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1. General Information
	Position Title:
	Food Services Supervisor 

	Division/Department:
	Hospitality Support Services 

	Position Reports to:
	Hospitality Services Operations Manager

	Enterprise/Individual Agreement:
	EBA

	Classification/Grade:
	

	Location:
	Box Hill Eastern 

	Employment Status:
	Full Time 

	Resource Management 
(for Management positions only)
Number of Direct Reports:
Budget under management: 
	
Up to 10 staff per shift
As discussed (labour hours based on activity)

	Key Relationships - internal and external
	Hospitality Services Operations Manager
Head Chef, Sous Chef and Cooks
Hospitality Services Team Members 
Group Hospitality Quality Projects & Contracts Manager
Group Director of Hospitality Services  
	NUMs and Department Managers 
Infection Control Team
Allied Health Team 
Patients, inclusive of family members & visitors
Key Contractors & Suppliers


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
Reporting to Hospitality Services Operations Manager (HSOM), the primary purpose of the Food Services Supervisor is to provide, create and embed a positive team culture through outstanding leadership, guidance, and support to the Food Services Team. By supporting and working closely with the HSOM and the Head Chef, the Food Services Supervisor will achieve daily targets and budgets.
 In addition, this role has direct accountability for staff reporting to it, with a main focus on ensuring operational excellence following the Food Safety Plan and adhering to contemporary human resource management.  
Specifically, the role will be responsible for leading a diverse team, ensuring all occupational health and safety protocols are adhered to, resources are maximized and rostered appropriately, and the operation is run as efficiently as possible without compromising on quality outcomes which includes the care of patients and their families through food. 
The Supervisor is a key conduit between the staff, Head Chef and the Hospital Services Operations Manager and is responsible for: 
· Ensuring staff are trained to deliver safe meals to patients.
· Ensuring that quality products are only delivered to patients, and all sub quality products are reported to HSOM. 
· Ensuring rosters are designed to meet patient activity. 
· Ensuring that all food service safety compliances are documented and maintained. 
· Ensuring that all staff maintain their mandatory training annual requirements. 
· Ensuring that all new staff, including agency staff are inducted into department, followed by a thorough orientation and formalised training schedule. 
· Ensuring that all staff have been trained with the use of chemicals, applications and safe use of equipment.    
· Ensuring staff are kept up to date with changes and impacts to patient food service delivery outcomes. 
· Ensuring that daily tool box meetings are documented and accessible for referencing. 
· Providing daily leadership to the Food Services to ensure a smooth, safe, optimal and efficient operation which includes the daily leadership and ability to problem resolve to prevent negative impacts on patient and staff experience. 
· Being an exemplary role model and setting the tone for outstanding customer focused, high quality outcomes for an outstanding Patient Experience. 
· The ability to support the menu monitors in transition due to unplanned staff absence. Tis will require training in Delegate and IPM training. 
· Supporting the Hospital Services Operations Manager and Head Chef in all aspects of the Food Services operation 
· Ensure consistent outstanding production and delivery of meals to our patients to support their return to health through offering consistent, outstanding food and service experience during their stay at Epworth. 
· To report any broken damaged equipment to Facilities and or contractor for repairs. 
· Ensuring that all discrepancies, accidents, near misses and other issues are reported to the HSOM and Head Chef for rectifications.



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

		Operational Efficiency of Food Services across the hospital 
· Ensure adherence and monitoring of all agreed food practice, safety and infection control protocols and standards at all times 
· Ensure and embed patient care through superior patient focussed service 
· Promote participation in Point of Care use 
· Ensure quality patient meals are delivered on time, each day. 
· Manage, report, handle and escalate where appropriate, patient concerns/complaints. 
· Ensure therapeutic and specialised dietary requirements processes are adhered to and known by all staff. 
· Always ensure adequate staffing levels to meet patient activity.  
· To maintain a current knowledge of diet codes and restrictions.
· Ensure all reporting is completed on time 



	· All monthly audits are done on time and full compliance is adhered to: Tray Accuracy Audit.
· Insync Monthly Reports reveal high levels of satisfaction 
· Minimal complaints received from patients and nursing staff
· All patient meals delivered are on time and of a high quality
· Ensure diet codes and allergy management training is conducted annually and is current.
· Ensure patient feedback is actioned and escalated in a
· timely manner
· Rosters are built within budget and are at optimum levels on all shifts
· Team members are supported “hands on” when necessary

