[image: ]POSITION DESCRIPTION
HSNSW - SSD – Linen Services – Strategic Customer Relations Senior Manager
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	Organisation
	NSW Health

	Local Health District / Agency
	HealthShare NSW

	Position Classification
	Health Manager Level 5

	State Award
	Health Managers (State) Award

	Category
	Patient Support Services| Management - PSS

	Vaccination Category
	Category B

	Website
	www.healthshare.nsw.gov.au



PRIMARY PURPOSE
The position is responsible for providing leadership, direction and managing the Logistics, Customer Experience and Supply Chain team/s to ensure the sustainable and effective delivery of linen’s fleet and logistic services and strengthen the customer experience and achieve strategic objectives. 

KEY ACCOUNTABILITIES

· Provide leadership and direction to the Logistics, Customer Experience and Supply Chain team/s and effectively manage operations to ensure a continuous and sustainable service delivery in accordance with Service Level Agreements (SLA’s), customer expectations and business goal and objectives.
· Develop strategic plans, focusing on service delivery, efficiency and innovative improvements that meet customer requirements and set clear expectations and timelines to ensure the achievement of strategic objectives.
· Analyse business processes/workflows to identify and assess service delivery issues and provide high level advice regarding strategy, risk management, current issues, and cost implications.
· Drive the implementation of innovative reforms and projects to achieve service delivery efficiencies, improve customer experience and meet the strategic direction of HealthShare NSW.
· Identify new opportunities for service reforms by engaging customers and the private market on innovation and sustainability and drive the implementation of reform initiatives to achieve service delivery efficiencies, improve customer experience and meet the strategic direction of HealthShare NSW.
· Build and maintain effective and influential working relationships with customers and stakeholders and lead proactive and strategic engagement with current and prospective customers. 
· Effectively address service and customer relationship issues to ensure concerns or complaints are identified, closed and escalated as appropriate and comply with relevant policies, procedures, legislation and regulations.

KEY CHALLENGES

· To provide support, foster constructive workplace culture and build leadership capability across complex, large geographically dispersed teams with multiple service delivery models and arrangements.
· To successfully manage relationships within HealthShare NSW and with customer health services, the Ministry of Health and all partners/associations relevant to this role.
· Role model strong, effective management that is based on HealthShare NSW and NSW Health values, and drive operational priorities, achieving performance and meeting all legislative and policy requirements

	KEY RELATIONSHIPS

	Who
	Why

	INTERNAL

	Manager
	· Escalate issues, keep informed, advise and receive instructions 
· Contribute knowledge and expertise to corporate decision making

	Work Team
	· Inspire and motivate team, provide direction and manage performance
· Represent work group perspective and share information
· Lead discussions and decisions regarding implementation of innovation and best practice

	EXTERNAL

	Stakeholders
	· Communicate needs, facilitate business transactions and resolve issues

	Clients/customers
	· Provide strategic advice for business improvement 
· Resolve issues and provide solutions to challenges



ROLE DIMENSIONS
· Team staffing:	7
· Direct reports: 3					
· Financial Delegation: Tier 4	

ESSENTIAL REQUIREMENTS

· Relevant tertiary qualifications and/or experience in a health services management, business management, logistics or related field; including an understanding of service delivery/operations management within a large and complex environment. 
· Substantial leadership and management experience, with a record of achievement in change management and service delivery reform.
· Strong and effective communication, engagement, negotiation and influencing skills with all levels of staff, management and key stakeholders; with demonstrated capability to build, maintain and use relationships to successfully achieve business outcomes.
· Sound analytical skills including the ability to analyse and interpret information, prepare written reports, deal with challenges creatively and achieve business focused solutions. 

OTHER REQUIREMENTS
The role and the responsibilities are to be carried out in a manner that is consistent with delegations, policies, procedures and operations systems of HealthShare NSW and in line with NSW Health Code of Conduct. The following specific requirements should be noted:

Workplace Culture
At HealthShare NSW we strive for a positive and constructive workplace culture to help our people work at their best and deliver improved outcomes for our customers. We are goal-focused, open minded, encouraging of others and we work together to achieve our objectives. We put people first and prioritise connecting with those around us. We model the NSW CORE Values. Attitudes and behaviours are consistent with those values and the expectations of conduct set out in the NSW Health Code of Conduct.

Finance and Assets
Manage allocated finance and resources efficiently and effectively in accordance with the HealthShare NSW Delegations Manual (and supporting corporate policies and documentation). This may include, but not limited to, management of an allocated budget, assets and stores, corporate records, intellectual property and personnel records.

