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1. General Information
	Position Title:
	Manager, Hospital IT Services & Business Partnerships

	Division/Department:
	Information Technology

	Position Reports to:
	Director of Service Delivery

	Enterprise/Individual Agreement:
	Individual Agreement

	Classification/Grade:
	

	Location:
	Pelaco, Richmond

	Employment Status:
	Full time

	Resource Management 
(for Management positions only)
Number of Direct Reports:
Budget under management: 
	
12 – 14  direct reports



	Key Relationships - internal and external
	Hospital Executive Team (HET), Site coordinators and hospital site teams, including Management and VMOs, Corporate Teams, Information Technology Teams, Vendors


2. Overview of Epworth HealthCare
Epworth HealthCare is Victoria’s largest not-for-profit private health care group, renowned for excellence in diagnosis, treatment, care and rehabilitation.  Epworth is an innovator in Australia’s health system, embracing the latest in evidence-based medicine to pioneer treatments and services for our patients. 
 
Epworth’s values define our approach and our delivery.  We pride ourselves on communicating our values and delivering on them in a real and meaningful way.  Our Values are Compassion, Accountability, Respect and Excellence. More information can be found on the Epworth website. 

Epworth’s purpose is Every Patient Matters. 

Our Vision is Delivering another 100 years of exceptional healthcare and innovation to the Victorian community.


3. Epworth HealthCare Strategy
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	All roles are linked to the Epworth strategy and are fundamental in achieving its vision and purpose.

	Exceptional patient experience and outcomes - To empower our patients and deliver compassionate, expert and coordinated care.

	A thriving healthcare organisation - To adapt and grow in a changing healthcare landscape by delivering a unique private not-for-profit healthcare organisation.

	Remarkable place to work and practice - To ensure Epworth is an outstanding place to work and practice through a culture of care 
and investment in our people.

	Digitally connected care - To innovate and improve the digital experience, interactions and outcomes for our patients, staff and doctors.


4. Purpose of the Position
The purpose of this role is to lead and elevate on‑site technology operations across all hospital locations, ensuring that every clinician, staff member, and business team receives reliable, high‑quality, and user‑centred technology support. The role exists to enable safe, efficient clinical care and seamless business operations by overseeing service delivery, strengthening technology partnerships with site leaders, and driving continuous improvement in the end‑user experience.
This position ensures that technology is dependable, secure, and aligned with organisational priorities, while proactively identifying risks, resolving issues, and optimising processes. A critical focus is placed on supporting doctors and clinical teams, ensuring technology never becomes a barrier to patient care. The role also provides stewardship of the full lifecycle of end‑user devices, ensuring accuracy, compliance, and readiness across all sites.
Ultimately, the role is accountable for creating a high‑performing, customer‑focused on‑site technology environment that delivers operational excellence, fosters trust with stakeholders, and contributes directly to improved clinical and organisational outcomes.
5. Clinical Governance Framework
This role is required to put into practice the Clinical Governance Framework at Epworth as every employee is accountable for ensuring that our patients and community receive safe, high quality and person-centred care in every interaction with Epworth. This is achieved through active participation in the five domains of clinical governance at Epworth:

	Clinical Governance Domain
	Role

	Leadership and culture
	Promote and participate in a supportive, fair and transparent culture where lessons from previous outcomes are learned and patient safety and quality is a priority at all levels of the organisation.  

	Consumer Partnerships
	Understand and where relevant, ensure that each patient is actively involved in their own care and treatment including families/carers wherever possible.

	Effective Workforce
	Develop and maintain one’s own competency, skills and knowledge to ensure high quality service provision and care.

	Clinical Safety and Effectiveness
	Understand and where relevant, ensure, that the right care is provided to the right person at the right time, in the right place and patient outcomes are monitored and improved.

	Risk Management
	Be responsible for identifying and reporting risks, hazards and near misses for people in our care and participating in risk mitigation strategies.  

