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POSITION DESCRIPTION
	

	Position Title
	Chief Operating Officer 
	Employee Name
	
	Date
	November 2025 

	Location
	Coast2Bay Headquarters (or other location determined by the Board)  
	Organisational Unit/ Department
	Executive 

	Contract Conditions 
	Permanent Contract 
	Hours Range
	Full time – 72 hours per pay period 



[bookmark: _Hlk213078051]VISION AND MISSION 
	  Vision 

Communities where homes bring safety, belonging and opportunity. 
	 Mission 

We create homes, build strong communities, and transform lives. 



VALUES
	
Person Centred –  we respect people and help them fulfil their aspirations 

Community focussed  – we create stronger communities to promote belonging and wellbeing 
 
Innovative – we are creative and design sustainable housing solutions 
 
	
Sustainable  – we ensure long term economic viability, balancing prosperity with care for our environment 

Collaborative  – we work with others in a transparent, accountable and purposeful way  




	Position reports to
	CEO / (Board and Committees)









	Reportable Positions
	Regional Manager Positions – Housing Management Stream x 2
Senior Manager Tenant and Community Engagement 
Senior Manager Assets, Governance and Quality 
Senior Manager Partnerships, Stakeholders and Advocacy  
Senior Manager Marketing and Communications 


	Position Purpose
	The role is responsible for leading and managing the housing management, asset management, community and tenant engagement, stakeholder engagement, teams for social housing (community and affordable housing), social and philanthropic investment and social enterprises. The focus is on achievement of high-quality services in accordance with the approved strategic and business plans, client service delivery standards and cost-effective financial performance. The position reports to the CEO and in concert with the Executive Team and oversees the day-to-day operational activities for community and affordable housing.  The role is specifically to provide:
· Strategic planning and implementation for accelerated growth in the social and affordable housing portfolio 
· Leadership management and co-ordination of the operational functions of social housing portfolio
· Lead role in ensuring robust operational relationships with Government Departments and lead role in ensuring operational functions within the one social housing system for Queensland (allocations, exits and disputes, notifications) and Commonwealth.
· Lead role in the development and management of social an affordable housing budgets and financial models to support the operational areas of housing management (social housing) 
· Lead role in overseeing marketing and communication for the group of companies 
· Lead role in managing corporate sponsors, foundations and fund rising events. 
· Lead role in providing leadership and management of special projects including better together housing and other philanthropic engagement.
· Assist the CEO and Managing Director in providing leadership and governance of social enterprises (Purpose Real Estate)
· Lead role in providing leadership and management for operational implementation of WHS policy and practice  
· Lead role in ensuring effective asset management services, operational contractor procurement and strategic asset management plan and asset register. 
· Provides professional advice and support to the CEO advising of any operational matters that may have significant impact on the services operations and acting as CEO during periods of leave.  

	Experience 
	Minimum
A minimum 8 years’ experience working in senior role in housing, community housing / affordable housing/ aged care / disability sector  
A minimum of 5 years’ experience in organisational management or senior leadership position 
Desirable 
Experience in working with Boards and or Governance frameworks  
Experience in skills in managing significant growth / change in an organisation

	Qualifications
	Minimum Qualification 
Graduate Qualification in one or more of the following disciplines: social services; health and human services; community services; public administration
Desirable Qualification 
Post Graduate Qualification in the above listed disciplines. 
GAIC – Graduate Australian Institute of Company Directors (or willingness to complete course) 
Real Estate Licence / Certificate (or willingness to complete course)

	Prerequisites
	· Clear and Current National Police Certificate    
· Pass Integrity Checks (Blue Card/ Yellow Card)
	· Eligibility to live and work in Australia. 
· Current drivers’ licence 

	Award (if applicable)
	N/A
	Classification
	Non-award 

	Resource Management
	Operational Budgets, Training Budgets, Marketing and Communication Budgets, Project Budgets 
	Relationships 
	Internal 
Executive Team, Direct Reports and Staff  

	Delegation Level
	Level 5 – Executive Managers 
	Probationary period 
	6 months (as appropriate) 




	Foundation Competencies Required
	Behavioural Competencies Required
	Technical Competencies Required

	Willingness to work and act in a manner that delivers effective: 
	Expectations of behaviours in the role 
	Knowledge of community development practice in the following areas 
 

