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Executive Manager, Customer Services

• Northern Beaches Council leadership team
• Lead CX strategy and operational service delivery
• Competitive remuneration package

The Northern Beaches is truly unique. It boasts over 80kms of beautiful coastline, is home to more than 260,000 
residents, over 31,000 local businesses and attracts millions of visitors every year. Council’s vision is to foster a 
safe, inclusive, connected community that lives in balance with their environment. The breadth of Council’s service 
delivery is significant and it strives to deliver the highest levels of customer service through an exceptional 
leadership team, over 1,800 staff and a budget of around $500 million p.a.  

This unique role brings together leadership of Council’s customer experience strategy and customer service 
operations. You’ll be a member of the Executive Leadership Team, providing advice to the Executive Team and 
Elected Council and leading a team of around 50 people. 

Your challenges in this role include developing and implementing an organization wide customer experience 
strategy, and leading continuous improvement in customer service operations to bring to life the benefits of 
technology, digital, contemporary knowledge management and a highly-engaged team reflecting Council’s values. 

This is an exceptional opportunity for an executive who has successfully developed customer experience strategy 
and managed service operations. Your ability to engage with stakeholders to create performance improvement 
opportunities and lead change will be essential to your success.  

We encourage applications from talented leaders with relevant experience in large, complex service sectors and 
government experience is not required.  

For a copy of the candidate information pack and to apply for the position, please go to 
www.derwentsearch.com.au and search for the role title. Please submit a resume and cover letter (up to 2 pages). 
For further information, please email NBC@derwentsearch.com.au or call Andrew McEncroe or Kate Bromley at 
Derwent Search on (02) 9223 1855. 

Applications close: Sunday, 16th February 2020 

http://www.derwentsearch.com.au/
mailto:NBC@derwentsearch.com.au
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About Northern Beaches Council 

Stretching from Palm Beach to Manly, the Northern Beaches boasts more than half of all the beaches in Sydney and 
a population of more than 266,000. Living on the Northern Beaches means checking surf conditions from the office 
and taking your children to the beach after school. It’s about busy sportsfields, bush walking and bike trails on the 
weekend. It’s an active lifestyle with clean waterways, beautiful wildlife and vibrant events backed by great services 
and infrastructure. 

In 2016, the Northern Beaches Council was created through the three councils of Manly, Pittwater and Warringah 
coming together with a commitment to delivering the highest quality service, valued and trusted by the community. 

The Council employs more than 1,800 staff and the 2019/20 Budget invested $453.5 million back into the community, 
including a capital works program of more than $110 million as well as a range of environment initiatives and quality 
services. This budget prioritised upgrades to valued community assets such as pools, wharves, sportsfields, road 
and playgrounds. Around $3 million went into new footpaths and $3.7 million of continued funding to the Manly to 
Palm Beach Coast Walk. 

Council will continue to deliver quality services with $343 million of investment. You’ll see increased cleaning, street 
sweeping and maintenance of our town centres, reserves and parks. We’re providing more childcare places for 
children under three, and the technology and collection at our much-loved libraries will be improved.  

These investments will deliver a safe, inclusive and connected community that protects the extraordinary coastal and 
bushland environment we all value. 

Council’s Vision for Northern Beaches 
A safe, inclusive and connected community that lives in balance with our extraordinary coastal and bushland 
environment. 

Council’s Vision for Serving their Community 
We want to add value, to earn your trust and respect, by delivering the highest quality service through, leadership, 
integrity and collaboration. We all want to preserve our unique habitat, our culture, our sense of place. As our 
community grows and develops, together, we’ll protect all that makes it so special for future generations. 

