establishing consistent practice and ensuring methods and tools are adopted and used effectively throughout an organisation.
· Demonstrated experience building and maintaining effective relationships with senior leaders, delivery teams, and stakeholders, providing the required capability and facilitating collaboration to support programme outcomes.
· [bookmark: _Hlk213060338]Ability to lead and develop high‑performing teams, fostering a client‑centred culture and maintaining high standards of quality and operational performance.
· Proven ability to remove constraints and blockers by putting the needs of the employees first and help people develop and perform in their roles.
· Experience in strategic planning, operational management, project management, financial management and performance monitoring processes.
· Proven ability to cultivate and sustain positive interpersonal connections, fostering trust, collaboration, and effective communication to support enduring professional relationships.
Behavioural Competencies
[bookmark: _Hlk213054325]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. This includes recognising 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: Recognizes the value that different perspectives and cultures bring to MSD. Consistently behaves with great sensitivity toward differences in cultural norms, expectations, and ways of communicating
· Collaborates: Builds partnerships and works collaboratively with others to meet shared objectives. This includes readily involving 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. This includes consistently being honest and straightforward, sharing uncomfortable information in a clear and helpful manner. Maintains high ethical standards and professional codes of conduct.
· Builds Effective Teams: Builds teams that apply their diverse skills and perspectives to achieve common goals. This includes mentoring others on how to build effective teams; takes actions to correct dysfunctional teams. Ensures that the team has the right mix of skills; leverages individual strengths effectively.
· Develops Talent: Develops people to meet both their career goals and MSD’s goals. This includes emphasising the importance of learning, urging 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]Communicates Effectively: Develops and delivers communications that convey a clear understanding of the unique needs of different audiences. This includes tailoring communication content and style to the needs of others. Pays attention to others' input and perspectives, asks questions, and summarizes to confirm understanding.
· Ensures Accountability: Holds self and others accountable to meet commitments. This includes measuring and tracking team's and own performance, and helps the team learn from success, failure, and feedback. Adheres to, and enforces, goals, policies, and procedures.
Delegations 
· Direct reports – Yes
· Security clearance - No
· Children’s worker - No
· Travel – Ad hoc travel 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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