	
	



6. Key Accountabilities
	KEY RESPONSIBILITIES
	MEASURES/KPIs TO BE ACHIEVED

	Technology On site operations and Service delivery
· Oversee the planning and delivery of on‑site technical support, ensuring timely resolution of incidents and service requests noting demand from hospital stakeholders.
· Ensure consistent, high‑quality support for hardware, software, networks, collaboration tools, and AV/VC meeting‑room technology.
· Maintain strong operational discipline across asset management, device lifecycle, security compliance, and technology standards.
· Champion a high‑quality, customer‑focused service culture across all on‑site technology teams, ensuring every interaction reflects professionalism, empathy, and a commitment to exceptional user experience.
· Monitor site technology health, proactively identifying risks, recurring issues, and opportunities for improvement.
· Drive strong adherence to ITIL‑aligned processes, service levels, and enterprise technology policies, while actively identifying opportunities to enhance and mature ITIL practices across the team.
· Provide clear, data‑driven reporting and insights to Director of Service Delivery highlighting performance trends, risks, and opportunities for continuous improvement.
· Partner with IT teams to coordinate and manage escalations, major incidents, and cross‑functional service delivery.
· Partner with Level 3 teams to identify root causes, recurring issues, and systemic risks, ensuring insights are translated into actionable improvements.
· Ensure demand is appropriately sized, sequenced and aligned to capacity and strategy
· Leadership of major incident management activities as required
	
· Capacity Alignment — Resource utilisation maintained within optimal range
· Incident Resolution Performance —incidents resolved within defined SLA, adjusted for hospital demand and clinical priority
· Service Request Completion — 95% 
· Cross‑Team Collaboration — Positive stakeholder feedback from IT teams and hospital operations (survey/qualitative review).
· Reporting and Insights: Monthly reporting delivered on time with actionable insights and demonstrated use of data to identify trends, risks, and improvement opportunities













	Technology Business Partnering
· Act as the primary technology contact for site leaders and business teams, building strong relationships and understanding operational needs.
· Translate business requirements into technology solutions that align with IT strategy and capability.
· Identify opportunities for improvement, recommending tools, processes, or automation that enhance productivity or reduce risk.
· Support technology planning for business changes such as relocations, expansions, restructures, or new initiatives.
· Communicate technology updates, risks, and impacts in clear, business‑friendly language.
· Represent the business within IT, ensuring local needs are understood and prioritised appropriately.
· Coordinate support of technology projects at the site, including infrastructure upgrades, rollouts, and system enhancements.
· Monitor technology performance and user experience, gathering feedback and driving continuous improvement.
· Ensure governance and compliance with IT policies, standards, and security requirements.
	
· User Satisfaction Scores (CSAT) – >90% Positive feedback across all on‑site support interactions.
· Prioritisation Success: Demonstrated alignment between business needs and IT work sequenci9
· Impact Realisation: Measurable reduction in risk, effort, or cost, or uplift in productivity
· Issue Escalation Responsiveness: All stakeholder‑raised concerns acknowledged within 1 business day and actioned within agreed timeframes.
· Delivery of on site projects – on time, on budget



	Doctor Support Across All Sites (VMO, JMO, Medical students)
· Ensure Drs receive consistently high‑quality technology support across all sites, enabling them to focus on clinical duties without disruption.
· Manage team to provide proactive, reliable service to ensure doctors are fully prepared for surgeries, consultations, and procedural lists, with all required technology functioning as expected.
· Maintain strong relationships with Drs, understanding their workflows and anticipating technology needs to minimise delays or clinical impact.
· Coordinate with on‑site teams to ensure rapid response to Dr issues, prioritising incidents that may affect patient care or surgical readiness.
· Oversee the setup, maintenance, and availability of devices, applications, and clinical systems used by Drs, ensuring compliance with clinical and organisational standards.
· Partner with clinical operations and theatre teams to ensure technology dependencies are identified, tested, and ready ahead of surgical schedules.
· Drive a culture of service excellence within the team, ensuring every interaction with Drs reflects professionalism, urgency, and respect for clinical time.
· Monitor trends in Dr support requests and lead continuous improvement initiatives to enhance reliability, reduce recurring issues, and optimise the clinical technology experience.
· Ensure escalations to Level 3 or specialist teams are handled promptly and collaboratively, with clear communication to minimise impact on patient care.
	· Proactive Checks Completion: 90% completion of daily/weekly proactive checks for theatres
· CSI Delivery: Minimum of 2 doctor‑focused improvement initiatives delivered per quarter.
· Doctor Satisfaction Score: Over 90% CSAT.  Positive feedback from VMOs, JMOs, medical students, SMW (Senior Medical Workforce)
· Surgical/Consultation Readiness: 100% of required technology (devices, apps, clinical systems, AV/VC) tested and ready before scheduled lists.
· Critical Incident Resolution: ≥95% of high‑priority doctor issues impacting patient care resolved within SLA.
· Trend Reporting: Monthly reporting on doctor support trends delivered on time with actionable insights.


