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Job Pack	
APS6 Senior Complaints Officers – Registered Nurse/ Allied Health
Intake and Complaints Resolution Group

	
	

	Classification:
	APS6

	Job Title:
	Senior Complaints Officer – Registered Nurse/ Allied Health Professional

	Group:
	Intake and Complaints Resolution Group 

	Office Locations:
	Sydney (Surry Hills) NSW, Adelaide SA, Melbourne VIC, Perth WA, Canberra ACT, Hobart TAS, Brisbane (QLD)

	Status:
	Ongoing/ Non-ongoing 

	Employment Type:
	Full-time/ Part-time

	Reporting to:
	Assistant Director, Complaints Operations

	Positions: 
	Several, including current and anticipated vacancies
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Our purpose
To protect and improve the safety, health, wellbeing and quality of life of people receiving Australian funded aged care.
Our vision
Older Australians trust and have confidence that aged care services protect and enhance their safety, health, wellbeing and quality of life.


Our Role
We are the national end-to-end regulator of aged care services and are focused on delivering a world class sector that safeguards the welfare and rights of consumers. We are invested in engagement and education to:
build confidence and trust in aged care
empower consumers
support providers to comply with quality standards
promote best practice service provision.
Meet some of our people and learn more about the Commission and our Regulatory Strategy on our website.
The Group 
The Intake and Complaints Resolution Group works with people receiving services, their representatives and service providers to resolve concerns and make positive improvements for people receiving aged care. 
ICRG has approximately 200 Complaints staff spread across WA, SA, NSW, ACT, VIC, TAS and QLD.
It is an exciting time in ICRG as well as the Commission more broadly while we prepare for 1 July 2024 with new Aged Care Reforms and respond to recommendations of the external Capability Review. The value of complaints in the sector has never been more significant than it is right now. Complaints offer valuable insights into the issues that concern care recipients and those who complain on their behalf. Complaints help give the Commission an understanding of risk for care recipients and inform our education and other regulatory activities such as accreditation and compliance. 
We plan to advertise various Complaints Officer roles regularly to fill current and anticipated vacancies.
The Role  
As a Senior Complaints Officer – Registered Nurse/ Allied Health Professional, you are focused on making positive improvements for people receiving aged care, their representatives and service providers. You will use a range of techniques to resolve complaints, such as an investigation, conciliation or service provider resolution. 
You will be responsible for:
Providing clinical advice, support and guidance to Complaints Officers managing complaints with clinical issues. 
Analysing evidence from a range of sources, including clinical documentation and comparing this with expected clinical practice in aged care to identify clinical risks and deficiencies in care provision. 

Quality Assurance (peer to peer critical review) of clinical advice provided by other Senior Complaints Officers – Registered Nurse/Allied Health Professionals.
Contribute to and support the development of clinical governance within Complaints operations
Working with complainants, people receiving care and service providers to identify concerns and developing options to achieve resolution 
Managing calls and difficult conversations while identifying, escalating and managing risks  
Managing your own caseload of complaints involving more complex clinical issues.
Accurately recording information including, preparing detailed reports, correspondence and recommendations  
Effectively managing individual caseloads while contributing to the overall objectives and outcomes of your team  
Our ideal candidate
Our ideal candidates will have a strong customer outcome focus, with the resilience and confidence to liaise with internal and external stakeholders in all matters, from daily interactions to contentious matters.
You will demonstrate experience and capability including:
Must hold current registration as a Registered Nurse with the NMBA or other relevant allied health profession. Please outline in your application if this is applicable to you
Strong analytical and problem-solving skills, the ability to assess and manage risk, work within legislative requirements, make impartial recommendations and access and use specialist advice when needed
Excellent written and verbal communication skills including the ability to write comprehensive evidence-based recommendations and reasons for decisions tailored to your audience
Time management skills to thrive in a busy environment ensuring your case load and competing priorities are actioned appropriately.  
Collaboratively achieving outcomes and influencing positive culture in the workplace.  
Experience in aged care is highly desirable but not mandatory, as you will undertake a well-developed orientation program to support the right candidate to excel in this role.  
What does employment at the Commission offer?
Roles at the Commission provide the opportunity to contribute to building a world’s best practice regulator of aged care services. We have a highly skilled staff of complaints officers, compliance officers, quality assessors, general administration officers, ICT developers, educators, executives, finance and human resources officers.
We operate in an environment where community consultation and teamwork skills are highly valued, and where staff members have a range of opportunities to extend their capabilities.
Employees at the Commission join one of Australia's biggest employers, the Australian Public Service (APS), and enjoy the benefits of these conditions. We also share the values and commitments of APS, including impartiality, commitment to service, accountability, respect, fostering a workplace culture that builds respect, fosters inclusiveness, and promotes diversity.
Generous employment conditions, underpinned by our enterprise agreement, are offered.
Competitive salaries, super and allowances
· competitive salaries across levels
· 15.4% employer contribution to Superannuation
· salary bands that recognise the skills of clinical and legal specialists
· professional development allowance for staff engaged as a Senior Complaints Officer – Registered Nurse
· meet the reasonable costs of professional development for Senior Complaints Officer- Allied Health Professional
· allowances for workplace responsibilities such as first aid and harassment contact officers
· salary packaging
Generous leave conditions
· Annual leave – 4 weeks per year
· Paid personal/carers leave – 18 days per year
· Parental and maternity leave
· Leave to support staff experiencing domestic violence
· Cultural leave for Aboriginal and/or Torres Strait Islander staff
· Community service leave for volunteer emergency management activities and jury duty
A workplace focused on employee health and wellbeing
· Flexible working arrangements including flex time, part-time work options and additional purchased leave.
· Active support in balancing work and personal life through a generous application of flexible working arrangements and work from home arrangements for all staff
· Free influenza vaccines for all staff
A focus on learning and development to support a capable and flexible workforce
· Individual development plans
· Access to study assistance
· e-learning and online learning resources
· On the job training and coaching for specialist roles
· Mobility opportunities across the Commission to support the development of transferable skills and capabilities
Eligibility
To be eligible for these positions you must be an Australian citizen.
Successful candidates will be:
· assessed through our pre-employment screening checks, such as an Australian Criminal History Check.
· Required to provide evidence of seasonal influenza and COVID 19 vaccinations.
· Provide evidence of current registration as a Registered Nurse or other relevant allied health professional.

Apply
Submit an online application through Commission Careers by 11.59pm AEDT on Sunday 3 March 2024.
As part of your application, you will need to provide: 
· Your resume (normally three pages maximum) 
· A statement telling us why you are interested in the role and what skills and experience you can bring to the role (no more than 500 words). 
· Evidence of current registration as a Registered Nurse or Allied Health Professional. If you do not hold evidence of current registration your application will not be accepted for this role.

You are encouraged to refer to ‘The Role’ and ‘Our Ideal Candidate’ sections of this position, and the APSC’s Cracking the Code to assist you in drafting your statement.
Please also refer to the APSC’s Integrated Leadership System to help you identify the leadership capabilities that are expected against the APS level you are applying to.
Specific questions about the role can be directed to Jane Evans at Jane.Evans@agedcarequality.gov.au with the position title and location you are applying for in the subject line or via phone on (08) 8217 6061.
Notes
The Commission recognises 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 in line with our commitments in our Reconciliation Action Plan.
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