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POSITION DESCRIPTION 
 

Position Title: Service Manager 

  
Department: Operations 

  
Immediate Manager: Senior Manager 

  
Manager One Removed: General Manager Operations 

 

The Organisation 

 

Possability is an Australian non-profit organisation, providing a range of quality individual and flexible support 

options, supported accommodation, employment and training, respite and intensive support for people with 

disability and children and young people with a history of adversity.   

 

Possability has a vision for a world where everyone has the opportunity to pursue their potential. We are 

catalysts for change in the broader community and in the lives of the people we serve. We believe that freedom 

and independence are fundamental human rights. Through our actions and conversations we are champions for 

inclusion. 

 

Possability is committed to providing a quality service designed to be responsive and flexible to individual 

needs.  We do this by removing barriers, increasing options, developing skills and lobbying for change to enable 

people to achieve their personal goals and achieve their vision of a good life. 

 

Position Purpose 

 

The purpose of this role will be to provide leadership and exercise managerial responsibility, under limited 

direction from senior employees or management, in all areas of accountability. The role will undertake the 

oversight and co-ordination of significant work sites to achieve the objectives of the organisation in a manner 

consistent and supportive of the organisation’s strategic objections, values and purpose. 

 

Operating Context 

 

The employee is required to set and mutually agree priorities and monitor work flow in the areas of 

responsibility, has the authority to exercise a degree of autonomy within the key responsibilities and duties and 

will be required to exercise initiative and professional judgment under general direction from senior managers. 

 

Autonomy 

 

The role has the autonomy to act within the role’s accountabilities and responsibilities.   Any issues falling 

outside these areas are to be referred to the role’s manager.   
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Role Accountabilities 

 

1. Practice Framework 

 Ensure all services are delivered in a manner that is consistent with the Practice Framework by role 

modelling, coaching, mentoring and supporting staff to develop their knowledge of and skills in 

implementing the framework.  

2. Program Delivery and Evaluation 

 Coach, mentor and support staff to design, develop and deliver services and programs consistent 

with the practice framework, organisational policies and procedures. 

 Monitor and report on implementation of services and programs, in line with key performance 

indicators and take corrective actions as required. 

 Evaluate and allocate resources to ensure efficient service delivery including but not limited to 

allocating human and financial resources; and matching staff skillsets and profiles to client need 

and preference. 

 Ensure opportunities for growth and inclusion of participants and staff in decision making and 

planning are an integral part of service and program development. 

3. Positive Behaviour Support (PBS) 

 Employ the full range of PBS practices and coach, mentor and support staff in these practices and 

lead them by role modelling; and monitor, report and work with key stakeholders and practice 

leaders to eliminate restrictive practices. 

4. Staff Management 

 Lead, manage, mentor, appraise, develop and co-ordinate the teams responsible for the delivery of 

services and programs in the allocated area to achieve the organisation’s required level of service 

delivery and compliance; 

 Ensure Health Audits, Individual Service Agreements, Client Profiles, Client Information Sheets, 

Health Care Plans and Personal Plans are current and that each Team Leader’s employees are 

trained in the specifics of each individual’s plan; 

 Set priorities and monitor work flow in the areas of responsibility, ensuring Team Leaders are 

performing the requirements of their role appropriately and in accordance with policies, procedures 

and their job description; 

 Contribute to staff support and supervision outside business hours by participating in the “after 

hours” service. 

5. Reporting/Administration 

 Follow all policies, protocols and procedures for reporting; 

 Coach, mentor, support and monitor direct reports to ensure effective, efficient and compliant 

delivery of the organisation’s services, programs and outcomes; 

 Ensure appropriate recording, reconciling and management of records; including but not limited to 

medication, rosters, financial records, reporting on electronic systems and in client records. 

6. Site/Environmental Management  

• Ensure risk assessments are conducted and ensure safe working environments for staff and clients; 

respond effectively and efficiently to workplace health and safety concerns or issues; and consult 

appropriate services and professionals to ensure a safe environment for staff and clients. 
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• Fulfil ‘on call’ responsibilities. 