Our Values 
• Trust - because being open brings out our best
• Teamwork - because working together delivers
• Respect - because valuing everyone is how we make a difference
• Integrity - because we are proud of doing what we say
• Service - because we care as custodians for the community
• Leadership - because everyone has a leading role

Shape 2028 Northern Beaches Community Strategic Plan  
The Community Strategic Plan is the roadmap for the future of the Northern Beaches. It defines our community’s 
vision and sets a direction for everything we must do over the next decade to make the vision a reality. 

https://www.northernbeaches.nsw.gov.au/council/about-northern-beaches-council/council-vision-and-values 

Key Council Documents 
For additional information, please go to: 

https://www.northernbeaches.nsw.gov.au/council/publications 

https://www.northernbeaches.nsw.gov.au/council/about-northern-beaches-council/council-vision-and-values
https://www.northernbeaches.nsw.gov.au/council/publications
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Northern Beaches Council 
Serving our community 

Position Description  
Executive Manager - Customer 
Services 
Directorate  Community and Belonging 

Location  Manly/Dee Why 

Classification/Grade/Band  Level 3 (TRP) 

Position Code  NB0027 

Date position description approved January 2020 

Council overview 

The Northern Beaches is truly unique. Our vast area boasts 24 ocean beaches, over 80kms of 
coastline, 4 coastal lagoons, clean waterways and beautiful wildlife. We are home to more than 
260,000 residents and millions of visitors come to experience our extraordinary place every year. 
As a Council our vision is to foster a safe, inclusive, connected community that lives in balance 
with our environment. The breadth of our service delivery is significant - from youth and senior 
services to art galleries, commercial theatre, aquatic centres, libraries, childcare and waste 
collection. We support over 31,000 local businesses and are continuing to ensure our services 
meet both current and future needs. We manage almost 850kms of roads and more than 50,000 
people use our many sports fields and playgrounds each year. We strive for excellence in all that 
we do and the provision of the highest levels of customer service. 

Council values 

Our vision is "Delivering the highest quality service, valued and trusted by our community". Critical 
to this are our values of Trust, Respect, Integrity, Teamwork, Service and Leadership. Our values 
underpin and drive everything we do and every decision we make.  

Primary purpose of the position 

This role drives the Customer Experience focussing on a strategic approach to customer service 
across the organisation. The role must also ensure the operational business delivery junctions of 
Council are integrated with the business and meeting the customer’s needs. 
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The role is responsible for providing direction and leadership in managing staff co-ordinating 
internal business support and delivering exceptional service to customers. 

The role has a strategic focus on Customer Experience and an operational focus on the overall 
management of the customer service function. The position is part of the Executive Leadership 
Team (ELT) and will be expected to provide high level advice to the Executive Team and Elected 
Council. 

Key accountabilities 

Within the area of responsibility, this role is required to: 
• Deliver effective and efficient customer focused services and experiences consistent with
Council objectives;
• Implement consistent and integrated organisational-wide customer service policies,
support systems and processes to improve the accessibility, responsiveness and efficiency of
service delivery across Council;
• Develop organisation-wide reporting standards to monitor the implementation of customer
service strategy, policies, support systems and processes;
• Support Directors, Executive Managers and Council teams to integrate appropriate
customer service standards and guarantees into their cascading business/operational plans
and in turn across the whole organisation to enable a truly customer-centric culture;
Contribute to setting the corporate direction including vision, values and corporate strategy.
The role will also be responsible for communicating, implementing, monitoring and evaluating
this direction within their business unit;
• Provide leadership, facilitate and monitor efficient achievement of Business Unit outcomes
and projects, ensuring services delivered meet the Corporate Strategy and service agreement
requirements (scope, standards, regulations, legislation and customer satisfaction).

Key challenges 

• Deliver a Customer Experience strategy with true organisational buy-in;
• Deliver best practice knowledge management approaches to provide a quality customer

experience to all customers;
• Deliver best practice online service requests and advice;
• Foster and provide strong leadership for Customer Service staff.

