[image: A blue and white letter l

AI-generated content may be incorrect.]


	
Position Description

Mobilisation Operations Manager

Location: Melbourne, Victoria
Reports to: Victorian State Manager
Supervises: N/A
CHL Capability Band: 4


	Primary Purpose:
	The Mobilisation Operations Manager is responsible for the mobilisation, operational readiness, ramp-up and operational performance of large-scale housing service contracts and other growth projects. The role leads the transition from contract execution to operational service delivery, ensuring services are established on time, within budget, compliant with contractual requirements and capable of achieving agreed performance outcomes.
The position is accountable for the delivery of all mobilisation plans, operational readiness activities, overseeing workforce establishment, systems implementation, governance requirements and service commencement milestones. Following service commencement, the role will be responsible for transitioning the established processes to manage contractual performance obligations, service delivery targets, reporting requirements and continuous improvement outcomes to our State Operations Team.
The role does not have direct accountability for asset management, maintenance delivery, or community development functions, however, works collaboratively with these teams to ensure integrated mobilisation and operational service outcomes.


	Context: 
	This is a leadership role driving CHL’s mission, values, vision and goals. Senior leaders 
are expected to build and promote a safe, healthy and respectful environment that is free 
from harassment and discrimination while creating opportunities for, and role modelling 
work life balance

	Work Health & Safety:
	Ensure all tasks and activities associated to the role’s operations comply with WHS 
legislation, relevant State jurisdiction and CHL health and safety policies, procedures and 
directions

	Responsibilities:
	Service Mobilisation and Operational Readiness
· Lead the end-to-end mobilisation of new housing management contracts and portfolios.
· Develop, implement and maintain detailed mobilisation and ramp-up plans, ensuring all milestones, dependencies and critical paths are identified and actively managed.
· Drive delivery of operational readiness activities including systems establishment, policies, procedures, governance arrangements, operational processes and service commissioning requirements in collaboration with relevant stakeholders and departments.
· Monitor mobilisation progress against contractual requirements, approved mobilisation plans and commercial acceptance milestones.
· Coordinate the resolution of mobilisation issues, barriers and interdependencies across internal and external stakeholders.
· Establish mobilisation governance structures, working groups and reporting frameworks.
· Ensure all operational readiness documentation, plans and contractual deliverables are completed and approved within required timeframes.
· Capture and apply lessons learned from previous mobilisation activities to strengthen future implementations.
Contract Performance and Service Delivery
· Ensure operational services achieve contractual KPIs, occupancy targets, allocation targets, customer outcomes and service standards.
· Monitor contract performance and work with the Victorian operations team to implement corrective actions where performance is below target.
· Establish systems and processes that enable ongoing compliance with contractual obligations in collaboration with internal stakeholders.
· Prepare and implement service improvement plans where required.
· Support operational teams through transition from mobilisation to business-as-usual operations.
Workforce Recruitment and Onboarding Mobilisation
· Develop and implement workforce mobilisation and resourcing plans aligned to contract requirements and ramp-up forecasts.
· Lead recruitment activities for positions required to deliver contracted services.
· Coordinate onboarding, induction and capability development of new employees.
· Ensure workforce establishment occurs in line with contractual commencement dates and occupancy ramp-up schedules.
· Support managers in monitoring staffing capacity and capability requirements during mobilisation and growth phases.
· Support managers in building high-performing and contract-ready operational teams.
Quality Assurance, Compliance and Risk Management
· Establish and implement quality assurance frameworks and operational compliance processes for new services in collaboration with internal stakeholders.
· Monitor compliance with contractual, legislative, regulatory and organisational requirements.
· Conduct assurance reviews of mobilisation activities and operational readiness requirements.
· Identify operational, contractual, financial and reputational risks and implement mitigation strategies.
· Maintain risk registers and ensure risks are actively monitored and reported.
· Lead remediation activities where compliance gaps or service deficiencies are identified.
· Promote a culture of accountability, continuous improvement and operational excellence.
. Operational Data Governance and Reporting
· Establish operational reporting frameworks for newly mobilised services.
· Maintain ownership and integrity of operational service data until this is transited to the State Operations Team post mobilisation.
· Ensure data collection, reporting and performance measurement systems are implemented and functioning effectively.
· Analyse operational performance information and identify service improvements.
· Prepare reports for Executive, Boards, State Leadership, clients, funding bodies and contract management forums.
· Ensure timely submission of all contractual and organisational reporting requirements.
· Support evidence-based decision making through accurate and reliable operational data.
Stakeholder Management and Contract Relationships
· Serve as the primary operational point of contact during mobilisation and ramp-up phases.
· Build and maintain effective relationships with clients, government agencies, project partners, contractors and community stakeholders.
· Represent the organisation in governance forums, mobilisation meetings, contract review meetings and stakeholder working groups.
· Manage stakeholder expectations and facilitate resolution of operational issues.
· Ensure effective communication and coordination between internal operational teams and external delivery partners.
· Represent CHL operational interests in various governance forum including but not limited to, Project Control Groups, Tenancy Allocations Working Groups, Monthly stakeholder meetings, and any other meetings as required
· Be the point of contact for operational items, and be prepared to present and or answer queries from Homes Victoria and consortium members regarding the following topics: 
· Complaints 
· Incidents
· Facilities Management performance
· Private and affordable rental performance
· SDA performance
· Social tenancy related performance
· Identify where requests from stakeholders constitute a modification to the services contract, and liaise with the Senior Manager SPV for a coordinated response.
Cross-Functional Coordination
· Work closely with Operations, Asset Management, Maintenance, Quality, Community Development, Finance, ICT, Risk and People & Culture teams to coordinate mobilisation activities.
· Ensure ownership of responsibilities between operational and specialist teams are clearly defined and understood.
· Facilitate integration of services across business functions to support successful service delivery outcomes.
· Escalate issues impacting mobilisation or operational performance to appropriate business leaders.



	Technical Skills, Experience & Qualifications:
	· Relevant tertiary qualification 
· Minimum 5 years experience as a senior leader in  social housing, community housing, affordable housing or government funded services
· Strong business acumen and understanding of diverse industries.
· Excellent communication and interpersonal skills, with the ability to engage and 
influence stakeholders at all levels.
· Demonstrated experience in building and maintaining successful commercial 
partnerships.
· Proven leadership skills, with the ability to motivate and inspire teams towards 
achieving common goals.
· Experience leading mobilisation or transition activities for large scale service contracts 
· Experience preparing reports for executive leadership
· Demonstrated ability to coordinate across operations, asset management, ICT, Finance, Risk Quality and People and Culture functions 
· Current Driver’s Licence 
· Satisfactory Police and Working With Children’s Checks



	Key Capabilities:
	· Client Focus – Fosters and drives a culture of excellence in service delivery. Maintains high-level awareness of client issues as they relate to service provision
· Achieves Results – Drives a culture of achievement and fosters a quality focus Demonstrates a drive to achieve beyond expectations.
· Resilience – Role models responding to challenges with a high level of resilience and persistence.
· Innovation & Creativity – Applies creative thinking and provides leadership that drives innovate alternatives and solutions and emphasises the value of continuous improvement
· Strategic Thinking – Considers multiple perspectives and risks when assessing key issues and develops solutions with long-term viability for CHL and the communities we serve
· Leadership – Engages and inspires others in the strategic direction of the work area, encourages their contribution and communicates expected outcomes
· Self Awareness - Critically analyses own performance and behaviour, their impact on others and seeks feedback to improve
· Business & Political Acumen – Understands CHL’s complete business cycle including developing and executing of strategy. Keeps up to date with legal, regulatory, market and technological developments.
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