7. Working with Key Stakeholders 

 Develop trusting open relationships with clients, families staff and external stakeholders by being 

proactive in building relationships to ensure clear communication; and being open and engaging with 

stakeholders to make decisions and solve problems.  

8. Operational 

 Human resource management: 

o Set priorities and manage work flow in the areas of responsibility including but not limited 

to liaising with the Roster Coordinator to ensure appropriate rostering to meet client needs, 

and timesheets submitted; liaising with Human Resources to ensure support workers are 

adequately supported and trained to meet client needs; facilitating employee meetings 

including the preparation of an agenda, ensuring minutes are kept and action items 

actioned; managing all day to day employee related activities such as recruitment, 

performance appraisals, performance management and disciplinary actions.  

 Financial and physical resource management: 

o Control and co-ordinate outcomes within budgetary constraints using effective and efficient 

work practices, procedures and management of all activities; and Assist with the 

preparation of program budgets as requested.   

o Oversee maintenance of motor vehicles and ensure policies and procedures relating to 
vehicle use are complied with and vehicles are maintained in safe working order. 

 

 Governance: 

o In consultation with line manager, facilitate and co-ordinate activities and outcomes to 

comply with the organisation’s quality accreditation, risk management and governance 

requirements; 

o Represent Possability at meetings regarding service agreements and individual client 

support arrangements; 

o In consultation with the line manager, manage the implementation of the organisation’s 
strategic plan elements as they pertain to the role’s areas of accountability. 

 

Generic Accountabilities – All Managers  
  

1. Lead and develop a high performance team aligned with Possability’s values, strategic direction and 

goals. 

2. Establish appropriate KPIs for the team and monitor group and individual performance against them. 

3. Conduct team meetings at which progress against KPIs is monitored and discussed. 

 

Generic Accountabilities – All Employees 

  

To provide clients with high quality support that addresses individual needs and enhanced independence,  

abilities, community participation and/or quality of life all employees are expected to: 

 

1. To demonstrate consideration, understanding and respect for clients and their families at all times in all 

interactions. 
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2. Ensure personal and team contribution support overall team effectiveness by demonstrating a high level 

of commitment and efficient follow through of any tasks until completion or as otherwise agreed with the 

CEO. 

 

3. Monitor and report performance against KPIs and take corrective action as required. 

 

4. Consult and collaborate with colleagues, managers and subject matters experts (internally and 

externally) to ensure the best possible outcomes for Possability. 

 

5. Provide a safe working environment within your area of responsibility, actively participating in and 

supporting a ‘safety first’ business culture. 

 

6. Ensure compliance with Statutory and Regulatory requirements, and Possability policies, processes and 

procedures. 

 

7. Emulate and encourage others to adhere to, Possability’s values in all work related activities. 

 

8. Safeguarding Children and Young People 

Our organisation takes child protection seriously, and as an employee/volunteer of Possability you are 

required to meet the behaviour standards outlined in our ‘Safeguarding Children – Practice and Behaviour 

Guidelines’. You will have received a copy of these guidelines as part of your induction. You can also 

access a copy of these guidelines in the Safeguarding Children and Young People Policy section on 

SharePoint. 

 

Therefore as a part of your duties and responsibilities, you are also required to: 

 provide a welcoming and safe environment for children and young people 

 promote the safety and wellbeing of children and young people to whom we provide services  

 ensure that your interactions with children and young people are positive and safe  

 provide adequate care and supervision of children and young people in your charge 

 act as a positive role model for children and young people 

 report any suspicions, concerns, allegations or disclosures of alleged abuse to management 

 maintain valid ‘working with children’ documentation 

 undergo periodic ‘national criminal history record’ checks 

 report to management any criminal charges or convictions you receive during the course of your 

employment/volunteering that may indicate a possible risk to children and young people. 

 

 

Role Dimensions 

This position manages: Team Leaders 

Expenditure Authority: As per policy 

Expense Budget: Nil 

Revenue Budget: Nil 

Assets under control: Supported  Independent Living Assets and allocated 

vehicles 
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Key Performance Indicators 

 

 To be agreed upon with your one-up manager.  