	Administration
· Ensures effective frameworks and tools for data collection and reporting
· Ensures development of key processes and amends to ensure maximum operational efficiency and effectiveness
· Ensures effective framework for policies and procedures 
· Ensures effective monitoring of key performance data, trends and emerging issues
Quality / Continuous Improvement
· Develops and reviews framework for reporting feedback and addressing complaints
· Directs managers to ensure effective practice models 
· Designs and implements effective change management strategies
· Ensures improvement priorities to inform governance role of Directors 
· Ensures effective resolution of serious complaints and critical incidents
Safety and Wellbeing
· Ensures safety systems are established, managed and reviewed effectively to meet organizational and regulatory requirements
· Identify and respond to emerging safety issues and improve systems as required
· Provides adequate resources to ensure staff wellbeing 
· Ensures adequate reporting systems in lien with Governance requirements  
Risk Management 
· Establishes framework for identifying, analysing and mangling risks in line with risk policy 
· Ensures proactive response to emerging risks in area of responsibility 
· Ensures operational risk register is accurate and up to date
· Contributes to reporting strategic risks 
· Reports risk through governance frameworks – in line with delegations
Diversity and Conflict Resolution 
· Develops operational and practice frameworks that ensure culturally competent organisation
· Ensures legislative and compliance reporting is undertaken
· Provides framework for workplace conflicts to be identified and remedied 
· Provides leadership and strong advocacy for issues of diversity in service provision 
Time and Task Management (organising self and others)
· Reviews and plans staffing to ensure effective and efficient use of human resources
· Clarifies and priorities operational responsibilities and activities
· Ensures appropriate sequence for new developments and programs to ensure appropriate workloads

	Communication 
· Verbal – confidently and clearly articulates facts and conveys information in a manner appropriate to the target audience
· Written – clear and concise presentation of information and messages in such a way that conveys understanding and retention of the content (includes the production of reports, project briefs, correspondence, emails, leaflets)
Collaboration and Team Work 
· Actively participates in and contributes to team effectiveness, taking action that considers the perspective and needs of others, being aware of the effect of behaviour on others 
· Managing Relationships – builds and maintains positive, productive and mutually beneficial working relationships
Person Centred / Customer Focus  
· Listens and understandings tenant / customer perspective, anticipating their needs, giving high priority to secure satisfaction (internal and external and customers)

Responsibility and Accountability 
· Understands the role and its responsibilities. Takes personal accountability for actions and decisions
	Strategic Planning / Strategic Focus (Contributing / shaping long term organisational plans) 
secures effective Executive engagement for the following competencies:
· Translation of strategic plans into clear operational goals, actions and timelines 
· Effective business planning to support organisational strategy 
· Strategic focus for operational planning
· Direction of resourcing to meet strategic priorities
· Development of strategic priorities and actions for management teams
· Identification of trends in meeting strategic plans and provides analysis of underpinning issues
· Review of progress against strategic plan
· Reporting on progress against strategic plan
Financial / Resource Management (provides effective managing / overseeing the use of financial resources)
· Ensures robust financial frameworks to deliver organisational goals and business strategies
· Negotiates and establishes contracts in line with delegation levels
· Sets operational budgets and reviews financial performance
· Assist in ensuring long term availability of adequate resources for organisation
· Drives sustainable practice across the organisation    
· Provides due diligence review of new programs projects and partnerships (as appropriate) 
 
Human Resource Management (provides effective management of people)
· Ensures robust and supportive organizational culture 
· Empowers others by ensuring effective frameworks for action and accountability including development of standard operating procedures
· Ensures adequate practice and culture of effective supervision 
· Ensures effective human resource practice 
· Takes appropriate action to address unresolved performance management issues and issues of serious misconduct / poor performance – in line with delegations
Conceptual and analytical thinking (provides conceptual thinking and basis actions and decisions on the facts and figures, critically evaluates information and data)
· Provides conceptual thinking in the development of models and operational practice manuals
· Evaluates external data and research and translates this into appropriate operational policies and practice
· Monitors performance data and identifies key issues and priorities for the organisation
· Examines benchmarking data to explore areas of commonality and difference in performance
· Proactively considers future growth and operational changes