	End‑User Hardware Asset Management
· Oversee the full lifecycle of all end‑user devices across all sites, including procurement, imaging, deployment, maintenance, refresh, and retirement.
· Ensure secure disposal of end‑of‑life devices in line with security, data protection and environmental standards.
· Ensure accurate asset records are maintained at all times, including ownership, location, warranty status, and configuration details.
· Ensure onboarding and offboarding processes for end‑user devices are managed consistently and efficiently, with equipment issued, tracked, and recovered in line with organisational standards.
· Implement and enforce consistent asset management standards across the team  ensuring devices are labelled, tracked, secured, and compliant with organisational policies.
· Monitor asset utilisation and health to ensure devices remain reliable, secure, and fit for purpose, proactively identifying when replacements or upgrades are required.
· Coordinate with procurement, finance, and vendor partners to manage stock levels, warranty claims, repairs, and replacement cycles.
· Ensure devices for critical users (including VMOs, executives, and clinical teams) are prioritised, maintained, and ready to support operational and clinical needs.
· Lead periodic asset audits across all sites to validate accuracy, identify gaps, and drive continuous improvement in asset governance.
· Analyse asset trends and provide insights to inform budgeting, forecasting, and technology planning.

	
· New starter readiness — 100% of All required hardware, system access, and technology setup completed and available on the employee’s first day
· Offboarding Recovery: ≥95% of devices recovered within 5 business days of staff exit.
· Secure Disposal Compliance: 100% of retired devices disposed of using approved secure‑wipe and certified e‑waste processes.
· Asset tagging Compliance: 95% of devices asset tagged and recorded according to standard.
· Stock Availability: ≥95% of standard device models available in stock or within procurement lead times.
· Asset Register Accuracy: ≥95% accuracy for ownership, location, warranty, model and configuration details.
· Real‑Time Updates: 95% of asset changes recorded within 48 hours of movement or reassignment.


	Customer Service 
Epworth is committed to the provision of excellent customer service to all of our people, customers and stakeholders including patients and external suppliers. 
Superior patient service leads to improved healing in a trusting, caring environment and creates a safe environment for patients and employees.
· Role model and actively promote a culture of high quality patient care
· Provide excellent, helpful service to patients, visitors and staff
· Communicate with clear and unambiguous language in all interactions, tailored to the audience 
· Build customer relationships and greet customers and patients promptly and courteously
· Actively seek to understand patients' and their family's expectations and issues, using multiple strategies 
· Uses data (such as patient experience feedback) to identify opportunities for improvement in internal processes and systems that directly impact patient care and customer service
· Responds quickly and proactively escalate concerns when necessary 
· Role model and actively promote a culture of high-quality patient care and experience by ensuring that solutions, practices and procedures (such as hourly rounding, leader rounding and bedside handover) are carried out with empathy and compassion

	
· Patient and customer service satisfaction surveys within agreed targets
· Use AIDET principles in all interactions
· Compliments to complaints ratios
· Completes leader rounding at agreed frequency
· Issues are escalated to the manager and resolved in a timely manner






	Safety and Wellbeing 
To ensure a safe workplace is provided for all employees and other personnel including contractors, agency staff, volunteers and students.
· All employees and other personnel under the authority of the manager are fully informed of the hazards associated with their work activities, adequately trained and instructed in safe work procedures and appropriately supervised. Participate actively and positively in the area of health and safety to reduce all hazards and incidents within the workplace
· Integrate and review OHS performance in staff PDPs
· Ensure all direct reports are held accountable for safety performance and actions

	
· Adhere to infection control/personal hygiene precautions
· Implement and adhere to Epworth OHS policies, protocols and safe work procedures
· Ensure all hazards, incidents and injuries are reported in Riskman within 24 hours
· Ensure all hazards, incidents and injuries are investigated and corrective actions implemented within agreed timeframes
· Mandatory training completed at agreed frequency 



7. Position Requirements/Key Selection Criteria
	COMPONENT
	

	
Qualifications	Comment by Renae Myhre: update

	Essential 
· Formal qualifications in Information Technology, Computer Science, or a related discipline.
· Extensive technical/people management experience (Minimum 5–10 years)
· Demonstrated leadership experience managing a medium‑sized technical team (10+ direct reports) with proven capability in coaching, performance management, and capability development.
· Strong background in end‑user computing, infrastructure, and on‑site technology operations.
· Proven ability to build strong business relationships and influence senior stakeholders, acting as a trusted technology partner.
· Solid understanding of IT governance, security, compliance frameworks, and enterprise technology standards.
· Certifications in ITIL and/or relevant technical domains.
· Experience in asset lifecycle management, procurement processes, and vendor engagement.
· Experience translating business needs into technology solutions and driving continuous improvement initiatives.
Desirable
· Experience working in a multi‑site or healthcare environment, particularly supporting clinical users or VMOs.
· Familiarity with organisational change management and user‑readiness activities for technology rollouts.


