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Position Description
Role: 
 Team Leader –Front of House Services 
	Service
	Front of House

	Reports to 
	Kaiwhakahaere FOH/HUB/Haeata 

	Direct Reports:  


	Kaimanaaki

FOH receptionist

Mau Tangata

	Key Relationships
	Senior leadership team

Manurau – Senior Māori Caucus

GM Health, GM Housing Support, GM Housing, GM Health

Managers Street to Home, Supportive Housing, HUB & Haeata


	Our Mission – O Tātou Kaupapa



	Background – Ko wai mātou




	 POSITION PURPOSE - Te Kaupapa o Te Tūranga 



	The Team Leader - Front of House Services will lead the development, service delivery and clinical practice of the direction, goals, and objectives of FoH service, with a specific focus on the implementation and integration of te ao Māori within all elements of the service 
Front of House services: as the waharoa to HomeGround this service is the first point of connection for all visitors, whānau members and community members, and ensures the spirit of manaakitanga permeates all actions and interactions at the Mission. Whānau, are supported by the team in assessing their needs and supporting them to navigate to appropriate support services or destination through a warm handover process.
Additionally, this role will be instrumental in developing appropriate frameworks, processes, procedures and identifying funding opportunities (including ACC) for the creation of a Te Ara Māori pathways strategy for whānau that access Te Tāpui Atawhai Services.  

This role will be required to support the on-call function for residential services and accommodation. 



	Key Result Area
	Key Accountabilities

	Manage and develop services  
	Implement frameworks and tools to review and improve services, extend Māori capabilities and privilege Māori development
Focus on providing Kaupapa Māori based services, applying a te ao Māori lens to all services and service interactions and applying a restorative justice approach to conflict resolution
Support the recruitment, retention and development of Māori staff
Ongoing operation and improvement of the Front of House model to ensure the objectives of the service are met.

Auditing platforms such as record base, ensuring staff capabilities match requirements of the mahi.
Build and maintain positive and meaningful relationships with whānau to better understand their needs and aspirations and encourage their input into processes.



	Develop high performing teams
	Advocate for the Mission and the people it serves, promoting its beliefs and raising social issues from a Māori perspective learned through working with people in desperate need
Coach and encourage all staff to develop relationships that support the Mission and its work.
Individual one to one performance and development plans for each team member are created quarterly, and regular one-to-one meetings occur. 

Ensure that any racism, inequities and culturally inappropriate behaviour at the Mission are addressed

Contribute to building a strong collaborative leadership team that ensures decision making is timely and rigorous, performance is well managed, and the organisation is well lead

Communicate the Mission’s strategy so that everyone understands their role in achieving its goals and objectives.

	Build Cultural Safety/Capability
	Guide and support services to be culturally appropriate in its consultation and engagement with iwi, hapū, marae and wider Māori Community  

Develop and implement initiatives and design changes to be responsive to Mātauranga Māori. 
Implement frameworks and tools to review and improve services, extend Māori capabilities and privilege Māori development while challenging existing behaviour, practices and processes. 
Ensure that all whānau receive a high standard of care, consistent with accepted best practice and the agreed model of care.  

Provide a range of appropriate interventions (minimal/brief to comprehensive) that are aligned to mātauranga Māori.
Actively encourages and (where appropriate) involve whānau or other support people in treatment provision.
Providing a cultural perspective to clinical discussions, assessments, evaluations, and documentation of care.


	Qualifications and experience – Ngā Whēako – Ngā Tohu Mātauranga


	
	Essential
	Desirable

	Qualifications

Skills, Knowledge and Experience  
Personal Attributes
	Tertiary level qualification (or equivalent experience) in a relevant field such as social services or health leadership, management or business administration. 
 Knowledge of Kaupapa Māori principles e.g., understanding culture, power and how it relates to the Te Tiriti. 
In-depth knowledge and understanding of implementing te reo me ōna tikanga Māori into organisational practice.
Extensive experience developing departmental frameworks, models of practice, process. 
Highly developed inter-personal and communication (written and oral) skills. 
Reputation for delivering results and achieving outcomes. 
Has a reputation as a people influencer and leader, who is trusted and leads in a tika, pono and aroha way. 
Knowledgeable, passionate and demonstrates patience and aroha in teaching others. 
Resilient, adaptable and a flexible attitude. 
Ability to successfully manage competing demands and priorities and remain outcomes focussed.  Strong leadership skills that can empower and motivate others to effectively deliver results. 
Strong sense of self and culture.
	Demonstrated experience in social or health services, not for profit sectors. Previous experience working with those experiencing homelessness, food insecurity, alcohol or other drug addictions, physical/mental illness.  Strong links to key stakeholder groups and Māori networks. 
An understanding of the difference between cultural capability/competence and cultural safety
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