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Position Description
Title: Client Services Manager 
Award: Salary Package 



Location:  Admin Office
Direct reports: Support Team 
                     Reports to: Director - Operations
Position Summary:

The Client Services Manager is responsible for client related issues across the organisation in consultation with the Clients, Site managers, Support teams, families and other key stakeholders.

This includes ensuring the development, implementation and review of Individual Plans for all service users.

The Client Services Manager is a member of the Management Team for Langford. 
Key requirements and accountabilities:

1. The Clients Services Manager will maintain a consultative relationship with the Client/Family Board Liaison Officer.
2. In partnership with the Site Managers, Client/Family Board Liaison Officer and Independent Advocates ensure regular residents meetings are facilitated. 

3. Work with Clients, Families and Key Stakeholders in the preparation for Individual Plans.

4. Ensure that each individual plan is developed in a manner/format that is meaningful to the Individual.
5. Maintain register that monitors regular review of all Individual Plans.

6. Act as primary contact person in partnership with Director – Operations, for client complaints.

7. Work with Site Managers to ensure Client Profiles are current and relevant.

8. In regards to Individual Client Planning participate in mentorship with Site Management Team.

9. Perform other duties that are relevant to the position as required by the organisation.
Organisational accountabilities:
1. Comply with the Equal Opportunity policies of the organisation.

2. Contribute to a fair and safe environment for yourself and others that comply with Occupational Health and Safety policies of the organisation.

3. Ensure that an established organisational Quality Assurance processes for support services are followed to ensure that programs are designed, promoted, delivered and reviewed in accordance with organisational requirements and that contractual obligations are met.
4. Ensure that established organisational Quality Assurance processes for products and services are followed to ensure that programs are delivered in accordance with funder performance agreements.
5. Contribute to the development of quality assurance processes for products and services to ensure that programs are designed, delivered and validated in accordance with organisational requirements and contractual obligations.

Key Selection Criteria:
1. Relate to clients as participating members of society and demonstrate a positive approach to the rights of people with a disability.

2. Possess a sound understanding of the Service Standards for Disability Service Providers, National Standards for Mental Health Services associated rights based and enabling legislation. 
3. Display highly developed interpersonal, communication, collaboration, and negotiation skills, including the capacity to interact with a range of key players including advocates, families and other service providers.
4. Use initiative, remain calm and control emergency situations and have the ability to recognise and manage personal work related stress.

5. Demonstrate sound work practices and have experience working as a leader within a management team.
6. Demonstrated experience planning and delivering individualised services to people with disabilities and mental illness.
Typical qualifications and experience.

Essential Competencies: 

· Current relevant tertiary qualifications in developmental disability or related community support sector (e.g. allied health). 
· Hold a current manual drivers licence.

· Current First Aid Certificate (Workplace 2)

Desirable Competencies:

A preparedness to work outside normal working hours when required.
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