Position Description

Northc%tt

Position Title: Marketing and Communication Specialist
Division: Engagement
Reporting To: Marketing & Communications Manager
Direct Reports: Nil

ABOUT NORTHCOTT:

Who is Northcott?
Northcott is a not-for-profit disability service provider that works with customers to realise their potential.

As one of Australia’s largest not-for-profit disability service organisations, we provide services from metropolitan
and regional locations throughout NSW, QLD, and the ACT. We have more than 90 years of experience and expertise
in the disability service industry.

A registered NDIS provider, we employ approximately 2,600 staff and provide empowering, personalised services
to over 13,500 people with disability, their families and carers each year.

What do we do?
Northcott provides personalised and dynamic support, delivered by a committed team who will optimise and
maximise support and services for every customer.

Our experience and expertise gives confidence to our customers they are in good, trustworthy hands, while our
commitment to innovation and pushing boundaries allows us to tackle any challenge currently creating barriers for
our customers to reach their potential.

What is our promise to each customer?
We will work creatively and relentlessly with each customer to unlock, discover and unleash their potential,
supporting and empowering them to be the best they can be now and in the future.

Our customers are not numbers; they are unique individuals. We personalise our services to each customer’s
current and future needs and goals, every single one, to ensure their development and growth.

As advocates for our customer’s inclusion, we will empower them with confidence, choice and opportunity so they
can live their life, as they choose, in their own way.

Our Values

Our values have always been a significant part of our service to customers and they have helped shape Northcott
into the wonderful organisation it is today. We are Innovative because we develop new ideas and solutions with
creativity in anticipation of changing needs. We are Respectful because we believe that everyone’s voice is unique
and that they have the right to be heard. We are_Brave because we have the courage to stand up for people with
all abilities even in the face of adversity.
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Diversity and Inclusion

Northcott actively promotes diversity and inclusion. We are committed to providing a workplace where every
person is valued, respected and supported to progress. Northcott ensures no one is disadvantaged on the basis of
their Aboriginal and Torres Strait Islander identity, culture, LGBTIQ+ identity, disability, gender, age, religion or
caring responsibilities. We recognise the important role language and cultural understanding play in connecting
with and supporting our diverse communities.

KEY OBJECTIVE OF THE SERVICE/DEPARTMENT:

The Marketing and Communications team supports Northcott’s purpose and strategic priorities by
building strong service categories, growing market demand and connecting customers and stakeholders
with services that meet their needs.

The team combines customer, market and performance insights with marketing, communications and
stakeholder engagement expertise to identify growth opportunities, strengthen Northcott’s market
position and support the development and promotion of relevant, sustainable and differentiated
services.

Working in partnership with operations, subject matter experts and other internal stakeholders, the team
helps Northcott understand and respond to changing customer expectations, market conditions, funding
environments and sector developments.

KEY OBJECTIVE OF THE POSITION:

The Marketing and Communication Specialist is responsible for driving the growth, relevance and market position
of an assigned portfolio of Northcott services.

The position works in close partnership with operations, sales, enquiries and subject matter experts to understand
customer needs, assess market and sector changes, identify growth opportunities and help shape services.

The objectives of the role are to:

¢ Implement campaigns and promotional activities for target markets and defined segments that are
aligned to our service value proposition

e Develop customer stories for use across Northcott channels, and work with PR agency to secure
media coverage for Northcott

¢ Draft and edit communications copy (e.g. newsletter content, social media posts, website content,
customer communications)

e Partner with operational teams to ensure marketing activity is aligned with service capacity,
delivery readiness and customer experience.

e Monitor service category performance, customer demand, enquiry trends, conversion indicators,
competitor activity and campaign effectiveness.

e Plan, execute and measure marketing and promotional campaigns and activities to support
business growth and generate new customer enquiries

e Brief and manage internal and external creatives in the development of campaigns and
marketing collateral

e Manage marketing collateral for use by service and sales teams, ensuring messaging is compelling,
consistent and on brand

e Provide regular updates on category performance, opportunities, risks, priorities and recommended
actions
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‘ PERSON SPECIFICATIONS (SKILLS & KNOWLEDGE)

Ability to write copy that is on brand and in Northcott tone of voice, connects with audiences and inspires
action.

Experience contributing to the development, improvement, launch or repositioning of services or
products

Success in developing and implementing successful marketing campaigns, ROI, budget management
and managing timelines

Demonstrated ability to work across functional areas and bring together stakeholders with different
priorities, expertise and perspectives

Ability to establish meaningful measures of success and report on service, market and marketing
outcomes

An understanding of the disability, health or care sector, including the impact of policy, funding and
regulatory change, would be highly regarded

ESSENTIAL QUALIFICATIONS & EXPERIENCE REQUIRED

3+ years of experience in marketing/product specialist or similar role

Proven experience of successful delivery of marketing campaigns or product development

projects

Qualifications in marketing, communications, product/service development or equivalent work
experience

Valid NDIS Worker Screening Check (or willingness to obtain)

Valid NSW Working with Children Check or Blue Card (or willingness to obtain)

| DELEGATION LEVEL

Level 6

‘ CORE COMPETENCIES OF THE ROLE

Customer Focus / External Contact

Understanding of customers that services support

Knowledge of accessible communications and when different communication methods should be
used

Engage with customers and their support networks, such as for stories and campaign involvement
Works with external partners and suppliers such as designers and photographers.

Relationship Building

Builds and nurtures positive relationships with internal stakeholders and partners.

Problem Solving

Proactive in finding and presenting solutions to issues and challenges.

Leadership

Able to demonstrate leadership behaviours and acts with integrity
Contributes to a dynamic team culture focused on creativity, innovation and achievement
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Engages with staff at all levels of the organisation.

Financial Impact

e Implements campaigns and promotional activities that achieve customer acquisition targets, are on
budget, reportable and trackable.

Time Impact
e Daily, Weekly and Monthly decision making that ultimately impact on our business
e Makes prompt decisions regarding activities within area of responsibility
e Meet internal and external reporting deadlines.

DUTIES

The typical duties of this position include:

1.
2.
3.

10.

Project manage campaigns and projects and report on outcomes
Develop creative briefs for designers, photographers and videographers
Work closely with enquiries, sales, and ops to develop strategic plans for the purpose of acquisition

and retention

Ensure messaging about our services is current and applied consistently across all channels
Identify opportunities for promotion of services in regions, such as sponsorships, partnerships

and paid media

Research and provide insights on customer trends, channel performance, competitor activities and

industry trends

Meet regularly with operational teams to monitor progress against plans, and provide

additional support

Comply with, report on and actively participate in Northcott’s Safety & Injury

Management Procedures and Northcott’s WH&S Procedures
Be aware of and sensitive to the needs of customers from Aboriginal and Torres Strait Islander
or Culturally and Linguistically Diverse backgrounds

Work within the framework of the NSW Disability Inclusion Act, National Disability

Standards, Privacy Legislation, NDIS Act 2013, NDIS Operational Guidelines and other

relevant legislation

11. Adhere to Northcott policies and procedures, in particular, the Code of Conduct and Values.

This list is indicative only and is subject to change. All Northcott employees are required to comply with any
reasonable work requests as directed by their employer from time to time.

NORTHCOTT POLICY AND PROCEDURES

All Northcott employees are expected to be familiar with and adhere to Northcott policies and procedures. For
more information see your manager or refer to the policy and procedures available on the Northcott Intranet.

Employee’s Signature

Employee’s Name

Date

Please forward a signed copy to Human Resources.
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