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PART A: POSITIONS SPECIFICATION   
 

Role title 

Position Title Paid Services Coordinator  

Classification 
level/award rate: 

Social, Community, Home Care & Disability Services 
Industry Award Level 3.  

Reporting structure: Reporting to: Crisis Support Manager 
Direct Reports:  Paid Crisis Supporters 
Relates to: In Shift Support, Centre Supervisor, Crisis 
Support Worker Trainers 

 

Position statement 

This position provides  
- Service coordination, including administration and HR, and 
- Supervision and support  

across paid crisis support services within Lifeline South Coast in a culturally 
appropriate way.  
 

The key outcomes of this position will be   
- Facilitating the coverage of high quality crisis support work within the paid 

services of Lifeline South Coast.  
- Facilitating initial support and debrief where required to all staff within the 

paid crisis support pool of workers. 
- Efficient, accurate and timely provision of administration support to paid 

crisis support services. 
- Using demonstrated knowledge and understanding of Aboriginal and 

Torres Strait Islander cultures in undertaking all components of the role 

 

This position will  
- work within Lifeline South Coast values, policy and procedures 
- work across Wollongong and Nowra sites 

 
Although the position will predominantly work within business hours, a requirement 
of this role is the ability to work flexible hours in line with paid crisis support shift 
times (including overnights and weekends) on occasion. 

 
 

Responsibilities 

Service Coordination 
 
To provide administration and coordination support across all paid crisis support 
services, including coordination of 
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- Rostering; Maintain the paid CS roster via systems in place giving 
consideration to funding requirements, staff availability and staff well being. 

- Accreditation; monitor the accreditation status of paid crisis support 
workers, clear communication with CS Manager. 

- Professional development; work in consultation with CS Manager to 
ensure appropriate professional development opportunities are provided to 
paid crisis support workers. 

- Group Supervision; Schedule group supervision for paid crisis support 
workers in line with requirements. 

- Reporting; Provide regular and ad hoc reporting to meet funding 
requirements and assist with internal decision making. 

- Liaise with Lifeline Australia to resolve issues affecting the CS phone and 
computer system where required. 

- Additional administrative tasks as directed by CS Manager. 
 

Support and Supervision 
 
To provide high quality consistent and culturally appropriate support and 
supervision across the paid crisis support worker team, in consultation with the 
Crisis Support Manager as well as the ISS and CS Team, including 

- Coordinating and/or providing individual, skills based supervision for 
PTCSs and CSs that meets Lifeline Australia and Lifeline South Coast 
standards. 

- Monitoring the wellbeing of CSs’ 
- Coordinating and/or providing call coaching, providing constructive 

feedback, reviewing supervision plans and completion of related 
administrative tasks. 

- Providing support for CS at an ad-hoc nature outside of CS shifts. 
- Coordinating and/or offering debriefing for CSs following difficult calls or 

shifts. 
- Identifying concerns and/or recurring issues and bringing those to the 

attention of the CS Manager. 
- Sensitivity to the cultural and learning needs of the CS. 
- Other duties as required 

 
Human Resources Coordination 
 
General HR coordination across the paid crisis support worker team, including 

- Being the first point of contact for the paid crisis support worker team in 
relation to HR 

- Monitoring the pool of paid crisis support workers to ensure this is 
adequate to meet requirements, and reporting any concerns to the CS 
Manager. 

- Work proactively with the CS Manager to recruit and train paid crisis 
support workers to meet needs. 

- Managing performance issues in consultation with the CS Manager 
- Identifying unethical behavior and policy breaches and communicating to 

CS Manager. 
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General Responsibilities 
 

- Ensuring compliance with Lifeline Australia and Lifeline South Coast policy 
and procedure across the paid crisis support worker team 

- Contribute to continually improving high professional standards and quality 
of crisis support work   

- Collect, analyse and document relevant data in order to demonstrate 
sound practice and continuous improvement. 

- Attend relevant Lifeline South Coast meetings. 
- Work autonomously within the boundaries of the role and as part of the 

team  
- Ensure the paid crisis support worker team have access to the necessary 

amenities (accessible parking, tidy kitchen facilities, tidy washrooms, etc.) 
and understand their responsibilities in relation to the use of these 
amenities. 

- Other duties as required 

 

Delegations, authority levels and decision making 

This position reports directly to the CS Manager 
 

Decision Making: 
- This role has scope to recommend systems and processes to review. 

Recommendations to be presented to the CS Manager prior to action. 
 
HR Management 

- Offering debriefing for CSs following difficult calls. 
- Providing proactive, constructive feedback to CSs in relation to policy, 

procedure and practice issues 
- Identifying CSs who may benefit from a break and communicating this to 

CS Manager. 
- Identifying students with behaviours or skills of concern and 

communicating this to CS Manager. 
- Suspension of CS due to malpractice on a shift, as an interim to contacting 

CS Manager 
 

Financial: 
- Nil 
- Petty Cash 

 

Media: 
- Nil - no comment should be made to the media without express permission 

form the Marketing & PR Manager and/or CEO 
 

Promotional Material: 
- Nil – no promotional material should be prepared or disseminated without 

express permission form the Marketing & PR Manager and/or CEO 
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legations 
PART B: PERSON SPECIFIC 
 

Qualifications and experience 

- Demonstrated knowledge and understanding of cross cultural issues, 
particularly as they affect Aboriginal and Torres Strait Islander peoples 

- Demonstrated ability to provide culturally appropriate support  
- Experience in providing constructive feedback that is perceived 

constructive and supportive. 
- Satisfactory completion of current CSWT course or bridging requirements 

(completion within 12 months if qualification not already held) 
- Administration or rostering experience 
- Completion of a Criminal Record Check upon appointment and every two 

years thereafter. 
- Completion of a Working with Children’s Check upon appointment and 

maintaining currency.  
 
Desirable: 

- Background in counselling, psychology, social work, allied health and 
significant (100 hours in the field) experience in crisis support. 

- Experience on crisis line.  
- Administration or rostering experience  
- Experience working in adult/workplace education and training  
- Satisfactory completion of In-Shift Supervisor Support (ISS) training. 

 

 

Key knowledge areas 

- Understanding the theory, research and evidence related to suicide, 
suicidal behaviors, suicide ideation 

- Conceptual issues related to telephone crisis support, mental health, 
suicide intervention and prevention 

- Awareness of and sensitivity to historical and ongoing matters impacting 
Aboriginal and Torres Strait Islander peoples 

- Cultural sensitivity and understanding of diversity and inclusion 
- Principles of self care and wellbeing (including vicarious trauma and 

burnout) 
- Creating a culturally safe and supportive workplace culture  
- Strong understanding of the Lifeline Australia and Lifeline South Coast 

Practice framework, policy and procedure. 
- Attention to detail, time management and rostering skills 

 
 

Key skills/abilities and personal attributes 

- Excellent interpersonal skills of listening, rapport building and communication. 
- High level of integrity and sound ethical practice (e.g. Confidentiality). 
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- Ability to role model constructive self-care. 
- Ability to remain calm in a crisis and make decisions under pressure. 
- Ability to balance duty of care between Crisis Supporters and other tasks 
- Ability to maintain work duties of organisational role and administrative 

demands and prioritizing commitments 
- Ability to respond to change constructively. 
- Ability to role model Lifeline South Coast values   

  
 
 
 
PART C: ACKNOWLEDGMENT 
 

- I have read and understand the position description  
- I understand that my performance assessments will be based on the position 

description  
 
 
 
Signed:___________________ 
 
 
Date: _____________________ 
 

 

 

 


