
 
 
 
 
 
 

POSITION DESCRIPTION 
 

Position Title:   

National Program 
Manager 

Location:   

National Office 
Level 2 
313-315 Flinders Lane 
Melbourne 3000 

Supervisor:   

Maria Brett 
Executive Director 

Review History: 

28 August 2007 
24 July 2008 

 

 
INTRODUCTION AND BACKGROUND 
 
International Social Service (ISS) Australia is a not-for-profit, non-government organisation 
providing inter-country casework services to families separated by international borders, with 
a special emphasis on the interests of children. We are part of the ISS international network 
spanning more than 150 countries, with the General Secretariat of ISS based in Geneva, 
Switzerland. See our website www.iss.org.au for further information about the organisation. 
 
ISS Australia is a national organisation, employing seven staff at its national office in 
Melbourne and another four staff at a sub-office in Sydney. Volunteers and social work 
students provide an important supporting role, enabling us to deliver our services to families 
and children nationally. 
 
Since 2005, ISS Australia has received funding from the federal Attorney-General’s 
Department to deliver the International Parental Child Abduction (IPCA) Service, a national 
specialist support service for families affected by parental child abduction. The IPCA Service 
also receives funding from the NSW Department of Community Services to deliver abduction-
related service to NSW residents from our NSW Office. 
 
The IPCA Service includes: 

·  Crisis support and counselling for abducting or left-behind parents, including information 
and referral; 

·  Information and support for other agencies working with the client group; and 
·  Inter-country casework to mediate solutions for affected families. 
 
IPCA casework is undertaken within the context of international conventions relating to child 
rights, particularly the 1980 Hague Convention on Child Abduction.   
 
Referrals come from ISS partners in other countries or, within Australia, from individuals or 
referring agencies in the community or government sectors.  Face-to-face services are 
offered to IPCA clients in Melbourne but for clients located outside Melbourne, crisis support 
is offered by telephone, whilst inter-country casework is managed by written correspondence.  
Many units of the ISS network speak English as a second language, therefore much of the 
written work relies on simple and unambiguous use of the English language. 
 
Reporting to the Executive Director, the National Program Manager will be responsible for the 
strategic and operational management of the IPCA Service nationally, including management 
of some complex cases at the national office, as well as other management responsibilities 
relating to ISS casework generally.  Full training in inter-country casework will be provided 
and other training opportunities will be made available as the role develops. 
 



The role includes the following main areas of work: 

·  Management, development and evaluation of the IPCA Service  
·  A small caseload involving complex IPCA cases 
·  Line managing the IPCA caseworker and supervising other caseworkers or social work 

students as required 
·  Building networks with key contacts in the government and non-government sectors to 

promote the IPCA Service and assisting with the delivery of training to key partners  
·  Deputising for the Executive Director as required 
·  Other casework management responsibilities in future as the role develops. 
 
It is envisaged that the National Program Manager will take increasing responsibility for 
overseeing the delivery of ISS casework services nationally, in collaboration with the National 
and NSW Casework Coordinators.  Future development of the role will include increasing 
responsibility for other areas of ISS Australia’s core casework services including cross-border 
child protection work, international family tracing and reunification, and developing new 
services in inter-country family mediation.   
 
EMPLOYMENT CONDITIONS AND SALARY 
 
The position is full-time (38 hours per week) with pay and conditions according to the Social & 
Community Services (SACS) Award, Social Worker Class IV. ISS Australia pays above the 
award salary levels and in addition, salary packaging of $16,000 is offered.  For this position, 
a salary package of $60,000- $65,000 will be negotiated. 
 
ROLES AND RESPONSIBILITIES 
 
KEY ROLES KEY TASKS 

Delivery of IPCA 
casework services 

·  Ensure the effective and efficient delivery of the IPCA Service 
·  Ensure IPCA casework is undertaken in line with ISS policy and is 

consistent with the principles of relevant UN and Hague 
conventions and relevant Australian legislation 

·  In collaboration with IPCA Service staff, respond to information 
requests from clients, assess service requests, allocate and 
prioritise cases and make referrals where appropriate 

·  Manage a small, complex caseload relating to international 
parental child abduction  

·  Ensure that accurate and efficient file management systems are 
kept and all case related activities are documented 

·  Ensure timely and accurate collection of statistics relating to the 
IPCA Service 

·  In collaboration with other staff, maintain and develop service 
standards and contribute to the development of agency-wide 
policies relating to casework 