Key internal relationships
Who Why 
Leadership Teams Work collaboratively with the Chief Executive Team and Executive Leadership 

Team to ensure effective buy-in to Council plans, strategies and priorities. 
Director Community and 
Belonging 

Provide advice and report to the Director on progress towards achievement of 
strategic actions. 
Provide expert advice and contribute to effective decision making. 
Identify emerging issues/risks and their implications and provide solutions across 
the business. 

Direct Reports Lead, direct, manage and support performance and development. 
Guide, coach and mentor towards more advanced work 
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Key external relationships 

 Who Why 
External Committees, 
community and business 
groups 

Represent Council and inform of Council's position on matters of customer 
service and assist with the achievement of positive outcomes within Council and 
government policy frameworks. Set up, support and manage relevant external 
committees and working groups as required. 

Key dimensions 

Decision making 

High level of autonomy and directly accountable for decisions and actions associated with 
customer services within area of responsibility, consulting where appropriate. 

Guided by Council endorsed strategic plans, policies, statutory guidelines and relevant 
legislation. 

Determine the day-to-day Customer Services Business Unit priorities in line with approved 
budget and Council's statutory functions. 

Responsible for collaboratively developing and delivering key strategic outcomes for the Unit with 
all internal stakeholders. 

Reports to 

Director, Community and Belonging 

 Direct reports 

Five (5) as follows: 

Customer Services Manager (X 3) 

Call Centre Co-Ordinator 

Executive Assistant 

Estimated number of indirect reports 

44 

Budget (Operating and Capital Expenditure) 

Approximately $4 million operating budget. 

Essential requirements 

• Demonstrated leadership of high performing teams with a key focus on stakeholder
collaboration;
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• Demonstrated experience at a senior level in business planning, budgeting, cost control
and performance management systems and implementation of quality management
systems;

• Demonstrated experience in the management of customer service functions that
delivered a seamless and integrated customer experience;

• Relevant tertiary qualifications and/or demonstrated significant relevant experience at a
senior management level with demonstrated record of achievement in financial, people
and project management;

• Demonstrated experience in delivery of technology based solutions for customer service
that place the customer experience first.

9



Capabilities for the role 

The Local Government Capability Framework describes the core knowledge, skills and abilities 
expressed as behaviours, which set out clear expectations about performance in local 
government: “how we do things around here”. It builds on organisational values and creates a 
common sense of purpose for elected members and all levels of the workforce. The Local 
Government Capability Framework is available at https://www.lgnsw.org.au/capability 

Below is the full list of capabilities and the level required for this position. The capabilities in bold 
are the focus capabilities for this position. Refer to the next section for further information about 
the focus capabilities 

Local Government Capability Framework 

Capability Group Capability Name Level 

Personal attributes 

Manage Self Advanced 

Display Resilience and Adaptability Advanced 

Act with Integrity Highly Advanced 

Demonstrate Accountability Highly Advanced 

Relationships 

Communicate and Engage Highly Advanced 

Community and Customer Focus Highly Advanced 

Work Collaboratively Advanced 

Influence and Negotiate Advanced 

Results 

Plan and Prioritise Advanced 

Think and Solve Problems Highly Advanced 

Create and Innovate Advanced 

Deliver Results Advanced 

Resources 

Finance Advanced 

Assets and Tools Advanced 

Technology and Information Highly Advanced 

Procurement and Contracts Advanced 

Workforce Leadership 

Manage and Develop People Advanced 

Inspire Direction and Purpose Advanced 

Optimise Workforce Contribution Advanced 

Lead and Manage Change Highly Advanced 

10
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Focus capabilities 

The focus capabilities for the position are those judged to be most important at the time of 
recruiting to the position. That is, the ones that must be met at least at satisfactory level for a 
candidate to be suitable for appointment. 