Relationships 

Internal External 
Peers Clients and their families / appointed guardians 

Direct Manager Industry Agencies 

Direct Reports Gateway Services  

Support Services (People and Culture, 
Coordinators/Team Leaders, Senior Managers) 

NDIA  

 Allied health professionals 

 

Selection Criteria 

Essential Qualifications 

and Experience 

 An appropriate qualification, which is recognised by Possability and is relevant to 

the work required to be performed 

 Previous experience in a relevant industry, service or an equivalent level of 

expertise and experience to undertake the range of activities required 

 Demonstrated experience in leading and inspiring a dedicated team on a day to 

day basis 

 Demonstrated experience in supervising a team on a day to day basis to achieve a 

required outcome 

Level of Expertise 

 

 Demonstrated ability to deliver results – drives and delivers performance against 

a set of goals. 

 Demonstrated specialist knowledge and capability in the disability sector gained 

through applicable experience, training and education. 

 Well-developed written and verbal communication skills – including negotiation, 

consulting and mediation skills. 

 Advanced communication and interpersonal skills to build strong and mutually 

beneficial relationships using  

 Intermediate problem solving, consultation and negotiation skills 

 Demonstrated ability to work effectively and make informed decisions under 

pressure. 

 High level of IT skills in word processing and email programs 

 High level of written and comprehension skills 

Behaviours  Client care commitment – consideration, understanding and respect (even if this 

may be contrary to personal values and/or beliefs) for the individual client and 

their family.  Genuinely seeks to engage with the client and their family to assist 

the client to achieve their goals and aspirations.    

 Delivering Results – efficient follow through of any tasks to completion or as 

otherwise determined by the direct supervisor or designated employee. 
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 Emulating Values – demonstrates, through behaviour, an alignment to and an 

understanding of Possability’s values and the criticality of those values to 

Possability’s ongoing success.  

 Exercising initiative and/or judgement - appreciation of the necessity to exercise 

limited initiative and/or judgement within clearly established procedures and/or 

guidelines to find positive solutions in response to identified needs. 

 Leading – demonstrates, through behaviour, the ability to be an inspiring, 

successful and effective leader. 

 Confidentiality – applies the highest level of confidentiality, understanding that 

confidentiality is an imperative for clients, their families, fellow employees and 

Possability. 

 

 
 

Other Requirements 

 State-wide travel as required to meet business needs. 

 Mandatory participation in Possability afterhours service. 

 Provision of a satisfactory National Police Check. 

  Provision of a satisfactory Disability Worker Exclusion Scheme. 

 Provision of a Working with Children Check. 

 Current Medication Endorsement.  

 Current Level 2 Senior First Aid. 

 Current unrestricted driver’s license. 

Possability Values 

 
All of Possability’s “ways of working” flow from the following values.    

We’re inspired: We bring our best to work every day and aim to bring out the best in others. We see the 

potential in individuals, and encourage people to take the lead and choose their own path. 

We’re courageous: We do the right thing and don’t give up when things get tough. We accept challenges and 

are a force for social change. 

We’re skillful: We believe in self-improvement and good practice, always. If there is a better way to do 

something, we will do it. 

We’re responsive: We listen, learn and act. We put people first, demonstrating compassion and 

understanding. 

Version Control and Change of History 

Version Effective from Amendment 
 001 February 2015 Drafted by People and Culture Manager 
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002 26/03/2015 Reviewed and updated by People & Culture Manager 
 

003 18/07/2016 
 

Issued/revised by Ginger Motto (Quality Manager). 

Added Safeguard Children and Young People accountability  

criteria to Generic Accountabilities (Item 8). 

004 3/10/2016 The “employer” changed to OAK Tasmania (trading as OAK 

Possability). Co-branded document with new OAK Possability 

logo. 

005 02/11/2017 Added wording to reflect the change ‘Safeguarding Children 
– Practice and Behaviour Guidelines’ to ‘Safeguarding 
Children Code of Conduct’, updated date revised and version 

number. 

006 20/09/2018 “The Organisation” updated to reflect Australia wide services  

007 12/10/2020 Reviewed and updated by Selection and Engagement Lead 

 


