[image: Australian Government Age Care Quality and Safety CommissionEngage Empower Safeguard]


Position:	Operations Officer, APS5
[bookmark: _Hlk104972811]Location:	Brisbane (QLD), Box Hill (VIC), Parramatta (NSW), Canberra (ACT), Adelaide (SA)
Reporting to:	Assistant Director or APS 6
Purpose of position:	The Program Planning and Coordination (PPC) team is part of the Quality Assessment and Monitoring Group (QAMG), and primarily operates to support the Commission’s regulatory activities relating to quality monitoring and assessment.

About the Quality Assessment and Monitoring Group 

[bookmark: _GoBack]The Group is responsible for the effective delivery of quality assessment and monitoring of approved provider compliance with the Aged Care Quality Standards. Commission staff in the Group undertake assessments of performance and monitoring activities including accreditation and reaccreditation audits of residential aged care services, Quality Audits of Home Services, and investigations into triaged reports of serious incidents in aged care services.   
  
The Group is led by an Executive Director and leadership team, with staff located across Australia. Group functions include four regional teams undertaking assessment and monitoring against the Aged Care Quality Standards, and national teams responsible for worker regulation and incident investigations, quality audits of Home Services, the delivery of national reaccreditation services supplied by third parties, and program performance. 
 
Position overview 

The position is located in the Program Planning and Coordination Team which supports the delivery of the Commission's quality assessment and monitoring activities . Some of the team’s functions include: 

· Quality Assessor Registration 
The Quality Assessor Registration team process Quality Assessor registration and re-registration applications. This includes reviewing applications to ensure all required information is submitted, liaison with applicants to clarify or obtain application information, communicating application decision outcomes to applicants and accurate record keeping. The team also conduct police checks and support general business improvement project work.
· Reporting and Data Analysis 
The Reporting and Data Analysis team forecast and monitor the QAMG program of work, support the scheduling of regulatory activities and the dynamic rostering/coordination of the Quality Assessor/regulatory official workforce. The team uses a range of information held by the Commission including intelligence dashboards, databases and tools to inform planning. This team is also responsible for tracking the performance of the group against the projected targets and developing reports on program performance for use by QAMG leadership and the Executive more broadly.
· Business Improvement and Project Planning  
The Business Improvement and Project Planning team co-ordinate and monitor the performance of the program of works of business improvement activities in the group in line with risk and Commission priorities. The purpose of the business improvement activities are  to support QAMG in undertaking roles efficiently and effectively, continue to lift capability and deliver continuous improvement.  

· Data Integrity and Publishing 
The Publishing and Data Integrity team publishes performance reports and the non-compliance register and maintains information about services on the Commission’s website and associated operating systems. The team also prepares, publishes, and archives information about regulatory notices on My Aged Care and associated operating systems. The team respond to enquiries and requests for information and reports about aged care services and performs data integrity, extraction and analysis to assist with current and future projects using the tools available in the Commission. 
· Business Systems 
The Business Systems team supports the processing and maintenance of QAM Group specific systems. This includes providing systems access, system reporting, ICT change management verification and testing and liaison with the Commission ICT support teams to resolve issues and log requests. The team provides advice and information on the system architecture and documents business system processes to enable successful development and improvement. 
· Complaints and Privacy 
The Complaints team investigates and resolves complaints received from external stakeholders about the conduct of Quality Assessors during field activities. Management of such complaints includes internal and external stakeholder relationship management, impartial review and investigation of allegations and available evidence, timely response to the complainant and accurate record keeping. 

Key Accountabilities:
· Support team in activities that relate specifically to a team function outlined above
· Work collaboratively with internal and external stakeholders to progress priorities in a timely manner
· Be a point of contact for internal and external enquiries relating to the team function. 
· Propose Team innovation initiatives and contribute to business improvement projects.
· Contribute to appropriate systems, procedures and controls to enhance the accuracy, timeliness and presentation of workflow and tasks within the group, with an aim for continuous improvement. This may include large volume data entry, drafting procedures, documents and briefs.  
· Coordinate project work and other operational initiatives to support achievement of Commission priorities. 
· Support a small team with administrative tasks for the Program Planning and Coordination team.





Essential Requirements:
1. Demonstrated experience in administration and project/service delivery roles, requiring data entry into multiple systems, , within an identified framework to deliver outcomes. 
2. Strong quality assurance and attention to detail with high level written and verbal communication skills with strong customer service focus.  
3. Demonstrated ability to effectively manage interpersonal relationships with respect and communicate with influence with internal and external stakeholders. 
4. Demonstrated organisational capability and ability to manage own and team’s evolving work priorities and working in high pressure environment. 
5. Provide support to a team and introduce and respond to change and uncertainty in a positive manner. 
6. Proactively anticipate needs and priorities and reliably respond to urgent requests. 
7. Intermediate to advanced skills in MS Office Word and Excel.  
8. Be an effective representative of the organisation, acting professionally (including adhering to APS Values & Code of Conduct) and operating within the boundaries of organisational processes and legal and public policy directions. 

Desirable: 
· Experience in Complaints Handling and/or Privacy/Freedom of Information and/or
· Experience in ICT and/or Business Systems Support and/or
· Experience Data analysis and/or Information Intelligence and/or
· Experience in formal Project Management Methodology and/or
· Experience in website building and content publishing and/or

Key Relationships

Internal: 	
· Program Planning and Coordination Team members
· Quality assessors and all other QAMG regional office staff
· Executive Director QAMG
· Corporate Services
· Other Commission groups

External:	
· Members of the Australian public, such as aged care consumers, consumer representatives, and approved providers
· External contractors and suppliers relevant to registration issues
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· Department of Health, peak body representatives and approved provider representatives (where required).
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Financial Accountabilities: Nil 

People Accountabilities:	Possible APS4 supervision


	


		
Capabilities for the role:	The APS ILS Framework applies to this position. 


