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POSITION DESCRIPTION
	TITLE :       Senior Case Manager – Sensory Services

	OBJECTIVES OF POSITION
The Senior Case Manager provides an expert case management service to complex clients which includes assessing client needs, planning, allocating and coordinating supports and providing advice and information.  The position also provides mentoring and professional coaching and clinical supervision to less experienced staff within the team.



KEY RELATIONSHIPS
· This position reports to the Manager, Vision and Sensory Services
· There are no staff reporting to this position, however, the position provides case management leadership to the Sensory Services team.
· This position works closely with Case Managers; Case Worker and Administration Officer, Vision and Sensory Services.
POSITION DETAILS
	1.  Customer/Client Services 

· Assist individuals with a sensory disability and their families to meet their needs by conducting assessments of individual social functioning and needs to determine eligibility; developing and applying specific interventions, service and support plans; negotiating the purchase or services where appropriate.
· Work collaboratively with other Guide Dogs services and other agencies to facilitate access to government and other services for clients, and ensure provision of an integrated service.
· Raise community awareness and advocate on behalf of people with a sensory disability, and encourage community groups and agencies to develop policies, programs and services that are responsive to the needs of people with sensory disabilities and their families.
· Respond to and coordinate crisis intervention when appropriate and ensure the client is provided with the best possible care and suitable resources.


	KPI’s

· Evidence that the case management service is consistent with the context, principles and practices of relevant legislation, standards and guidelines.
· Feedback that services provided are effective and delivered within agreed timeframes.
· Evidence of promoted services within the community.

· Evidence that crisis intervention is effective and delivered within agreed timeframes. 


	2.  Systems and Processes

· Ensure client records and statistical databases are accurately maintained, meet legislative and other guidelines, and inform strategic planning and operational monitoring. 

· Contribute as required to the annual budget preparations relevant to specific span of control

· Assist with service planning activities as required. 
· Undertake research and relevant projects as required.

· Assist with relevant audit processes as required.

	KPI’s

· Evidence that client records and statistical databases are accurate and up-to-date in order to meet necessary service agreement obligations.

· Demonstrate contribution to the annual budget preparation.

· Accurate, timely reports are prepared for management, the Board and to fulfil government funding requirements.
· Feedback that assistance with service planning activities are provided as required.
· Evidence that research, projects and audit processes are undertaken within agreed timeframes.


	3.  Performance Management, Improvement and Evaluation

· Ensure that client feedback (including complaints) is sought and responded to, in order to continually evaluate and improve services.

· Regularly evaluate client interventions for effectiveness.

· Assist to establish and maintain clear Clinical Governance mechanisms within the organisation that ensure professional services are delivered by Case Managers with appropriate credentials or experience and that accountability for clinical decision making is defined.  

· Provide a professional contribution to corporate objectives and policy.  
· Implement and interpret policy directives to meet the requirements of executive programs.
· Prepare reports, information, statistical analysis and advice as required. 

· Initiate and be actively involved in continuous improvement initiatives.

· Seek learning opportunities and develop and maintain own professional development portfolio of learning and experience.

	KPI’s

· Evidence that Clinical Governance mechanisms are established within agreed timeframes and working effectively.

· Demonstrate an active involvement in organisational commitments related to continuous improvement initiatives.
· Reports are prepared accurately and provide relevant information within agreed timeframes.
· Demonstrate professional development practice.


	4.  Leadership & People 
· Inspire, coach and mentor staff in the area of case management.  
· Ensure a strong communication link between staff and management related to required information and clinical practice.

· Role model positive leadership behaviours which promote effective working relationships both internally and externally.

· Contribute to specific change management strategies based on sound business rationale and an understanding of the organisational culture.
· Accept responsibility for own safety in the workplace and take appropriate remedial action when hazards are observed.



	KPI’s

· Individual staff achievements indicate that effective leadership is applied.

· Commitment to the development of staff and regular coaching is provided which inspires individuals to excel.

· Observation and feedback is that safe practice is integrated into daily operations


PERSONAL CRITERIA

Experience and Knowledge

· Tertiary qualifications in a relevant discipline – essential.

· Holds an unencumbered Australian Drivers licence  - essential
· Holds a senior first aid certificate or willingness to undertake – essential.

· Experience in complex case management and case coordination - essential 

· Experience and ability to understand the specific challenges and frequently complex needs of people with a disability. 
· Proven experience and ability to develop relationships, provide informal counselling and demonstrate empathy when dealing with clients and their families 
· Demonstrated knowledge of relevant professional practice legislation, including that related to duty of care, access rights, privacy, confidentiality and mandatory notification. 
· Experience in coaching, developing and inspiring staff – highly desirable
· Skills in software relevant to the area of practise.

Personal Capabilities
· Highly self-motivated with the ability to establish credibility and gain the confidence of a wide range of people from diverse backgrounds – essential.
· Advanced verbal and written communication skills. 
· Ability to prioritise workload and meet set timelines. 
· Ability to be creative, innovative and flexible and readily accommodate change.

· Analytical, problem solving, and decision making skills with an ability to explore new and innovative ways to do business using creative solutions.
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Guide Dogs Association of SA.NT Inc Values and Employee’s Personal Contribution Criteria

 [Our Values are converted into the following behaviours which are assessed on an ongoing informal basis, and formally through the Performance & Development Review process]
ACHIEVEMENT

Delivering outcomes

· Delivering our services to the highest possible standard

· Delivering results that have value for customers

· Delivering on time as promised

· Recognising and celebrating achievements

· Holding ourselves accountable.
COLLABORATION

Actively engaging with others
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Working together to achieve our goals

· Working in partnership with other teams

· Seeking the input of others in matters that impact them

· Sharing our expertise and knowledge freely

· Actively listening to others.
INTEGRITY 
Ethical, honest and respectful

· Respecting the uniqueness of individuals

· Transparent in our communication

· Acting in the best interests of customers

· Doing what we say we will do

· Non-judgemental in our dealings with others.
FUN

Playing our part in making this an energetic and enjoyable place for ourselves and others

· Showing enthusiasm for what we do

· Balancing life and work

· Contributing to a vibrant working environment

· Supporting and encouraging one another

· Creating opportunities for celebration and camaraderie.
INNOVATION

Forward thinking

· Open to new ideas

· Solutions-focused

· Taking responsibility for developing ourselves

· Proactively seeking new ways to create value for customers and the organisation

· Continually looking for ways to improve our services.