Management and 
strategic 
development of the 
IPCA Service 
 

·  Plan activities within the IPCA service including service delivery, 
networking and training for partner agencies 

·  Review and monitor trends and themes in IPCA casework  
·  Evaluate IPCA casework services and related activities 
·  In consultation with the Executive Director, undertake strategic 

planning for the future development of the IPCA Service  
·  Contribute to policy development, particularly on issues emerging 

from IPCA casework 
·  Funding permitting, develop new services relating to mediation of 

IPCA cases across international borders 
·  Travel interstate occasionally for service planning purposes 

 



KEY ROLES KEY TASKS 

Supervisory 
responsibilities 

·  Recruit, induct, train and supervise the IPCA Caseworker and, 
from time to time, tertiary students who undertake casework within 
the agency 

·  Conduct regular supervisory meetings for the IPCA Caseworker 
and any students undertaking IPCA casework to ensure effective 
delivery and management of casework  

·  Supervise other social workers within the agency as required 

Funding ·  Develop effective relationships with funders and meet their 
reporting requirements in a timely manner  

·  In collaboration with the Executive Director, identify funding 
opportunities and prepare funding bids for the IPCA Service 

Relationships  ·  In collaboration with other staff, develop and maintain productive 
working relationships with partners in the government and non-
government sectors 

·  Promote the IPCA Service, and ISS in general, to key 
stakeholders in the government and non-government sectors 

·  In collaboration with other staff, develop a national referral 
network to respond to both social and legal issues emerging from 
the organisation’s work with IPCA clients 

·  Foster positive and collaborative relationships with staff, students 
and volunteers at ISS Australia and with ISS clientele 

·  Develop and maintain relationships with casework staff at ISS 
Units overseas and with Correspondents in the ISS network 

·  Participate in regular team meetings and casework practice 
meetings 

Training ·  Assist the Executive Director in the development and delivery of 
training programs on IPCA and related international conventions 
for partners in the government and non-government sectors 

Development and 
Learning 
 

·  Participate in regular supervision meetings with the Executive 
Director and professional supervision with an external supervisor 
as required 

·  In collaboration with the Executive Director, actively engage in 
performance evaluation and development 

·  In collaboration with the Executive Director, develop a work plan 
that sets out performance objectives and learning goals 

·  Proactively seek training and development opportunities 

Other ·  Deputise for the Executive Director from time to time 
·  Other duties as required  

 

PERFORMANCE MEASUREMENT  
 
·  A three month probationary period will be undertaken with a review at the end of this 

period to be conducted by the Executive Director of ISS Australia. 
·  An annual appraisal process will be conducted by the Executive Director and agreed 

goals and key performance indicators for the following year will be developed. 
 
SELECTION CRITERIA 
 
Mandatory Qualifications: 

·  A four-year social work qualification and/or eligibility for membership of the Australian 
Association of Social Workers 

 



Essential experience and skills: 

·  Substantial experience in casework in the areas of child and/or family welfare  
·  Experience supervising staff within a social work setting 
·  Strong analytical and strategic planning skills and the ability to manage and develop 

programs within a social work setting 
·  Highly developed interpersonal and communication skills including the ability to relate to a 

range of individuals and organisations across cultures 
·  Proven ability to liaise, develop and maintain relationships and work productively with 

government and with non-government agencies 
·  A demonstrable appreciation of the issues involved in inter-country casework and a 

commitment to working within international conventions and legislative frameworks 
upholding the rights of the child 

·  Excellent organisational and time management skills and the ability to deal with 
competing priorities 

·  Extensive experience using computers and a range of software applications, particularly 
the Microsoft Office Suite 

·  Ability to work independently and as part of a team 
 
Desirable experience, skills and qualifications: 

·  Experience working in the not-for-profit sector 
·  Experience working within a socio-legal context and/or delivering family mediation 
·  A working knowledge of international UN and Hague Conventions relating to children 
·  Experience supervising social work students 
·  Training qualifications and experience delivering training 
·  Knowledge of a language other than English, especially French or Spanish 
 
APPLICATIONS 
 
Please ensure your application includes a separate statement addressing the Selection 
Criteria and a copy of your Curriculum Vitae. Applications close at 2.00pm on Monday 11th 
August 2008 and can be emailed to maria@iss.org.au or posted to: 
 
Mrs Maria Brett 
Executive Director 
International Social Service 
Level 2, 313-315 Flinders Lane 
Melbourne VIC 3000 


