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POSITION DESCRIPTION 

 
 
The Role SERVICES MANAGER 
 
Location  Head Office, 4 Vagg Street, Cooma NSW 
 
Employment Type Permanent Full-time 
 
Terms & Conditions Social, Community, Home Care and Disability Services 

(SCHCADS) Industry Award 2010 
 
Salary To be negotiated 
 
Responsible To Chief Executive Officer 
 
Responsible For Services Teams (see Organisational Structure) 
 
About Cooma Challenge Limited (CCL) 
 
CCL, a well-respected, not-for-profit organisation operating in the Snowy Monaro 
Region has been delivering a range of quality, person-centred support services since 
1954 to people with disabilities, frail aged people and their families and carers. 
 
At time of recruiting for this role, CCL operates within the environment of the National 
Disability Insurance Scheme (NDIS), the Commonwealth Home Support Program 
(CHSP) and the SCHCADS Award among other standard regulatory requirements. 
 
CCL holds its values in high regard, which are to be compassionate, respectful, 
enabling, inclusive and innovative. 
 
Purpose and aims of the Role 
 
The Services Manager works within CCL’s vision, mission and values. This role works 
collaboratively with the Chief Executive Officer, Operations Manager and Board of 
Directors to drive strategic direction that will ensure CCL is sustainable and successful. 
This role uses expert knowledge to lead a team of Coordinators / Team Leaders to 
ensure delivery of quality service for our clients within the scope of NDIS Practice 
Standards, Aged Care Quality Standards, Awards and other relevant legislation. 
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The Services Manager uses expert knowledge to work closely with and manage 
Coordinators / Team Leaders to ensure quality service delivery, operational, 
organisational and administrative systems that will ensure the delivery of day-to-day 
service and CCL’s ongoing success. 
 
Key responsibilities 
 
Strategic Direction and Budget Responsibilities: 

• Collaborate with the CEO and Operations Manager. 

• Contribute to the development of CCL’s strategic plan, business plan and annual 
budget. 

• Provide and contribute to timely and accurate strategy and budget reports 
including acquittals to the CEO, Board and funding bodies as required. 

• Identify possible growth opportunities as outlined in the strategic and business 
plans and collaboratively prepare business proposals as requested. 

• Actively contribute to projects utilising expert level knowledge and experience – 
including building and infrastructure projects as required. 

 
Compliance: 

• Maintain an up-to-date knowledge of the NDIS and CHSP (or similar government 
programs) to ensure the service, operation and claims under any specific 
programs are compliant. 

• Maintain an understanding of the complexities of Plan Management and Support 
Coordination under the NDIS. 

• Together with the executive team, ensure the organisation complies with other 
regulatory requirements including but not limited to WHS, Quality and legal 
requirements. 

• Together with the executive team, ensure health and safety, quality and risk 
issues are addressed, and improvements actioned across all services together. 

• Actively contribute to the development and effective review of policies, 
procedures and system processes including the introduction of any new systems 
adopted by CCL. 

 
Leadership Responsibilities: 

• Provide leadership and management to a team of Coordinators / Team Leaders 
and any other staff within the area of responsibility to ensure the delivery of 
quality service – through support, effective communication, delegation, 
information sharing, mentoring and enablement. 

• Deliver effective supervision and performance management of Coordinators / 
Team Leaders and any other direct reports, ensuring two-way supervision. 

• Participate in recruitment of Coordinators / Team Leaders, support staff and 
other relevant staff as required. 



Cooma Challenge 
Limited 
ABN 16060 284 460  

4 Vagg Street 
PO Box 126 
COOMA 2630 

Ph 02 6452 2156 

 

Issue Number: 1 Revision: 1 Document Number: C-Z-039 Document Issued by: QA 

Issue Date: 30 Sep 2018 Page 3 Document Approved by: CEO 

Review Date: 9 April 2021 Cooma Challenge Limited  

 

• Support Coordinators / Team Leaders to support staff members who work with 
clients with high and complex needs – including addressing risks and issues. 

• Engage in relevant professional development opportunities and foster 
professional development of Coordinators / Team Leaders and other staff in the 
Service area of responsibility. 

 
Communication and Culture: 

• Promote a positive culture within the organisation. 

• Address and resolve concerns, complaints and incidents in a timely manner 

• Develop and maintain respectful and positive professional relationships with key 
stakeholders, including: 

o clients and their families; 
o other providers within the network 
o the broader community; 
o funding bodies; and 
o any other relevant government departments. 

• Facilitate engagement with people who may communicate in different ways. 
 
The Services Manager attends Board, Board subcommittee and executive team 
meetings regularly and as required. 
This role participates in team meetings and leads Coordinator / Team Leader meetings. 
This role also represents CCL at local network meetings and any other relevant local 
meetings as required. 
This role plans and schedules their own work independently. 
This role monitors progress against work plans and required outcomes and takes 
appropriate corrective action. 
This role takes personal responsibility for continuous improvement and quality of own 
work. 
This role initiates person-centred tools and processes for use by members of the team. 
 
 
Qualifications, Skills, Attributes, and Experience 

• Tertiary qualifications in Human Services Management, Disability, or related 
discipline. 