Project Planning and Implementation – (provides effective project management and problem-solving techniques)
· Initiates projects – providing project scope and resources
· Provides impetus and direction for projects 
· Determines priorities and outcomes for projects 
· Sets appropriate project management frameworks 
· Evaluates effectiveness of projects
· Facilitates external and independent evaluation when required 
· Ensures adequate consideration of interdependencies of issues in project planning
· Reports progress against strategic project plans to Board

Organisational Capability – (provides effective skills, knowledge, expertise and structures to fulfil organisational objectives)
· Identifies key areas to build and sustain organisational capacity
· Ensures knowledge and skills of workforce meets organisational aims and objectives
· Ensures active workforce planning
· Provides a framework to ensure ongoing knowledge management within the organisation
· Provides a framework for training and development of staff teams
· Ensures adequate structure for operational delivery and makes changes accordingly 
· Provides logic and process to facilitate change management 

Housing Practice and Policy  
· Ensures effective and robust housing practice across all operational teams 
· Ensures practice meets national standards and legislative requirements 
· Ensures effective interface with external partners and networks around housing and homelessness issues 
· Ensures effective engagement with Government Departments including oversight and reporting against Government contracts and programs
Tenant and Community Engagement 
· Ensures effective tenant and community engagement 
· Provides updates and briefings on tenant engagement for Executive Team and Board 
· Ensures effective and timely tenant and community engagement plans 
· Ensures robust framework for the recruitment, orientation and development of volunteers (tenants and student placements)



	 Key Result Areas
	Key Activities
	Standard Measures

	
Strategic planning and implementation for accelerated growth in the social and affordable housing portfolio 

Leadership management and co-ordination of the operational functions of social and affordable housing portfolio 

Lead role in ensuring development and monitoring of operational risk register. 




	· Assist the CEO in all strategic and business planning functions
· Lead role in ensuring that operations are conducted in accordance with approved strategic plans and policies and that these meet the regulatory and accreditation requirements such as the National Regulatory System, funding bodies, other authorities e.g., RTA, ASIC, ACNC and legislative frameworks.
· Lead role in managing complaints system at Tier 1, Tier 2 and 3 complaint level – ensuring active monitoring of complaints register to meet regulatory standards. 
· Report and attend Board meetings (and Board sub committees) reporting on operational matters in support of social and affordable housing to support community and social / affordable housing.
· Lead responsibility for delivery and maturity of the operational model (service delivery outlet model) ensuring consistent practice standards and increase efficiencies (including strong portfolio management systems and effective client services) 
· Lead responsibility for ensuring effective change management processes through anticipated significant growth in the social and affordable housing portfolio.
· Ensure Policy and Procedures (for relevant areas) are current and reflect regulatory frameworks and these are applied effectively in the delivery of services.
· Lead role in sustaining a strong customer service culture and ethics based on human rights, social justice, fairness and acceptance of mutual responsibilities / obligations.
· Lead role in implementing operational risk management assessments and monitoring operational activities in line with the operational risk register.
· Assisting in ensuring operations reflect high quality service and continuous improvement within the social services industry.
· Lead role in effectively managing social housing budget cost areas such as vacancies, bad debts, repairs and maintenance programs, and community development to ensure maximum benefits accrue from the investment in programs
· Lead role in demonstrating requirements and housing practice standards 
· Lead role in overseeing operational performance ensuring key performance indicators are met and remedial action is taken to resolve issues 
· Develop and direct the implementation of financial modelling for the strategic business and/or operational plans, projects, programs and systems
· Lead role in ensuring effective compliance reporting to AIHW,  NRSCH, ACNC and ASIC, NDIS (Specialist Disability Accommodation provision) 
· Assist the CEO in maintaining a positive culture, ethical practice 
· Lead role in ensuring a framework to approve, authorise and negotiate head lease agreements including rent increases at renewal (and negotiating break lease arrangements with investors)
· Lead role in reviewing QCAT applications and tracking outcomes as appropriate. 
· Lead role in compiling the annual community housing survey return to the Department 
· Lead role in ensuring the Departmental returns, monthly, quarterly and annual are completed on time 

	· Organisation meets operational targets set in strategic plan and balanced scorecard – including complaints, vacancies and occupancy, voids, bad debts, asset management targets 
· Ensure behavioural competencies and measure impact / outcomes across staff groups (annual survey)  
· Annual business plan objectives and targets are secured 
· Operational risk register is maintained, and risk mitigations are delivered in a comprehensive and timely manner.
· Positive and improving ratings on annual staff survey organisational culture and employee engagement (with reference to partnership working)
· Budgets meet financial expectations and performance measures. 
· Annual Community Housing Survey completed accurately and on time. 





