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	Job Posting

Director of Client Services
Regular Full Time
	Date Posted: April 21, 2017
Closing date: May 5, 2017  



We are currently seeking a Director of Client Services.  Reporting to the CEO, you will leverage your track record of success in delivering high quality, family centred client care during times of transformational system change. This role calls for a professional knowledge base combining clinical expertise in client care practices with the ability to inspire and to lead individuals, teams and programs to work in innovative ways and achieve strategic and operational goals  that are focused on the children and families we serve.

Qualifications:

· Master’s Degree or equivalent  in a  related allied health professional field; additional education in the field of business would be an asset

· Minimum of 5-7 years’ experience in relevant management position in progressively responsible roles

· Clinical or management experience in paediatric rehabilitation an asset

· Demonstrated understanding of disability, rehabilitation, children’s services or related fields and ability to maintain awareness of evolving trends in order to lead changes as required in line with the mission, vision and values of the Centre

· Ability to relate to others at all levels of the organization including the Centre’s Board of Directors

· Experience working with a broad range of stakeholders to inform decision making, including Board of Directors 

· Demonstrated knowledge of clinical best practices and outcome based evaluation

· Demonstrated success in design, implementation and evaluation of programs and services

· Demonstrated success in leading, coaching and mentoring others, team building, employee development, relationship building 

· Superior written and verbal communication skills using a variety of formats and directed to a range of audiences

· Excellent planning, organizational, research, analytical skills inclusive of data analysis and critical thinking skills

· Solution focused problem solving

· Well-developed change management skills inclusive of change at a broader system level

· Experience in the use of social media tools and use of technology

· High level of proficiency with Microsoft Office Tools, Gold Care and MIS

Basic Functions and Responsibilities:
Senior Leadership:

· Participatory and active member of the Senior Management Team reporting to team members on a regular and ad-hoc basis as required

· Work with the Senior Management Team and management team in order to identify Centre-wide needs, assign appropriate responsibility and implement services
· Participate in the Board’s strategic planning exercise bringing the perspective of client services 

· Lead the operational strategic planning process for client services developing goals and outcomes in line with the Board’s strategic plan

· Fulfill the responsibilities as the Senior Management Team lead with the Board’s Quality Committee, liaising with the Committee chair to develop  agendas and ensuring the required staff resources and support for the committee’s work

· Attend monthly Board meetings as well as ad-hoc Board and Board Committee meetings as required

· Responsible to develop and monitor program expenditures and budgets in consultation with the Director of Finance and Administration

· Responsible to develop, implement and evaluate department/program business plans to meet organizational goals

· Participate in the Centre’s on-call coverage system

· Promote and support JMCC’s Mission, Vision and Values by being a positive role model for staff

· Maintain a high level of employee engagement and promote a positive organizational work culture

· Create a work environment that promotes innovation, quality service, creativity and learning for all staff

· Provide organizational leadership to ensure client and family centred care

· Work cooperatively with all members of the Senior Management Team to enhance organizational effectiveness

· Act as an ambassador for JMCC in the community

Clinical Program Management:

· Coach/mentor teams to meet departmental  goals

· Support client services staff to deliver high quality customer service that is client focused, family centred and culturally sensitive

· Undertake the required analysis to ensure that maximum benefit  is realized with available limited resources

· Facilitate positive change management at a service and sector level

· Ensure ongoing development and maintenance of an effective multi-disciplinary team and program

· Ensure adherence to the Centre’s approved purposes and priorities and report progress to the Chief Executive Officer at regular intervals

· Work closely with the Human Resources Manager and the management team to develop an overall HR training program which effectively integrates supervision requirements, performance appraisals and new program directions

· Monitor financial and information resource needs to ensure programs are developed within budgetary guidelines and ensure best possible outcomes

· Provide leadership to the development and maintenance of policies and procedures that relate to the client services functions of the Centre

· Ensure that Centre-wide  policies and procedures are adhered to

· Implement, manage, supervise, monitor and evaluate all  client services activities in accordance with college standards, Centre requirements and/or relevant community standards and protocols

· Ensure data and research occur to enable the effectiveness, quality, safety and timeliness of  service delivery

· Ensure compliance with accreditation standards

· Search out best practices making the Centre aware of them and suggesting areas where they could be implemented 

· Monitor and evaluate on an ongoing basis, the ability of the client services programs to meet the evolving needs of clients and families and make recommendations for program/service realignment based on leading practices in the field and/or budgetary requirements 

· Identify emerging service trends, needs and challenges 

Customer service and client satisfaction:

· Responsible for highest standards of quality service within available resources

· Respond to all issues raised by families using the Client Complaint Resolution process

· Document and make recommendations to CEO related to all aspects of client services

· Advance any issues of concern to the CEO as appropriate

· Review and analyze service reports and other program data (statistical and financial) to evaluate the programs

· Identify and resolve potential program/service issues 

· Co-ordinates services for clients in collaboration with other service providers and partners as part of an integrated system of services

Staff Relations:

· Attends program/departmental and all staff meetings on a regular basis to build and maintain accessibility with front line and management team staff

· In partnership with the Client Services Management Team develop the requisite annual staff training and development plan to ensure client services and clinical competence, enhances sector based knowledge and awareness and supports succession planning

· Participates in centre based staff engagement activities

Additional Skills: 

· Strong interpersonal and collaboration skills, with the ability to establish positive working relationships with all levels within the organization and within the community

· Experience with conflict-resolution and decision making within a team environment 

· Skilled at networking and network-building, with a strong commitment to partnership

· Portrays a passionate work ethic and genuine desire to make a difference for children and youth with special needs

· Ability to work collaboratively in a changing environment focused on achieving the highest standards of client services

Please submit your resume and cover letter no later than 5:00 p.m. on May 5, 2017 to:
John McGivney Children’s Centre 
Human Resources Department
3945 Matchette Road
 Windsor, Ontario   N9C 4C2
hr@jmccentre.ca
~Helping Abilities Grow~
The John McGivney Children’s Centre is an equal opportunity employer.
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