Capability Summary 

	
Capability 
	
Description
	
Behaviour Indicators

	Supports Strategic Direction


	
Supports Shared purpose and direction
	
Understands and supports the organisation's vision, mission and business objectives. Identifies the relationship between organisational goals and operational tasks. Communicates with others regarding the purpose of their work. Understands and communicates the reasons for decisions and recommendations to others.
	Communicates with others
regarding the purpose of their
work; identifies the relationship
between organisational goals and
operational tasks.
−Understands and supports the
organisation’s vision, mission and
business objectives.
−Understands and communicates
the reasons for decisions and
recommendations to others

	
Thinks strategically
	Understands the work environment and contributes to the development of plans, strategies and team goals. Identifies broader influences that may impact on the team's work objectives. Demonstrates an awareness of the implications of issues for own work and work area.
	Demonstrates an awareness of
the implications of issues for own
work and work area.
−Thinks about the future and
considers implications of own
work.
−Understands the strategic
objectives of the organisation;
identifies broader influences that
may impact on achievement of
work objectives; contributes to
the development of plans,
strategies and team goals.

	

	
Harnesses Information and Opportunities
	Draws on information from diverse sources and uses experience to analyse what information is important and how it should be used. Maintains an awareness of the organisation and keeps self and others well informed on issues that may affect work progress.

	

	
Shows Judgement, Intelligence and commonsense
	Undertakes objective, systematic analysis and draws accurate conclusions based on evidence. Identifies problems and works to resolve them. Thinks laterally, identifies and implements improved work practices.

	
Achieves Results
	
Identifies and uses resources wisely
	Reviews project performance and identifies opportunities for improvement. Makes effective use of individual and team capabilities and negotiates responsibility for work outcomes. Is responsive to changes in requirements.

	
	
Applies and builds professional expertise
	Values specialist expertise and capitalises on the knowledge and skills of others within the organisation. Contributes own expertise to achieve outcomes for the business unit.

	
	
Responds positively to change
	Establishes clear plans and timeframes for project implementation. Responds in a positive and flexible manner to change and uncertainty. Shares information with others and encourages cooperation in coping with change.

	
	
Takes responsibility for managing work projects to achieve results
	Sees projects through to completion. Monitors project progress and manages priorities. Commits to achieving quality outcomes and adheres to documentation procedures. Seeks feedback from supervisor to gauge satisfaction.

	
Supports productive working relationships
	
Nurtures internal and external relationships
	Builds and sustains positive relationships with team members, stakeholders and clients. Is responsive to changes in client and stakeholder needs and expectations.

	

	
Listens to, understands and recognises the needs of others
	Actively listens to staff, colleagues, clients and stakeholders. Involves others and recognises their contributions. Consults and shares information and ensures others are kept informed of issues. Works collaboratively and operates as an effective team member.

	
	
Values, individual differences and diversity
	Recognises the positive benefits that can be gained from diversity, and explores diverse views. Recognises the different working styles of individuals, and factors this into the management of people and tasks. Tries to see things from different perspectives. Treats people with respect and courtesy.

	
	
Shares learning and supports others
	Identifies learning opportunities for others and delegates tasks effectively. Agrees clear performance standards and gives timely praise and recognition. Makes time for people and offers full support when required. Provides constructive feedback. Recognises and notes under-performance where appropriate.

	
Displays personal drive and Integrity
	
Demonstrates public service professionalism and probity
	Adopts a principled approach and adheres to the APS Values and Code of Conduct. Acts professionally at all times and operates within the boundaries of organisational processes and legal and public policy constraints. Operates as an effective representative of the organisation in internal forums.

	

	
Engages with risk and shows personal courage
	Provides impartial and forthright advice. Justifies own position when challenged. Acknowledges mistakes and learns from them, and seeks guidance and advice when required.

	

	
Commits to action
	Takes personal responsibility for meeting objectives and progressing work. Shows initiative and does what is required. Commits energy and drive to see that goals are achieved.

	

	
Promotes and adopts a positive and balanced approach to work
	Persists with, and focuses on achieving, objectives even in difficult circumstances. Remains positive and responds to pressure in a calm manner.

	
	
Demonstrates self-awareness and a commitment to personal development
	Seeks feedback from others. Communicates areas of strengths and acknowledges development needs. Reflects on own behaviour and recognises the impact on others. Shows commitment to learning and self-development.

	
Communicates with influence 
	
Communicates clearly
	Confidently presents messages in a clear, concise and articulate manner. Focuses on key points and uses appropriate, unambiguous language. Selects the most appropriate medium for conveying information and structures written and oral communication to ensure clarity.

	
	
Listens, understands and adapts to audience
	Seeks to understand the audience and tailors communication style and message accordingly. Listens carefully to others and checks to ensure their views have been understood. Checks own understanding of others' comments and does not allow misunderstandings to linger.

	
	
Negotiates confidently
	Approaches negotiations with a clear understanding of key issues. Understands the desired outcomes. Identifies relevant stakeholders' expectations and concerns. Discusses issues credibly and thoughtfully. Encourages the support of relevant stakeholders.
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