	Support the CEO on delivering the strategic vision including fostering and cultivating effective Departmental relationships, as well as assisting and development and negotiation of program and service contracts. 


	· Lead role in engagement activity with Department of Housing Service Centre staff (including contract managers) and Departmental Asset Management teams. 
· Lead role in ensuring that the organisations vision of working in partnership with Department of Housing Service Centre staff is effectively and consistently implemented.
· Lead role in fostering cooperation, respect, employee confidence and teamwork across housing management and client service teams
· Assist in fostering a corporate culture that promotes professionalism, social justice, ethical practices, as well as fulfilling a social responsibility.
· Lead role in ensuring program contract specifications including Departmental notifications and or Ministerial enquiries are effectively implemented. 
· Lead role in ensuring operational after-hours contact is in place through operational teams and providing strategic on call service as and when required
· Ensures effective work to facilitate the one social housing system (allocations, exits and placements into Public Housing or private rental)
· Ensures barriers to effective practice are correctly identified and addressed across the one social housing system.
· Lead role on responding to all Ministerial enquires and enquiries from constituent MP’s.
· Lead role in Government and contract monitoring processes
· Lead role in ensuring all aspects of NRSCH and NDIS returns are completed on time meeting or exceeding regulatory metrics 
	· Organisation meets program service standards in social housing programs. 
· Organization meets notification requirements. 
· Compliance returns and audits completed accurately and on time (e.g. NRSCH and NDIS) 





	Lead role in the development and management of social and affordable housing budgets and financial models to support the operational areas of housing management (social housing) 

Lead role in managing human resources of the operational teams through direct reports.

	· Lead role in developing and implementing social housing budgets for operational areas (in conjunction with the CEO and CFO)
· Lead role in ensuring effective portfolio management systems and maintaining an effective human resource establishment (with support from Senior Management Team)
· Lead role in ensuring greater efficiencies in operational management meeting and exceeding efficiency ratios set out in the strategic plan over the organisation’s growth horizons to 2034
· Assist in financial modelling for projects and programs as appropriate.
· Lead role in developing and implementing a workforce development plan for social housing in conjunction with Senior Managers and external human resource consultants as appropriate.
· Lead role in ensuring effective human resource practice (recruitment, supervision, annual appraisal, performance management, disciplinary processes) for social housing programs. 
· Lead role in ensuring strong and developing culture amongst the social housing operational teams.
· Assist in the development, attraction, retention, motivation and supervision of an effective staff team and staff capable of achieving required objectives.
· Ensure effective internal communication and change management strategies across operational teams.
· Ensure compliance with all legislative requirements including WHS requirements of housing and asset management teams. 
	· Organisation meets budget and financial targets set in strategic and business plan for social housing programs and cost centres
· Organisation meets increasing efficiency targets and ratios set out in the strategic plan in each year to 2034 
· Organization meets outcomes set out in workforce development plans 
· Ensure behavioural competencies and measure impact/ outcomes across staff groups (annual survey)  
· Positive and improving ratings on annual staff survey organisational culture and employee engagement. 


	Lead role in ensuring effective asset management services, operational contractor procurement and strategic asset management plan and asset register. 

	· Lead role in supporting Senior Managers to oversee the complete range of property management functions (such as routine inspections, repairs etc) 
· Lead role in ensuring effective Asset Management of Departmental assets (program and lease terms)
· Lead role in ensuring insurance claims are effectively managed, and linkages to body corporate managers are effective 
· Lead role in ensuring an operational component of the strategic asset management plan is delivered
· Ensure all components of maintenance programs are effectively planned and delivered to preserve the asset investment value.
· Ensure contracts for all trades and services are prudent, competitive, and executed in accordance with best industry practice and accountability standards as appropriate.
· Lead role in ensuring the annual Strategic Asset Management Plan is revised and updated and presented to the relevant Board committee (including 20 year financial forecast for the maintenance reserve) 
· Lead role in maintaining asset registers including the CHRIS system in the NRSCH framework. 
· Assist the Development manager with planning and implementing operational handover of capital programs in advance of practical completion. 
· Lead role in the handover to operational teams of capital program dwellings at practical completion 
· Lead role in ensuring effective practice in managing disaster management processes (including key aspects of the business continuity plan) in periods of extreme or adverse weather events. 
· Lead role in ensuring effective engagement with body corporate management companies as appropriate. 