Fraud and Corruption
Ensure there are effective and sustained controls to prevent, detect and respond to fraud and corruption.

Risk Management
Participate in business risk planning and risk assessments. Understand and abide by the organisation's risk policies, developing an understanding of the operational and risk management context, managing risk accordingly.

Work, Health and Safety

HealthShare NSW strives for continuous improvement in the health, safety and wellbeing of our staff, visitors and contractors. We focus on safety excellence and a safe culture by ensuring our Safety Management System is robust, demonstrating visible safety leadership at all levels, and actively partnering with our staff in safety and wellbeing initiatives. Our safety goal is to live our safety message everyday – Think Safe Work Safe Live Safe. Staff are expected to comply with all policies and procedures relating to safety, and actively participate in health and wellbeing initiatives.

Workplace Diversity
Comply with and participate in the organisation's workplace diversity policies and procedures.

Travel (if relevant)
Capacity and willingness to travel to HealthShare NSW business and service locations throughout NSW which may include overnight stay in regional / remote areas.

Rostering Management (if relevant)
Ensure data quality, integrity, policy and Award compliance is maintained in day to day rostering.

Training
Comply with and participate in the organisation's training programs and policies, including participation in mandatory training.

Performance Review
A performance assessment will be conducted within three (3) months following commencement of employment. At least every twelve (12) months, a performance review will be undertaken.


Capabilities for the role
The NSW Public Sector Capability Framework applies to all NSW public sector employees. The Capability Framework is available at www.psc.nsw.gov.au/capabilityframework
Below is the full list of capabilities and the level required for this role. The capabilities in bold are the focus capabilities for this role.
	
NSW Public Sector Capability Framework

	Capability Group
	Capability Name
	Level

	[image: ]
	Display Resilience and Courage
	Adept  

	
	Act with Integrity
	Adept  

	
	Manage Self
	Advanced  

	
	Value Diversity and Inclusion
	Adept  
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	Communicate Effectively
	Advanced 

	
	Commit to Customer Service
	Advanced

	
	Work Collaboratively
	Adept  

	
	Influence and Negotiate
	Adept  
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	Deliver Results
	Adept 

	
	Plan and Prioritise
	Adept

	
	Think and Solve Problems
	Advanced

	
	Demonstrate Accountability
	Adept  
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	Finance
	Adept

	
	Technology
	Adept

	
	Procurement and Contract Management
	Intermediate

	
	Project Management
	Adept
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	Manage and Develop People
	Advanced

	
	Inspire Direction and Purpose
	Adept  

	
	Optimise Business Outcomes
	Adept

	
	Manage Reform and Change
	Adept  









[bookmark: _Hlk137798133]Focus capabilities
The focus capabilities for the role are the capabilities in which occupants must demonstrate immediate competence. The behavioural indicators provide examples of the types of behaviours that would be expected at that level and should be reviewed in conjunction with the role’s key accountabilities.
	NSW Public Sector Capability Framework

	Group and Capability
	Level
	Behavioural Indicators

	Personal Attributes
Display Resilience and Courage
	Advanced
	· Remain composed and calm and act constructively
· in highly pressured and unpredictable environments
· Give frank, honest advice in response to strong contrary views
· Accept criticism of own ideas and respond in a thoughtful and considered way
· Welcome new challenges and persist in raising and working through novel and difficult issues
· Develop effective strategies and show decisiveness in dealing with emotionally charged situations and difficult or controversial issues

	[bookmark: Personal_Resilence_Adept]Personal Attributes
Act with Integrity
	Advanced
	· Model the highest standards of ethical and professional behaviour and reinforce their use
· Represent the organisation in an honest, ethical and professional way and set an example for others to follow
· Promote a culture of integrity and professionalism within the organisation and in dealings external to government
· Monitor ethical practices, standards and systems and reinforce their use
· Act promptly on reported breaches of legislation, policies and guidelines

	Relationships
Commit to Customer Service
	Advanced 
	· Promote a customer-focused culture in the organisation and consider new ways of working to improve customer experience  
· Ensure systems are in place to capture customer service insights to improve services
· Initiate and develop partnerships with customers to define and evaluate service performance outcomes
· Promote and manage alliances within the organisation and across the public, private and community sectors
· Liaise with senior stakeholders on key issues and provide expert and influential advice
· Identify and incorporate the interests and needs of customers in business process design and encourage new ideas and innovative approaches
· Ensure that the organisation’s systems, processes, policies and programs respond to customer needs

