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Services coordinator role description
Purpose of role
The services coordinator is contracted to work with an interagency team of practitioners drawn from the Special Education, health and disability, and Child, Youth and Family sectors. The interagency team plans and implements a set of interventions for a child or young person with very high and complex needs. This is not a casework role; its central purpose is the leadership, coordination and facilitation of the interagency team and to support collaborative working so that the best possible outcomes for the child or young person are achieved.

Important working relationships

Reports to:

The contracting lead agency manager.
Relates with:
· members of the interagency team

· the child or young person and their family / caregivers

· service providers
· the Interagency Management Group, supporting the application and plan
· managers of agencies responsible for the interagency team

· finance and administration staff in the lead agency
· The HCN Advisor

· HCN Unit national office staff.

Key Tasks
Through leadership and modelling, promote a collaborative way of working among the members of the interagency team, to:
· manage the interagency team’s process by: 
· getting agreement about ground-rules and meeting dates

· chairing meetings

· recording and following up on decisions

· finding ways to resolve differences and escalating issues to agency managers when necessary
· help team members set aside agency and professional points of view in order to develop a shared understanding of the child’s situation and the desired outcomes
· guide the team in setting goals and agreeing interventions that are congruent with their shared understanding of needs and desired outcomes
· assess the availability of services in discussion with providers
· ensure that agency managers understand and support the interventions in the plan – managers’ sign-off indicates the commitment of resources (staff, funding and administrative support) for the duration of the plan
· take the initiative when difficulties arise and encourage a collaborative rather than a single-agency response
· support the lead agency manager with financial and administrative matters related to the plan, such as:

· developing the budget request to accompany the plan

· establishing which providers can deliver the required services

· verifying that contracted services are provided and invoices are submitted monthly for payment

· meeting quarterly reporting requirements.

Competencies

	Competencies
	Descriptors

	Collaboration - the ability to build and support an interagency team that plans and successfully delivers an integrated package of services for a child or young person with high and complex needs
	· Has a history of successful interagency working

· Understands the factors that make for success or create barriers to interagency collaboration

· Builds shared vision, shared values, and agreed service principles

· Acts as a project champion, securing widespread ownership and buy-in

· Builds and maintains strong networks

· Builds capacity for collaborative working among team membership

· Is viewed by professionals in the agencies as having sufficient legitimacy for the role, perceived as unbiased, and has the skills which encourage others to try innovative approaches

	Planning and organisation - identifying objectives and developing effective plans to achieve them
	· Communicates what needs to be done to all who need to be involved

· Ensures that resource commitments (money and staff) and lines of accountability are clearly defined

· Ensures that processes are straightforward, time-limited and task-oriented

· Sets realistic timetables and monitors progress against targets

· Reviews and adjusts priorities as circumstances change

· Manages resources so that priority tasks are achieved

· Gets agreement among stakeholders about criteria for success

	Integrity - building and maintaining trust, acting in an ethical manner
	· Sets and adheres to personal and organisational ethical standards

· Is honest, trustworthy and maintains confidentiality

· Is committed to the values of the lead agency

	Problem-solving and judgement - thinking objectively and creatively about issues and finding solutions 
	· Recognises several likely causes of events

· Considers all aspects of a situation, weighing up different options to arrive at the best solution

· Recognises the factors that are critical to success

· Brokers agreements, encourages group members to think outside their usual frame of reference 


	Teamwork - working cooperatively and productively with others in to achieve group objectives
	· Promotes an open and productive atmosphere, encourages co-operation within the team and among the agencies

· Facilitates and influences positive outcomes that support team goals

· Promotes team cooperation, even during heated discussions

· Mediates between team members to resolve conflict

· Contributes positively by sharing information and listening and accepting others’ points of view

	Communication
	· Seeks to understand others’ frame of reference and uses this understanding to identify the most effective method of conveying information

· Listens actively and responds to others

· Writes clear and concise reports

· Makes complex issues understandable

· Celebrates and publicises success

	Relationship management - developing and maintaining fruitful working relationships with a wide range of people and the organisations they represent
	· Approaches issues or disagreements with the objective of reaching win/win solutions

· Develops the relationships needed for the effective delivery of relevant services

· Builds relationships with managers at all the appropriate levels of the agencies involved in the collaborative work

	Results orientation - taking personal responsibility for the delivery of results
	· Takes full responsibility for making things happen within own area of control

· Displays drive and energy in achieving goals and perseveres when obstacles emerge

	Information gathering - collecting and managing information relevant to an issue through a variety of methods
	· Collates information from a wide range of sources

· Uses networking and informal meetings to gather information and ‘keep a finger on the pulse’

	Cultural responsiveness -  showing cultural awareness and sensitivity and an understanding of diversity
	· Understands the effect of the Treaty of Waitangi on working relationships with Māori families, children and organisations

· Knows how to address issues that impact on clients, employees, stakeholders and communities from different cultural backgrounds

· Provides services to clients with sensitivity, understanding, and respect for the client’s culture


Experience

The services coordinator brings experience in:

· facilitation of group processes, including mediation and conflict resolution

· coordinating services

· working across government and non-government sectors

· working with Iwi / Māori and with ethnic groups

· service delivery through the agencies in the health and disability, Special Education, Child, Youth and Family and Youth Justice sectors, and preferably experience working in more than one of the agencies

· child behaviour and development

· project management, monitoring service delivery against the budget.

Personal attributes

The personal attributes and qualities required of the services coordinator include – 

The ability to:

· lead a multi-disciplinary team

· build productive working relationships with children, young people, and their families / whānau
· manage multi-component projects.

High levels of:

· motivation and initiative

· interpersonal skills – able to adapt to the needs of the situation, able to mediate, facilitate and negotiate key outcomes for all parties

· relationship management skills – able to establish, build and maintain effective working relationships, able to develop extensive networks

· organisational skills – able to prioritise, schedule and work systematically, achieves/meets competing deadlines without compromising quality; good attention to detail
· communication skills – able to write clearly and well, conveying complex issues simply and logically.
Characterised by:

· an appreciation of diversity and difference – creates an inclusive working environment where differences are acknowledged and respected

· a creative approach to problem-solving

· sound judgement.
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