	· Strategic Asset Management plan is developed and implemented, and targets are achieved on an annual basis (compliance with relevant standards) 


	Lead role in the development processes to secure meaningful partnerships and MOU’s with external organisations including Housing and Homelessness Networks as well as assisting and development including negotiation of contracts with delivery partners 

	· Lead role in developing and sustaining comprehensive networks across the region with housing and homelessness networks. 
· Lead role in establishing links to other CHP’s that may improve business performance of geographic reach 
· Maintain current knowledge and understanding of trends, innovations, research and issues which may impact and relate to the operations and / or provide impetus for business improvements.
· Assist in work with key stakeholders including a wide range of support agencies, government agencies and departments, and peak bodies to maintain strong relationships and develop partnerships to support the delivery of cost effective, efficient, integrated and coordinated services to clients and tenants.
· Represent the organisation within the community and business frameworks as required.
	· Partnership development objectives in strategic plan met.
· Partnership agreements in place and reviewed and updated periodically and where appropriate annually. 
· Positive responses in an annual stakeholder survey 

	Lead role in scaling up and roll out of philanthropic projects including Better Together Housing program across the State 

	· Led role in consolidating and developing further the Better Together Housing program 
· Developing strategic plan, workforce development plan and roll out of the BTH program across the State 
· Lead role in working with communities in new regions to establish the BTH plan and working with volunteer networks to sustain the model 
· Visit new sites and establish methodologies for operational activity to roll out across Queensland 
	· BTH meets roll out targets 
· BTH membership targets met 
· Outcome measures are met and exceeded. 

	Lead role in ensuring the development corporate sponsorships and foundations, fund raising and corporate sponsorship functions. 

	· Lead role in ensuring development and implementation of the annual strategic marketing plan. 
· Lead role in facilitating through the marketing and communication team the development of corporate sponsorship programs an engagement programs. 
· Lead role in providing leadership to the marketing and communication teams in meeting fund raising targets
	· Strategic Marketing Plan in place 
· Corporate sponsorship program in place and targets met 
· Fund raising targets met 
· Fund raising events and timetable in place and delivered 

	Lead role in operational responsibility for marketing and communication 

	· Lead role in the development and implementation of a strategic marketing and communication plan for Coast2Bay Housing Group 
· Lead role in ensuring that the web site and social media posts are up to date and regularly reviewed and refreshed
· Lead role in ensuring that individual marketing plans for sale of properties or specific projects are implemented
· Represent Coast2Bay in community and industry affairs.
· Ensure that effective communications are maintained with all relevant areas of government.
	· Strategic and operational communications and branding plans developed and implemented 
· Key communication targets (web site, tenant communication etc) are met  

	Lead role in operational responsibility for WHS policy and practice 
	· Lead role in ensuring safety system audits are in place and recommendations are implemented 
· Lead role in managing operational WHS processes including chairing the WHS Committee
· Lead role in ensuring compliance and effective engagement with Workcover 
· Lead role in ensuring effective WHS compliance across the group of companies 
	· WHS performance standards set and maintained. 

	Professional advice and support to the CEO advising of any operational matters that may have significant impact on operations 
	· Prepare professional advice for the CEO on operational matters
· Explore possible options for operational delivery within the strategic and business plans for the organisation 
· Provide advice on compliance issues and issues relating to the RTRA ACT and POA ACT and their likely impact on organisational plans. 
	· Periodic and ad hoc advice to be completed on a timely basis with accuracy (meeting month, quarter and year end deadlines. 

	All Areas
	· Perform other duties as are within the scope of the operational manger position
· Ensuring adherence to WHS obligations and Coast2Bay policies and procedures 

	· Other duties performed as requested


	
Employee’s Signature:
	
	 Date
	

	Print Name
	
	
	

	CEO Signature:
	
	 Date:
	

	Print Name:
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