	Relationships
Influence and Negotiate
	Adept 
	· Negotiate from an informed and credible position
· Lead and facilitate productive discussions with staff and stakeholders
· Encourage others to talk, share and debate ideas to achieve a consensus
· Recognise diverse perspectives and the need for compromise in negotiating mutually agreed outcomes
· Influence others with a fair and considered approach and sound arguments
· Show sensitivity and understanding in resolving conflicts and differences
· Manage challenging relationships with internal and external stakeholders
· Anticipate and minimise conflict

	Results
Deliver Results
	Adept
	· Use own and others’ expertise to achieve outcomes, and take responsibility for delivering intended outcomes
· Make sure staff understand expected goals and acknowledge staff success in achieving these
· Identify resource needs and ensure goals are achieved within set budgets and deadlines
· Use business data to evaluate outcomes and inform continuous improvement
· Identify priorities that need to change and ensure the allocation of resources meets new business needs
· Ensure that the financial implications of changed priorities are explicit and budgeted for

	Results
Demonstrate Accountability
	Adept
	· Assess work outcomes and identify and share learnings to inform future actions
· Ensure that own actions and those of others are focused on achieving organisational outcomes
· Exercise delegations responsibly
· Understand and apply high standards of financial probity with public monies and other resources
· Identify and implement safe work practices, taking a systematic risk management approach to ensure own and others’ health and safety
· Conduct and report on quality control audits
· Identify risks to successfully achieving goals, and take appropriate steps to mitigate those risks

	Business Enablers
Project Management
	Adept
	· Understand all components of the project management process, including the need to consider change management to realise business benefits
· Prepare clear project proposals and accurate estimates of required costs and resources
· Establish performance outcomes and measures for key project goals, and define monitoring, reporting and communication requirements
· Identify and evaluate risks associated with the project and develop mitigation strategies
· Identify and consult stakeholders to inform the project strategy
· Communicate the project’s objectives and its expected benefits
· Monitor the completion of project milestones against goals and take necessary action
· Evaluate progress and identify improvements to inform future projects

	People Management
Inspire Direction and Purpose
	Adept
	· Promote a sense of purpose, and help the team to understand the strategic direction of the organisation and the needs of customers and stakeholders
· Translate broad organisational strategy and goals into tangible team goals and explain the links for the team
· Ensure that team objectives and outcomes lead to the implementation of government priorities and create value for customers and stakeholders 
· Work to remove barriers to achieving goals



[bookmark: _Hlk137797442]JOB DEMANDS CHECKLIST
The purpose of this checklist is to manage the risk associated with the position in relation to the occupant. It may be used to provide information about the position to a Health Professional required to perform a pre-employment medical assessment. Identification of possible risk can also assist with the development of a training plan for the occupant to ensure the risks are minimised. 
Each position should be assessed at the site as to the incumbent’s (or future incumbent’s) WHS responsibilities specific to the position. This form is to be completed in consultation with the manager/supervisor of the position being recruited for.
Job Demands Frequency Key:
I = Infrequent		intermittent activity exists for a short time on a very infrequent basis
O = Occasional	activity exists up to 1/3 of the time when performing the job
F = Frequent		activity exists between 1/3 and 2/3 of the time when performing the job
C = Constant 		activity exists for more than 2/3 or the time when performing the job
R = Repetitive		activity involved repetitive movements
N = Not Applicable	activity is not required to perform the job
Note: any entries not assigned a value will be automatically set to "N"
	PHYSICAL DEMANDS - Description (comment)
	FREQUENCY

	
	I
	O
	F
	C
	R
	N

	Sitting – remaining in a seated position to perform tasks
	
	
	
	X
	
	

	Standing – remaining standing without moving about to perform tasks
	
	
	X
	
	
	

	Walking – floor type: even/uneven/slippery, indoors/outdoors, slopes
	
	
	X
	
	
	

	Running – floor type: even/uneven/slippery, indoors/outdoors, slopes
	
	
	
	
	
	X

	Bend/Lean Forward from Waist – forward bending from the waist to perform tasks
	X
	
	
	
	
	

	Trunk Twisting – turning from the waist while sitting or standing to perform tasks
	X
	
	
	
	
	

	Kneeling – remaining in a kneeling posture to perform tasks
	X
	
	
	
	
	