	Previous Experience

	Essential 
· Leadership of a medium‑sized technical support team (10+ staff), including coaching, performance management, and capability development.
· Managing end‑user computing environments, on‑site support operations, and technology service delivery across single or multiple sites.
· Building strong relationships with business leaders, clinical teams, and key stakeholders.
· Leading or coordinating technology projects such as infrastructure upgrades, device rollouts, system enhancements, or site expansions.
· Working within ITIL‑aligned environments, including incident, problem, change, and asset management processes.
· Collaborating with Level 3 and specialist support teams to resolve complex incidents and drive continuous service improvement.
· Overseeing asset lifecycle management, including procurement, deployment, maintenance, and secure retirement of end‑user devices.
· Supporting high‑priority user groups such as VMOs, executives, or clinical teams.
· Managing vendor relationships, procurement activities, and service performance against SLAs.
· Delivering clear reporting and insights to executives/operational teams on service performance
Desirable
· Project Management qualifications
· Experience working in a multi‑site or healthcare environment, particularly supporting clinical users/VMOs.
· Experience working within strong regulatory, compliance, or security-focused requirements.

	Required Knowledge & Skills

	Essential 
· Strong knowledge of on‑site technology operations, including incident management, device lifecycle management, network fundamentals, and AV/meeting‑room technologies.
· Strong customer‑service mindset with the ability to respond quickly, professionally, and empathetically to critical user needs.
· Ability to lead, coach, and develop a technical team, fostering a high‑performance and customer‑focused culture.
· Strong capability in workforce planning, resource allocation, performance management, and capability uplift.
· Skilled in driving accountability, continuous improvement, and operational discipline.
· Ability to oversee multi‑site service delivery, ensuring consistent standards, high service quality, and proactive issue management.
· Strong analytical skills to interpret service data, identify trends, and provide meaningful reporting.
· Experience coordinating or supporting technology projects, including infrastructure upgrades, device rollouts, and business‑driven initiatives.
Desirable
· Technical certifications (e.g., Microsoft, Cisco, Apple, Azure, M365)
· Understanding of change‑management principles, including user readiness, communication planning, and adoption strategies.
· Exposure to managing vendor performance, contract obligations, and service-level negotiations.




	Personal Attributes & Values
All employees are expected to consistently work in accordance with Epworth’s values and behaviours 

· Compassion
· Accountability
· Respect
· Excellence

	Essential 
· Leads by example, setting high standards for behaviour, service quality, and teamwork.
· Shows calm, resilience, and sound judgement under pressure, particularly in clinical or operational environments.
· Takes ownership of issues and follows through to ensure positive outcomes for users and patients.
· Actively seeks opportunities to improve processes, services, and user experience.
· Thinks ahead, anticipates risks, and takes proactive steps to prevent issues before they impact operations or patient care.
· Demonstrates emotional maturity, professionalism, and a constructive approach to challenges.
· Highly organised, attentive to detail and able to manage multiple priorities effectively.
· Invests in developing team capability, wellbeing, and engagement.
· Creates an environment where team members feel supported, valued, and empowered to grow.
Desirable
· Ability to influence and navigate complex stakeholder environments with diplomacy and confidence.
· Commitment to fostering innovation and continuous improvement within the team.




Document Control
	Date Developed:
	Date Last Reviewed:
	Developed and Reviewed By (Position Title): 

	March 2026
	March 2026	Comment by Renae Myhre: @Natascha add details
	



8. Employee Position Declaration
I have read and understand the requirements and expectations of the above Position Description.  I agree that I have the physical ability to fulfil the inherent physical requirements of the position, and accept my role in fulfilling the Key Accountabilities.  I understand that the information and statements in this position description are intended to reflect a general overview of the responsibilities and are not to be interpreted as being all-inclusive.
	Employee Signature:
	


	Print Name:
	Date:
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