Job Description
Our vision is “Human Potential, Realised”.
Civic Disability Services is a not-for-profit organisation that provides services to individuals
with intellectual and psychosocial disability. We aim to create a society where people have
the opportunity to realise their full potential, achieve their goals and participate as a valued
member of the community.
Role:

Practice Leader

Reporting:

The role reports to the Practice Manager

Direct Reports:

Support Workers and Senior Support Workers

Objective:
1.

2.
3.

Lead the day to operations of the allocated service/s to provide a customer
experience aligned to our Person Centred Active Support model and Practice
Framework;
Work with the team to create an employee and customer experience that delivers
value and brings our vision, mission, values and Our Mana to life;
Evaluate service delivery for the allocated service/s to ensure that customer and
employee needs are being met in a way that is safe and effective.

Duties and responsibilities:
1.

Work with the team to make sure customer services are assessed, planned,
evaluated and delivered in line with our Person Centred Active Support model and
the Practice Framework.

2.

Work with the team so they understand how they can deliver an exceptional
customer experience where potential can be realised and where the right support can
be delivered at the right moment.

3.

Coordinate with head office services, families, employees, other service providers,
community groups, allied health providers, and other stakeholders to coordinate the
holistic delivery of services so customers receive the right support at the right
moment. Advocate for the customer when this is not being achieved.

4.

Work with the team to develop an employee experience that is aligned to Civic’s
mission, vision, values, Our Mana, policies and guides. Lead your team so they can
realise their potential and the potential of the people they support.

5.

Support team members to understand the mission, vision, values and direction of
Civic. Translate them so the team has clear expectations around their work and
understands how their everyday work relates to Civics’ goals and direction.

6.

Work with head office teams and the Practice Manager to coordinate the recruitment
of the right people into your team, in line with policies and guides, who are best able
to deliver supports for the customer group.
On-board new starters into your service/s in a way that provides them with the
information they need to be successful.

7.
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8.

Identify learning needs within the team. Identify and/or create learning opportunities
to address those needs. Ask for from the Practice Manager or Civic resources
(including people) when needed.

9.

Manage day to day employee matters such as performance, leave, and injuries with
the support of Head Office specialists and the Practice Manager. Ask for advice and
support when needed.

10.

Work with staff, customers, families and other stakeholders to understand and
resolve concerns. Escalate to the Practice Manager for advice and support as
appropriate.

11.

Coordinate regular communication channels with employees, customers and other
key stakeholders including team meetings, customer, family and practice reviews,
and 1:1 discussions with team members.

12.

Attend operations team meetings. Contribute to making these meetings valuable for
those involved.

13.

Work with the Practice Manager to make sure the service operates in an effective
and sustainable way that meets the needs and objectives of the business.

14.

Evaluate the quality of the customer experience, practice, and service delivery
against service, funding and compliance objectives on a regular basis. Identify gaps
and work with the team to build capability and/or improve outcomes. Refer to the
Practice Manager when gaps are identified.

15.

Maintain effective relationships and networks with relevant community partners,
referral agencies, community groups and others. Refer leads or referrals to the
Practice Manager or Customer Experience team as appropriate.

16.

Comply with mandatory reporting requirements that apply to the service. Escalate
issues and risks in line with critical incident and risk management requirements, as
appropriate
Essential Criteria


Degree or diploma in social work, community services, disability, nursing, allied
health, health or similar. A Certificate IV would be considered with extensive
experience.



Experience working with a Person Centred Active Support Model which focuses on
customer choice, strengths and active participation in their life.
Experience leading a team of frontline workers to deliver outcomes for customers
consistent with a Person Centred Active Support Model




Experience assessing, developing, implementing and reviewing customer plans,
goals and supports



The ability to find unique and sometimes left of centre ways to support customers to
realise their potential and provide choice and active participation in their lives



The ability to translate sometimes complex concepts, policy and legislative
requirements into a language and format that customers, employees and others can
understand and use.



The ability to hear, engage and resolve.



A passion for creating an incredible customer and employee experience that allows
people to realise their potential.



Unrestricted Drivers Licence.
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