Local Government Capability Framework 

Group and Capability Level Behavioural Indicators 
Personal Attributes 
Act with Integrity 

Highly Advanced • Champions and acts as an advocate for the
highest standards of ethical and professional
behaviour

• Sets a tone of integrity and professionalism in the
organisation and in dealings external to the
organisation

• Defines, communicates and evaluates ethical
practices, standards and systems and reinforces
their use

• Creates a climate in which staff feel empowered to
challenge and report inappropriate behaviour

• Acts promptly and visibly in response to complex
ethical and people issues

Relationships 
Community and Customer 
Focus 

Highly Advanced • Creates an organisational culture which embraces
high quality customer service

• Ensures that management systems, processes
and practices drive service delivery outcomes

• Ensures that community and customer needs are
central to strategic planning processes

• Establishes systems to set and monitor service
delivery standards in line with customer and
community expectations

• Ensures council services contribute to social,
environmental and economic sustainability in the
community/region

Results 
Think and Solve Problems 

Highly Advanced • Quickly grasps unfamiliar concepts and deals
comfortably with complexity

• Demonstrates deep knowledge and expertise
across numerous subject areas

• Critically analyses information and seeks diverse
perspectives to formulate effective responses to
policy issues

• Identifies and evaluates broader impacts of
proposed policies and solutions

• Makes good decisions based on available
evidence, observed patterns and evaluation of
risks and benefits
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Local Government Capability Framework 

Group and Capability Level Behavioural Indicators 
Resources 
Technology and 
Information 

Highly Advanced • Ensures effective governance enables efficient
and effective applications of technology in the
organisation

• Ensures effective governance of information and
communications security and use policies

• Encourages research and expert advice on the
application of emerging technologies

• Critically assesses business cases to introduce
new technologies

Workforce Leadership 
Lead and Manage Change 

Highly Advanced • Communicates a compelling case for change and
articulates vision, objectives and benefits for
different audiences

• Analyses the change context to develop the right
change approach for the organisation, community
and region

• Ensures regular communication throughout the
change effort to build awareness, understanding,
support and commitment

• Ensures organisational structures, systems,
processes and leadership are aligned to support
and embed changes

• Anticipates, plans for and addresses cultural
barriers to change
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The Application and Selection Process 

Candidate Care 
Northern Beaches Council and Derwent are committed to ensuring that all applicants are treated respectfully and 
fairly. Derwent consultants are available to field inquiries and ensure that applicants are informed about 
developments as they become available. Candidates who are shortlisted and complete interviews and assessments 
will be offered a feedback session to discuss their experience and the assessment results. 

Applications 
Closing date: Sunday, 16 February 2020 
Submissions: 

All applications are to be received by Derwent. To apply, please go to www.derwentsearch.com.au and search the 
role title. Your application should include a resume and a cover letter (up to 2 pages) highlighting your suitability for 
the role. 

Information and Inquiries: 

For a copy of the Candidate Information Pack please go to www.derwentsearch.com.au and search the role title. For 
other inquiries contact Andrew McEncroe or Kate Bromley at Derwent by email NBC@derwentsearch.com.au or call 
(02) 9223 1855.

Derwent will maintain confidentiality with respect to contact by potential applicants.

Selection process 
Derwent will conduct a review of applications for the Council to consider and select a short list to be invited to attend 
an interview with the section panel. The interview will be a capability-based interview for up to 1 hour designed to 
reflect the selection criteria for the position. 

Interviews are currently scheduled to take place at Northern Beaches Council during the week beginning 2nd March 
2020, however these are subject to change.  

Candidates will also be required to complete additional assessments including personality and cognitive 
assessments.  

Reference Checks 
At least two referees for the most competitive candidates will be contacted and asked questions about the candidate 
relevant to the selection criteria. Any written references provided will also be checked and additional referees may 
be sought to further understand a candidate’s merits for the position. 

Candidates are requested to provide at least two referees in their application who may be contacted after gaining 
permission from the candidate. 

Pre-employment verification and background checks  
Before an offer of employment is made the following checks will be undertaken: 

• Academic Qualification Check
• Professional Membership Check
• Criminal History Check
• Employment History Check
• Financial Regulatory and Bankruptcy Check
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