	Squatting/Crouching – adopting a squatting or crouching posture to perform tasks
	X
	
	
	
	
	

	Leg/Foot Movement – use of leg and/or foot to operate machinery
	
	
	
	
	
	X

	Climbing (stairs/ladders) – ascend/descend stairs, ladders, steps
	
	X
	
	
	
	

	Lifting/Carrying – light lifting and carrying (0 to 9 kg) 
	
	X
	
	
	
	

	Lifting/Carrying – moderate lifting and carrying (10 to 15 kg) 
	X
	
	
	
	
	

	Lifting/Carrying – heavy lifting and carrying (16kg and above) 
	
	
	
	
	
	X

	Reaching – arms fully extended forward or raised above shoulder
	X
	
	
	
	
	

	Pushing/Pulling/Restraining – using force to hold/restrain or move objects toward or away from the body
	X
	
	
	
	
	

	[bookmark: _Hlk137797632]Head/Neck Postures – holding head in a position other than neutral (facing forward)
	X
	
	
	
	
	

	Hand and Arm Movements – repetitive movements of hands and arms
	
	
	
	
	X
	

	Grasping/Fine Manipulation – gripping, holding, clasping with fingers or hands
	
	
	X
	
	
	

	Work at Heights – using ladders, footstools, scaffolding, or other objects to perform work 
	
	
	
	
	
	X

	Driving/Riding – controlling the operation of a vehicle (e.g. car, truck, bus, motorcycle, bicycle)
	
	
	X
	
	
	

	
SENSORY DEMANDS - Description (comment)
	FREQUENCY

	
	I
	O
	F
	C
	R
	N

	Sight – use of sight is an integral part of work performance (e.g. viewing of X-Rays, computer screens)
	
	
	
	X
	
	

	Hearing – use of hearing is an integral part of work performance (e.g. phone enquiries) 
	
	
	
	X
	
	

	Smell – use of smell is an integral part of work performance (e.g. working with chemicals)
	
	
	
	
	
	X

	Taste – use of taste is an integral part of work performance (e.g. food preparation)
	
	
	
	
	
	X

	Touch – use of touch is an integral part of work performance
	
	
	
	
	
	X

	PSYCHOSOCIAL DEMANDS - Description (comment) 
	FREQUENCY

	
	I
	O
	F
	C
	R
	N

	Distressed People – e.g. emergency or grief situations
	X
	
	
	
	
	

	Aggressive and Uncooperative People – e.g. drug/alcohol, dementia, mental illness
	X
	
	
	
	
	

	Unpredictable People – e.g. dementia, mental illness, head injuries
	
	
	
	
	
	X

	Restraining – involvement in physical containment of patients/clients
	
	
	
	
	
	X

	Exposure to Distressing Situations – e.g. child abuse, viewing dead/mutilated bodies
	
	
	
	
	
	X

	ENVIRONMENTAL DEMANDS - Description (comment) 
	FREQUENCY 

	
	I
	O
	F
	C
	R
	N

	Dust – exposure to atmospheric dust 
	X
	
	
	
	
	

	Gases – working with explosive or flammable gases requiring precautionary measures 
	
	
	
	
	
	X

	Fumes – exposure to noxious or toxic fumes
	
	
	
	
	
	X

	Liquids – working with corrosive, toxic or poisonous liquids or chemicals requiring personal protective equipment (PPE) 
	
	
	
	
	
	X

	Hazardous Substances – e.g. dry chemicals, glues
	X
	
	
	
	
	

	Noise – environmental/background noise necessitates people raise their voice to be heard
	
	
	
	
	
	X

	Inadequate Lighting – risk of trips, falls or eyestrain 
	X
	
	
	
	
	

	Sunlight – risk of sunburn exists from spending more than 10 minutes per day in sunlight
	
	X
	
	
	
	

	Extreme Temperatures – environmental temperatures are less than 15°C or more than 35°C 
	X
	
	
	
	
	

	Confined Spaces – areas where only one egress (escape route) exists 
	
	
	
	
	
	X

	Slippery or Uneven Surfaces - greasy or wet floor surfaces, ramps, uneven ground 
	X
	
	
	
	
	

	Inadequate Housekeeping - obstructions to walkways and work areas cause trips and falls 
	X
	
	
	
	
	

	Working At Heights – ladders/stepladders/scaffolding are required to perform tasks 
	
	
	
	
	
	X

	Biological Hazards – exposure to body fluids, bacteria, infectious diseases
	
	
	
	
	
	X
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