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Assistant Director
EL1
Intake & Complaints Resolution Group 
Ongoing and Non-ongoing
[bookmark: _GoBack]NSW, ACT, SA, WA, NT, TAS, QLD, VIC

About the Aged Care Quality and Safety Commission
The Commission is a new and exciting agency that was formed on 1 January 2019. On 1 January 2020 the Commission received expanded powers to become the national end-to-end regulator of aged care services, and the primary point of contact for consumers and providers in relation to quality and safety. Our vision is to support a world-class aged care system driven by empowered consumers who enjoy the best possible quality of life.

We aim to build confidence and trust in aged care, empower consumers, promote best practice service provision, promote quality standards and hold providers to account for their performance against the expected standards of care. We seek to promote an aged care system that develops safer systems of care, inculcates a culture of safety and quality, and learns from mistakes, while providing the oversight that can assure the community that aged care services are operating as they should, including working on continuous improvement.

More about the Commission and our Regulatory Strategy can be found on our website www.agedcarequality.gov.au

About the Intake and Complaints Resolution Group
The Intake and Complaints Resolution Group provides a free service for anyone to raise their concerns about the quality of care or services being delivered to people receiving aged care services funded by the Australian government. This Group has an important role connecting the community with the Commission, so that we can:
· Resolve matters raised with us in a way that improves outcomes for individual consumers, and apply the outcomes of these processes to improve the quality of services for everyone receiving aged care services
· Assist consumers and their representatives by providing them with information, assistance and support to address their concerns or answer their questions about aged care
· Take action to address risks to the health, safety and well-being of consumers
The Intake and Complaints Resolution Group is responsible for receiving, assessing and resolving complaints and ensuring the Commission’s intake and resolution functions are fit for purpose in the context of reform in the aged care sector. The Intake and Complaints Resolution Group work with people receiving services, their representatives and service providers to resolve concerns and make positive improvements for people receiving aged care. Complaints are resolved using a range of approaches including early resolution, service provider resolution, conciliation and investigation. 


Position Description

Assistant Directors in the Complaints Resolution Group typically lead teams to:

· Receive and assess complaints and other notifications in relation to aged care providers or workers, and where possible resolve them quickly, working collaboratively with people receiving care, complainants, and service providers; and 
· Resolve or take appropriate action in relation to more complex complaints or notifications through resolution, conciliation or investigation processes.
· Provide leadership and build the capacity of staff to undertake their roles efficiently and professionally and to meet expected standards of service and quality
· Make delegated decisions under the Commission Act and Rules based on a good understanding and knowledge of relevant legislation 
· Work constructively with external stakeholders and support staff to remain resilient when dealing with conflict and/or challenging behaviours 
· Identify and respond appropriately to risk
· Manage high volumes of work taking into account risk, agreed priorities and KPIs
· Actively contribute to the Commission’s strategic directions and achievements against our corporate priorities
· Foster and support staff wellbeing and a contribute towards maintaining a positive culture 

Key accountabilities:

· Strong leadership and management skills and the ability to build capability and provide support to staff dealing with high workloads and sometimes stressful external stakeholder interactions
· Judgement, analytical skills and ability to understand and apply legislation and make delegated decisions
· Ability to build organisational capacity and responsiveness, while managing competing priorities within prescribed timeframes
· Demonstrated ability to identify and respond appropriately to risk
· High-level negotiation skills and ability to work with a range of stakeholders to achieve outcomes
· Excellent interpersonal, oral and written communication skills and the ability to establish and maintain professional relationships with key external stakeholders
· Ability to work collaboratively with others to focussing on the operational priorities and strategic direction of the Commission

Essential Requirements:

· Understanding of the Australian aged care system; and/or
· Experience of working in a regulatory environment 

Note: All EL1 employees are expected to meet the EL1 level capabilities outlined in the APS Integrated Leadership System and it is recommended that applicants familiarise themselves with the behavioural expectations outlined in this framework to support preparation of an application. 




Position Notes

Salary will commence at $106,653 - $121, 639 per annum with an individual flexibility agreement depending on skills and experience. In addition, 15.4% superannuation will be paid.

Only candidates who hold Australian citizenship can apply. Appointment is conditional on successfully completing a national police check. For more information please visit www.apsc.gov.au/citizenship-aps 

A Merit Pool established through this selection process may be used to fill this or future vacancies on a non-ongoing or ongoing basis.

Your application will be assessed on your ability to demonstrate that you possess the required skills, knowledge, experience and qualifications to perform the role as outlined above.

You will also be required to provide a response against the two (2) targeted questions below (maximum 500 words per question)

1.    Please outline your understanding of risk-based regulation and proportionate decision making and how you ensure that the consumer is at the centre of this?

2.    This role will involve communication with a wide range of staff and teams across the Commission, and other external regulators.  What skills and experience will you bring to effectively manage relationships respectfully, while ensuring that risk to consumers is managed and the outcomes they are seeking are achieved?

How to Apply

Visit the Commission’s website at www.agedcarequality.gov.au/about-us/careers where you will find current vacancies and instructions on how to complete your application.
1.    Please ensure that the 2 targeted questions are completed on the form.
2.    A copy of your Resume to the online application.
3.  Please advise preferred location and nearest ACQSC office 

Please complete an online application form and submit to https://www.agedcarequality.gov.au/about-us/careers  by 10pm (local time) on Sunday 12th June 2022.

Only completed applications will be accepted. 




Contact Officer

Please contact our recruitment team on (02) 9633 3262 or recruitment@agedcarequality.gov.au for assistance with accessing our website or lodging your application. 

Specific questions about the role can be directed to Chantel Williams by emailing chantel.williams@agedcarequality.gov.au with the position title in the subject line.

Further information

The diversity of our staff is very important to us. We welcome and actively encourage applications from people with disability, women, and people with culturally and linguistically diverse backgrounds. We recognise the richness of Aboriginal and Torres Strait Islander cultures and the unique knowledge Aboriginal and Torres Strait Islander employees bring to our workplace, policy development and service delivery. We welcome and actively encourage applications from Aboriginal and Torres Strait Islander people.

For further information about the Aged Care Quality and Safety Commission, office locations and other related resources, please visit https://www.agedcarequality.gov.au/.

For more information on the Australian Public Service, please visit 
https://legacy.apsc.gov.au/cracking-code.
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