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JOB TITLE		OPERATIONS AND BUSINESS DEVELOPMENT MANAGER

DATE			21 January 2025

REPORTS TO	MANAGING DIRECTOR 



	POSITION DESCRIPTION

	

	Position purpose
	The purpose of this role is to drive business growth while ensuring strong operational governance across office activities, personnel, technology, and service delivery. This role blends operational leadership with business development to strengthen the organisation’s market presence, secure diverse funding streams, and achieve strategic objectives, KPIs, and sustainable growth.  

	
Main tasks








	
Core objectives include:

OPERATIONAL MANAGEMENT
· Lead and oversee service delivery teams, ensuring compliance with quality standards and regulatory requirements for NDIS and Home Care Package (HCP) services.
· Foster a supportive team culture focused on motivation, mentoring, continuous learning, and professional development.
· Monitor and manage team and individual KPIs, implementing performance improvement strategies as needed.
· Evaluate and enhance operational processes to deliver superior customer experiences and streamlined service delivery.
· Promote knowledge sharing of NDIS, HCP, and related funding and compliance systems to support efficient operations.
· Ensure compliance with NDIS Terms of Business, Quality Standards, relevant funding models, and federal and state regulatory frameworks.
· Plan and allocate resources effectively to optimise service delivery capacity and responsiveness.
· Lead and execute business improvement initiatives aligned with the organisation’s strategic goals.
· Resolve client and staff feedback, incidents, and queries to maintain high service standards.
· Embed a culture of continuous improvement across all operational areas to enhance quality, efficiency, and innovation.

BUSINESS DEVELOPMENT
· Develop and implement a dynamic business development strategy that positions the organisation as a provider of choice in the human services sector.
· Proactively engage with stakeholders, building referral networks and partnerships across Aged, Disability, DVA, and other potential funding areas.
· Identify, pursue, and secure new funding opportunities and service contracts to diversify revenue streams.
· Build a sustainable client acquisition pipeline to maximise service capacity and growth.
· Strengthen relationships with existing Homecare, Community Care, and other sector service providers to maintain and expand service partnerships.
· Enhance brand visibility through innovative marketing efforts and community engagement.
· Provide strategic insights to guide market positioning, business opportunities, and competitive advantage.

NB: This role will evolve to meet the needs of the organisation, and the above tasks and responsibilities are subject to change.


	General Duties
	· Coordinate and manage workflow activities to align with strategic business plans.
· Supervise office personnel, ensuring efficient operation and goal alignment.
· Generate comprehensive reports on operational performance and business development progress.
· Maintain and regularly update documentation in line with legal, compliance, and best practice standards.
· Review and revise forms, policies, and procedures for continuous improvement.
· Manage external communications, technology relationships, and third-party collaborations.
· Fulfil additional tasks and responsibilities as directed by senior leadership.

	
Required qualities
	
· Professional approach
· Strong work ethic and ability to thrive under pressure
· Exceptional organisational and time management skills
· Excellent attention to detail


	Desired competencies
	· Analytical and strategic thinking
· Initiative and innovation
· Business acumen and market awareness
· Persistence and tenacity
· Openness to change and adaptability

	
	

	PERSON SPECIFICATION

	

	Qualifications 
	· Demonstrated industry experience and relevant sector knowledge, particularly in human services, NDIS, and aged care.


	Experience

	Proven success in operations management and business development within human services or related fields.


	Skills & competencies
	Customer Service Focused: Committed to delivering exceptional service and outcomes.
Communication: Advanced communication skills to engage diverse clients, partners, and stakeholders.
Attention-to-Detail: High accuracy and professionalism in all forms of communication.
Teamwork: Collaborative, supportive, and committed to team success.
Time Management: Effective at prioritising tasks and meeting deadlines.


	Personal attributes
	Professional, confident, and dynamic.
Resilient with a positive approach to change and growth.


	Other
	Proficiency in Microsoft Word, Excel, PowerPoint, and relevant business tools.



This job description serves to illustrate the scope and responsibilities of the post and is not intended to be an exhaustive list of duties. You will be expected to perform other job-related tasks requested by management and as necessitated by the development of this role and the development of the business. 


ACKNOWLEDGEMENT


I certify that I have read, understood and accept the duties, responsibilities and obligations of my position.


	SIGNED BY YOU


.........................................................
Employee
	
	


.............................................
Date






	SIGNED BY MANAGEMENT


.........................................................
Manager

	
	


.............................................
Date
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