@ the little

miracles

TRUST

Our Team Leader: Service Delivery has impact
regionally and nationally New Zealand's neonatal
families, providing operational input and whanau
centred peer support as a pivotal part of the Little
Miracles Trust National Service Delivery

team reporting to our National Service Delivery
Manager.

This position has day-to-day responsibility for our
Auckland/Middlemore Service Delivery Team as
they walk alongside whanau in Neonatal Intensive
Care Units (NICU) as they provide professional
support and service, meeting KPIs - representing
Little Miracles every day.

In addition, the Team Leader: Service Delivery works
closely with our National Service Delivery Manager,
providing an additional layer of continuity and
support for the wider National Service Delivery
Team. They will be a consistent point of contact and
operational insight, as well as seamless cover for
the National Service Delivery Manager when they’re
unavailable.

While the National Service Delivery Manager retains
overall accountability for the team's leadership,
performance and strategic decision-making - our
Team Leader: Service Delivery supports consistent,
safe and excellent service, ensuring that the team

has timely access to guidance.

An experienced team leader with an

exceptional whanau focus plus an eye for detail and
focus on excellence, the Team Leader: Service
Delivery make sure that the best possible outcomes
are achieved for families and our Service

Delivery kaimahi.

Everyday I:

Provide approachable,practical, responsive
guidance and support to the Auckland/
Middlemore Service Delivery Team.

Maintain a visible and connected presence
across Auckland and Middlemore units,
supporting strong relationships with NICU
teams, key stakeholders and the wider Little
Miracles Trust.

Work supporting the National Service
Delivery Manager to achieve effective and
consistent delivery of services nationally.
Provide an additional point of contact,
guidance and escalation for the wider Service
Delivery Team, particularly when

the Manager is not available.

Support Service Delivery Team members to
problem-solve day-to-day challenges,
providing guidance within my delegated
responsibilities and escalating significant
matters appropriately.

Maintain awareness of emerging regional and
national service delivery needs, pressures,
risks and opportunities.

Support open communication and
connection across the Service Delivery Team,
encouraging collaboration, shared learning
and consistent ways of working.

Mentor and support team members, to build
confidence, capability and understanding of
LMT expectations.

Model and promote LMT's values,
professional standards, policies, procedures
and boundaries.

Maintain open and transparent
communication with the Manager, ensuring
appropriate escalation of significant issues,
decisions or concerns.

Outcomes | am responsible for:

An excellent, safe and consistent service is
delivered across Auckland and Middlemore
ensuring Family Support Coordinators are
confident in their roles, and connected to
Little Miracles Trust's mabhi.

Maintaining positive relationships with NICU
teams, social workers, volunteers, maternity
service providers and community
organisations relevant to
Auckland/Middlemore service.

Providing continuity of leadership for the
wider Service Delivery Team when the

Manager is unavailable.

Supporting consistent application of LMT's
service standards, processes, policies and
expectations

Identifying emerging risks, concerns, gaps or
pressures early and ensuring these are
appropriately communicated and escalated.

Supporting workforce planning and
development, including staffing, leave cover,
vacancies, service needs, as well

as recruitment, onboarding, induction,
mentoring and development.

Excellent record keeping, and upholding our
processes and practices.

Contributing to regular regional and national
Service Delivery meetings.

Celebrating achievements.
Achieving KPIs as per LMT's strategic goals.

Facilitating an environment in Auckland
where retail and service delivery

are balanced and managed to

meet customer, strategic and budget
expectations.

| bring to the role:

Understanding of The Little
Miracles Trust's service and the needs of
neonatal whanau.

Experience as a valued team leader: in
particular, success leading in a multi-
site context.

Excellent communication skills and the
ability to build trusted relationships.

A collaborative style and drive to work in
partnership with the National Service
Delivery Manager.

A systems focus with strong
organisational skills, attention to detail
and follow-through.

An ability to recognise patterns,
emerging needs and opportunities for
improvement.

Strong problem-solving skills and a calm,
solutions-focused approach, with the
ability to recognise what | can resolve,
what requires further guidance and what
needs to be escalated.

High emotional intelligence, empathy,
resilience and professionalism.

The ability to support people through
sensitive situations while maintaining
professional and personal boundaries.

Experience supporting recruitment,
onboarding, mentoring and training.

Enthusiasm for new ideas and a
commitment to continuous learning and
improvement.

A strong commitment to diversity,
inclusion and culturally safe practice.

| am Valued For:

My commitment to supporting our people
and the whanau at the heart of our mahi.

Facilitating the Auckland/ Middlemore team
to achieve their collective goal for excellent,
professional service.

My ability to see beyond my own region and
suggest practical solutions based upon what
is beneficial for the wider National Service
Delivery Team and the Trust.

My ability to lead teams with empathy,
consistency and professionalism.

Being a trusted, dependable source of
support for the Service Delivery Team.

Excellent records and reports, getting tasks
done proactively and accurately:

with commitment to consistency, quality and
continuous improvement.

My willingness to take responsibility and lead
when it is needed while bringing calm, clarity
and direction when challenges arise.

My judgement: knowing when to act, when to
seek guidance and when to escalate.

My ability to work independently while
remaining a collaborative team member.

My proactive approach and ability to identify
opportunities, risks and solutions.

My ability to build strong and respectful
relationships and uphold LMT’s values.

My contribution to creating a thriving
connected, positive, inclusive team culture.

Being an ambassador for The Little Miracles
Trust.