• Current expert knowledge of and experience in the National Disability Insurance 
Scheme (NDIS) and Commonwealth Home Support Program (CHSP) is essential 

• Experience in a similar role, preferably in a community-based organisation. 

• Excellent leadership, management skills and business acumen. 

• Excellent interpersonal and communication skills including demonstrated 
effective written communication skills. 

• Excellent people management skills including performance management of staff. 

• Enthusiasm, initiative and a positive “can do” approach that is flexible, agile and 
creative. 



Cooma Challenge 
Limited 
ABN 16060 284 460  

4 Vagg Street 
PO Box 126 
COOMA 2630 

Ph 02 6452 2156 

 

Issue Number: 1 Revision: 1 Document Number: C-Z-039 Document Issued by: QA 

Issue Date: 30 Sep 2018 Page 4 Document Approved by: CEO 

Review Date: 9 April 2021 Cooma Challenge Limited  

 

• A commitment to working within CCL’s Mission, Vision, Values and Strategic 
Intent. 

• A commitment to promoting the rights of all people to be treated with dignity, 
respect, and social and community inclusion and working within a person-
centred, human rights framework. 

• A commitment to working within a framework of “continuous improvement”. 

• A commitment to maintaining CCL’s image and reputation. 

• A commitment to maintaining confidentiality and awareness of diversity in relation 
to sensitive issues. 

• A current NDIS Worker Check and a current cleared National Police Check. 

• A current Drivers’ Licence. 
 

• A current First Aid Certificate is desirable. 
 

Personal Traits 

• Able to communicate in diverse ways with people with diverse communication 
styles – Uses positive engaging techniques and adapts own style to needs of 
other individuals; possesses effective listening skills; seeks, provides and shares 
information in an appropriate and respectful manner. 

• Possesses strong leadership skills. 

• Able to self-manage. 

• Demonstrates good written communication skills including drafting and liaising. 

• Able to effectively handle complex, sensitive issues and have “difficult 
conversations” – effectively assist clients to address and resolve a range of 
needs and expectations. 

• Has a good understanding of operating in a regional / rural community. 
 
 
Probationary Period 
A probationary period of three months from the date of commencement applies to this 
position. At the end of the probationary period a review/appraisal will be conducted by 
the CEO to determine the suitability of ongoing employment. 
 
 
 
 
 
 
 
 
 
CERTIFICATION 
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I, _________________________ acknowledge the receipt of this Position Description. I 
hereby certify that I will undertake to work within the guidelines and policies of Cooma 
Challenge Limited. 
 
 
Signed ___________________________________________ Date _____/_____/_____ 

 
Staff member 
 
 

  

Signed ___________________________________________ Date _____/_____/_____ 
 

On behalf of Cooma Challenge Limited 
 

  

Office Use Only 
 

 

Date for Probationary Review _____/_____/_____ 
 

Date for Annual Review _____/_____/_____ 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
ATTACHMENT A – DUTY OF CARE – WHS RESPONSIBLILITES 
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Work within the disability and aged care sectors can be emotionally, mentally and 
physically challenging. To perform this role you require a level of physical fitness 
needed to be on your feet for long periods of time, help transfer and position people, 
and where relevant undertake other physical activities such as cleaning, moving 
equipment, transporting people in wheelchairs, helping people in and out of vehicles, 
and other manual tasks specific to your role. You require a level of mental wellness to 
enable you to support vulnerable people with diverse support needs, including people 
who have experienced trauma, people who may exhibit behaviours of concern and 
people who may challenge your professional boundaries. 
 
You are required to declare to Cooma Challenge Limited (CCL) if you experience any 
medical condition that may affect your ability to do your job, or that may be a risk to 
health and safety of yourself or others (eg if it is unsafe for you to drive because you are 
taking medication that makes you drowsy). The information that you provide is private 
and confidential and will not be disclosed without your prior consent. 
 
If you experience any medical condition that may require reasonable adjustments or 
support in the work environment to enable you to do your job, you are encouraged to 
advise CCL. 
 
CCL, under the Work Health and Safety Act 2011 (WHS Act) and the WHS Regulations, 
must ensure, so far as is reasonably practicable, the health, safety and welfare of all 
staff and employees and clients generally. 
 
The WHS officers of CCL (the Board Directors and CEO) have a duty to exercise due 
diligence to ensure the organisation complies with legislation requirements. 
 
All staff members (referred to as ‘Workers’ under the Act) must take reasonable care for 
the health, safety and welfare of themselves and others – including people under their 
care – in the workplace and who may be affected by any staff acts or omissions. 
 
It is a requirement of employment with CCL that all staff members have a clear 
understanding of WHS requirements and know what they must do if a risk or hazard is 
identified in the workplace. 
 
You are required to, so far as is reasonably practicable: 

• Keep yourself and other staff members, clients and visitors safe when at CCL 
work sites and enterprises by observing and promoting safe working practices. 

• Be aware of the location in your workplace of safety equipment including First Aid 
Kits and Fire Extinguishers. 

• Participate in consultation and training about WHS including Emergency Drills. 

• Identify and report hazards and incidents to your supervisor. 


