
Community Services Manager
Division : Operations and Impact

Award : SCHADS Level 6

Location : Clayton or Geelong with regular travel between the two.

Position overview

The Community Services Manager is responsible for supervision of the charity’s service to social
and health care agencies and professionals. Managing a team of 5 staff and a small number of
volunteers across two locations (Clayton and Geelong), they will manage the end to end process
and customer experience for users of our service (currently social and health care agencies and
professionals - with an ambition to expand to other sectors, such as early years education, in the
future).

This role involves managing the systems and processes for ordering and receiving goods,
relationships with our service users, management and development of staff and volunteers, and
management of the logistics of fulfilling orders in our warehouse as well as liaison with our
transport partners and the running of our own van.

The role works closely with the Head of Operations and Impact and our two Warehouse Managers.
- supporting strategy development, planning and budgets.The post holder must be able and willing
to travel between Geelong and Clayton weekly to manage teams at both sites. Key elements of the
role are:

● Staff supervision and development, enabling teamwork and achievement of KPIs in line with
the charity’s values.

● Delivery of a safe warehouse environment in line with the charity’s OHS policies
● Lead responsibility for customer service, relationship building and stewardship of our

service users, including but not limited to, social welfare and health agencies, kindergartens
and refuges.

● Ensuring data integrity and that team members are trained in this area.
● Development of collaborative relationships with all teams across the charity..
● Increasing service use in line with the charity’s strategic growth plans.
● Management of the delivery of preloved packed goods to service users across Victoria

Overseeing supervision and, with other teams, recruitment of volunteers and ensuring there
is a positive collaborative working environment for volunteers and staff.

● Supporting the Head of Operations and Impact with strategic development of the service,
planning and budgeting

● Financial management.
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Key relationships

Internal ● Head of Operations and Impact
● Warehouse Managers
● Supporter Experience Team
● Fundraising and Communications Team
● Volunteers

External ● Service delivery partners and agencies
● Transport partners

Team Leadership

Direct Reports ● Outbound Operations and Networks Coordinators x 5 (Geelong
and Clayton based)

● Van Driver (Clayton based)

Wider team ● Volunteers

Primary responsibilities

● Manage, motivate and develop the team of both staff and volunteers, ensuring high levels of
customer service to our service users and efficient and effective systems and processes for
getting preloved packed goods to the babies and children that need them. This is known as
the ‘Outbound’ element of our operations.

● Work closely with the team delivering the Inbound element of our service, to develop a ‘one
service’ approach across sites and to ensure a seamless transition from Inbound to
Outbound operations and vice versa.

● Development and maintenance of relationships with social welfare and health agencies and
other organisations that use our service. Ensure we are meeting the needs of these
organisations and their clients.

● Development and maintenance of relationships with transport partners and management of
our own transport service, currently one van and one van driver.

● Operationalise the charity’s service growth strategy via staff and volunteers - ensuring the
most effective and efficient practices are implemented.

● Involvement in the development of the Division’s Business Plan and the translation of this
strategic planning into operational goals and tasks for staff.

● Reporting to a wide range of stakeholders, including donors, service use and levels,
ensuring data integrity and confidentiality.

● Supervise, develop, support and motivate staff and volunteers within your team,
ensuring accountability of staff and collaboration within and between teams and
departments.
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● Working with the Warehouse Managers, maximise the appropriate use of volunteers,
ensuring consultation with regular volunteers and that best practice volunteer
management is employed.

● Ensure OHS policies and practices are followed within our warehouses and throughout
our distribution networks.

● Lead on all aspects of inventory management (goods packed and ready to leave the
warehouses) ensuring orders can be processed and distributed in the most effective
way across the service regardless of location.

● Ensure that the recycling and waste reduction priorities of the organsiation are integral in
decision making.

● Other tasks as required by line manager or CEO

Key competencies

● A commitment to the vision and values of the organisation
● Inclusive - values diversity and leverages it in decision making
● Strong customer service ethos
● Staff and volunteer management
● Systematic thinker - able to develop and execute systems and processes that drive

efficiency whilst being environmentally sustainable.
● IT literate and confident including use of applications such as Go Canvas, Google

Suite and CRMs
● Innovative - always at the forefront of best practice.
● Data analysis and reporting
● Welcomes change and is able to support others through change.
● Growth Mindset - proactive and positive at all times - seeks learning, gives and

receives feedback positively and constantly improves systems, processes and
themselves.

● Ability to think on your feet and handle multiple competing priorities at once
● Flexible - willing to work at both strategy and operational levels and flexible in

approach to all aspects of work
● Collaborative - keeps people informed and involved, seeks solutions and engagement

from others
● Problem solver
● Ability to build and nurture relationships
● Negotiation skills
● Research and analytical skills - gathers and uses a wide range of data in decision

making
● Strong communicator
● Ability to implement OHS practices, processes and policies
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Experience

● Salesforce experience
● Must have managed teams of staff
● Volunteer Management
● Management of contracts and external supplier relationships and delivery.
● Creating and successful delivery against business plans and budgets
● Leading a geographically dispersed team
● Previous experience working in social/community services

Special requirements

● Weekly travel between Geelong and Clayton is essential. Travel across the State
may be required occasionally.

● Current Driver's Licence and access to a car for work use.
● Current WWC Check
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