Manager, Support Services
Job Description
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	Position title
	Manager, Support Services

	Location
	Sydney, Melbourne or Brisbane

	Reporting to
	Director, Client Services

	Position type
	Ongoing (subject to funding), full time or part time (at least 0.8)

	Updated
	July 2018


Role
Reporting directly to the Director Client Services, this role is key to ensuring that knowmore continues to deliver a best practice client-centred service to survivors.  The role is responsible for the oversight of the ongoing planning around, and the delivery of, support services for clients (who are often survivors of childhood institutional sexual abuse) engaging with knowmore.
The role will operate at a tactical level by dealing both directly with clients and by providing leadership, management and guidance to teams delivering knowmore’s cultural and counselling support services across its multiple offices.
While working closely with the Regional Client Services Managers and Managing Lawyers from each office, the Manager Support Services will actively support, resource and promote a strong collaborative and cohesive team.  The role will also perform a number of management and coordinating functions, as the support team ‘discipline leader’. 
Duties and responsibilities
· Provide consistent leadership, support and direction to the Support Services Team, maintaining an environment that supports positive relationships with clients and achieves client optimal care.
· Ensure responses to clients are sensitive to people from diverse cultures, backgrounds and life experiences
· Support the Director of Clien.t Services in the delivery of knowmore’s trauma-informed practice framework and staff wellbeing strategy.
· Ensure that all work practices have sound assessment and intervention strategies, providing staff with all the necessary tools and supports they need to deliver consistent client focussed service.
· Provide practice and professional supervision to members of the support team via regular face to face and phone meetings.
· Maintain overall understanding of the team’s workload and coordinate support team coverage across knowmore’s operations, including its response to the telephone hotline and the planning of outreach and community education activities.
· Coordinate regular meetings of the support team to facilitate and oversee project work, the capture of practice knowledge, the identification of professional development needs and learning opportunities for all staff, and the promotion of innovation.
· Ensure that professional knowledge and skills of team members are reviewed, updated and documented.
· Collaborating with other managers, assist with stakeholder management with support organisations, to ensure the ongoing provision of effective referral arrangements between knowmore and those agencies to best meet the needs of clients.


· Supporting the local office Senior Lawyers in managing support team members, ensuring that everyone is aware of, and understand, all standards of practice and service performance.
· Collect, record and report on key performance indicators and ensure all client data records are maintained in accordance with regulatory procedures.
· Provide initial counselling to clients and support the delivery of legal assistance services to clients during the taking of instructions and the provision of legal advice (including on outreach activities), ensuring clients’ wellbeing needs are addressed.
· Identify and provide appropriate referral services to clients, both during and following conferences, to ensure ongoing support needs are addressed.
· Provide informed advice on clinical and other issues as required through case consultations, debriefing, education and support, to members of the support team and other staff.
· Contribute to the development and maintenance of practice guidelines, policies and procedures and resource materials relevant to the work of the support team and also, more generally, to safe and trauma-informed service delivery across knowmore.
· Support the Executive to develop, implement and improve existing practices and procedures to address staff well-being in the context of our service delivery.
· Participate collaboratively as a member of knowmore’s management team and contribute to operational and strategic planning to address client needs and to promote a cohesive and multidisciplinary practice.
· Support with recruitment, induction and performance management of support team staff.
· Undertake other duties and projects as directed.
Organisational Obligations 
· Demonstrate an active and dedicated commitment to knowmore’s Mission, Vision and Values. 
· Comply with knowmore’s Policies and Procedures.
· Observe all legal and legislative requirements. 
· Ensure a high level of confidentiality and integrity. 
· Assist in the development of, and participate in knowmore’s initiatives, projects and events. 
· Cultivate productive and collaborative working relationships and outcomes through open an inclusive planning, continuous improvement and transparent work practices.
· Liaise with others in a professional, respectful and constructive manner. 
· Take reasonable care to protect their health and safety and the health and safety of others. 
Selection Criteria
· Relevant tertiary qualification in Social Work, Psychology or Counselling.
· Extensive experience working with the dynamics and impacts of complex trauma.
· Experience working with legal procedures in respect to the needs of survivors of child sexual assault and an understanding of the range of counselling and support services available to survivors, including those from diverse backgrounds of age, gender and culture.
· Resilient in the sense of demonstrating calmness, ability to focus and maintain perspective when faced with change, crisis and difficulty. Able to recover from and deal with setbacks and challenging or stressful experiences to foster a culture of open communication and mutual respect.
· Ability to motivate staff to contribute to service and organisational development, encourage and support them to develop their skills and talents to achieve service and organisational objectives.


· Experience in the professional supervision of social work and/or counselling staff as part of a multi- disciplinary service. Relevant post-graduate training in relation to the provision of professional supervision to colleagues is desirable.
· Demonstrated management skills, including planning and monitoring for effective service delivery; recruiting, training and supporting staff; and developing, implementing and co-ordinating systems, policies, procedures and resources.
· High-level communication and negotiation skills, including the ability to develop working relationships and to engage effectively with internal and external stakeholders, and to represent knowmore in a variety of forums.
· Demonstrated commitment to social justice, with resilience and a client-focused approach.

A relevant tertiary qualification (or substantial progress towards such a qualification), may be advantageous.
The successful candidate will be required to satisfactorily complete a National Police Records Check and a Working with Children Check.
The role may involve intrastate and interstate travel to deliver services to clients on an outreach basis, and to undertake community engagement activities. Accordingly a current driver’s licence is desirable.
[image: ] Version 1		Page 3 of 3

Documents are controlled electronically, all hard copies are uncontrolled


image1.jpg




image2.emf









image3.jpeg




image4.emf









image3.jpg




