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Job Pack

APS6 Team Leader, Customer Contact Team 
Intake and Complaints Resolution Group
	
	

	Classification:
	APS6

	Job Title:
	Team Leader, Customer Contact Team

	Group:
	Intake and Complaints Resolution Group 

	Office Locations:
	Brisbane CBD QLD, Melbourne CBD VIC 

	Status:
	Ongoing/Non-ongoing 

	Employment Type:
	Full-time

	Reporting to:
	Assistant Director, Customer Contact Team

	Positions: 
	1
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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 (ICRG) works with people receiving services, their representatives and service providers to resolve concerns and make positive improvements for people receiving aged care. 
The Customer Contact Team (CCT) was established in July 2022 and operates within ICRG. The CCT is responsible for receiving and responding to contacts about the quality of aged care services provided by Australian Government approved service providers, or contacts related to the functions of the Commission.
The CCT responds to a range of contact types including enquiries, feedback, complaints and notifications. Contacts are received via a variety of contact channels including phone, email, online and post. The CCT also manages multiple 1800 numbers such as the Food, Nutrition and Dining phone line.
The CCT is staffed by Customer Contact Officers who report to APS6 Team Leaders. Customer Contact Officers are responsible for providing an accessible, efficient, consistent, and user orientated experience in accordance with the Commission’s guidelines and procedures.
The Role  
The Team Leader is responsible for providing leadership and direction to the Customer Contact team members, including providing ongoing supervision, quality assurance, feedback, performance management, training and mentoring, and leading change and process improvement. The Team Leader will work closely with other Team Leaders and take direction from the Assistant Directors regarding operational requirements of the Customer Contact Team and its functions.

As the Team Leader, your responsibilities include:
· Working collaboratively with other Team Leaders to manage the broader team and build the capability of staff to undertake their roles efficiently.
· Providing management regular updates regarding workloads, workflows, attendance, and resources to inform performance measures
· Working constructively with key internal and external stakeholders to achieve outcomes for ICRG and the Commission. 
· Building capability in your individual team environment through coaching, providing performance feedback, conflict resolution, and encouraging career development.
· Supporting staff to remain resilient when dealing with confronting information, high-volume and changeable workloads.
· Managing workloads considering agreed priorities to ensure quality and timely outputs and follow directions of senior management. 
· Building and maintaining effective working relationships with internal stakeholders. 
· Working under limited direction against established priorities.
· Contributing to decision making which may impact the work area.
· Identifying and responding appropriately to risk.
Our ideal candidate
[bookmark: _Hlk152060556]Our ideal candidate will have strong administrative and organisation skills, as well strong interpersonal skills. 

You will demonstrate experience and capability including:

· The ability to work within the 7am-7pm bandwidth and if required, weekends.
· Highly developed organisational skills, including the ability to organise workloads, workflows and resources to meet demanding and conflicting priorities.
· Intermediate to advanced skills in MS Office Word, Excel, Outlook, SharePoint and other MS applications and the ability to quickly learn and effectively operate relevant software information management systems. 
· Attention to detail with strong and clear written and verbal communication skills.
· A highly motivated, positive, engaged, flexible and resilient approach.
· The ability to champion strategies and objectives, as well as values and behaviours, and contribute to a positive team environment.
· Demonstrated or transferrable experience in undertaking and guiding officers in risk assessment using organisational policies and procedures. 
· 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.
· Demonstrated ability to work effectively and collaboratively as part of a team to achieve effective outcomes with a focus on consistency and a positive workplace culture.
· Knowledge of the operations, jurisdiction, practice and procedure of the Aged Care Quality and Safety Commission, or a demonstrated ability to acquire that knowledge quickly.
· Be an effective representative of the organisation, acting professionally including adhering to APS Values and Code of Conduct. 
Desirable Requirements
· Previous contact centre management or leadership experience
· Exposure in a Heath Care environment is desired but not essential 
· Previous Aged Care Quality and Safety Commission Complaints experience but not essential.
What you will gain from the experience
· Be a part of a team that is driving significant transformation and growth of the Commission's frontline services. Being able to see the difference and improvement you are making for the team, internal stake holders, providers, and our consumers. 
· Experience in supporting the CCT and our stakeholders in a fast-paced unique contact centre work environment. 
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 customer contact officers, 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
· 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
· A Wellbeing Champion network which leads and promotes wellbeing activities within ICRG
· 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.
Apply
Submit an online application through Commission Careers by 11.59pm AEST on Sunday 7th of April 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). 
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 Bellingham via Jane.Bellingham@agedcarequality.gov.au with the position title in the subject line or via phone on (07) 3739 9338.
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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