	[bookmark: _Hlk164335561]KEY RESPONSIBILTIES 
	MEASURE/ KPIs TO BE ACHEIVED

	Leadership 
· Practice outstanding Team Leadership which is inclusive of all staff. 
· Communicate with clear and unambiguous language in all interactions, tailored to the audience 
· Ensure high levels of engagement and attraction to work in Food Services 
· Be renowned for staff development in all skill sets and managing for excellence (managing underperformance promptly in consultation with the HSOM)
· Manage under performance of new casual staff within the probationary period.
· Together with the Hospitality Services Operations Manager, manage all aspects of staff from recruitment, onboarding, orientation to training, injury management through to exiting the organisation 
· Support the Hospital Services Operations Manager to ensure the correct blend of skills and staffing across all rosters 
· Team player across the Food Services Team 
· Demonstrate flexibility of thinking and by working as a team with other Team Leaders within Food Services 
· Promote staff to uptake new skills within department:
· Formalise training and expectations for relieving supervisors. 
· Willingness to step up into roles as required to relieve unplanned absences in menu monitors for short periods until staff replacement is found. 
· Daily handovers are communicated to following shift. 
· Maintain correct stock levels of equipment and stock within department.
	
· Recognised as an outstanding leader and ambassador of Epworth Values 
· Demonstrates accountability in all aspects of the role 
· Adhere daily tool box staff huddles 
· Ensure that all staff receive the right communication at the right time to assist them to do their jobs well 
· Ensure all Professional Development Plans are completed on time for all staff 
· Be an active and valued contributor of projects as required 
· Forecast and plan for staffing needs to ensure adequate resourcing 
· Adherence at all times to key legislation, Epworth policies and processes
· Adhere to staff EBA entitlements. 
· MY ROSTER timecards and rostering is accurate. 
· Daily shift email to following shift.
· Daily in person huddle with the next shift Supervisor. 
· Promptness in responding to emails. 
· Conduct weekly stocktakes and order stock as required to prevent shortages. 



	Team Work and Quality Improvement Initiatives
· Works cooperatively and collaboratively with other Supervisors, Menu Monitors, Cooks within the team
· Provides positive and constructive feedback to other team members 
· Actively provides leadership to the departmental team
· Provides suggestions, and feedback to Hospitality Services Operations Manager on quality activities 

	· Attends and actively participates in department and team meetings
· Positive feedback from team members 
· Evidence of participation in quality activities 
· Improved patient care 
· Improved performance of department 
· Show a proactive attitude in reviewing, supporting and implementing relevant initiatives into service improvements

	KEY RESPONSIBILTIES 
	MEASURE/ KPIs TO BE ACHEIVED

	Budgets
· Involvement in management of expenses for non-food items
· Support the HSOM in areas of procurement
· Identify and report areas that are wasteful 
· Prepare staffing rosters that meet patient activity.

	· All budgets are adhered to, and variances explained
· Reduce operating expenses whilst supporting quality patient outcomes
· Agency costs are minimal and only used if approved by HSOM.
· Labour Hours are to remain within budgeted target hours. 

	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 compliments, complaints and Press Ganey) to identify breakdowns 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 daily toolbox) 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, and continuous improvement activities. 
· Completes tool box daily frequency
· Issues are escalated to the manager and resolved in a timely manner



	Safety and Wellbeing 
	Measures / KPIs to be achieved

	· To ensure a safe workplace is provided for all employees and other personnel including contractors, agency staff, volunteers and students. 
· Promote a culture of sharing ideas, innovative thinking. 
· Ensure all staff are trained properly and trained is reviewed annually. 
· Participate actively and positively in the area of occupational health and safety to reduce all hazards and incidents within the workplace 
· Further embed a safety- first culture through proactive safety management activities - further promote contribution to Safety Committees and HSR’s 
· Ensure all compliance and audit checks are completed and all staff are aware of occupational Health and Safety and food safety protocols.
· Initiate safety and food safety improvements 
· To ensure a stringent daily cleaning roster is adhered. 
· 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 health and safety to reduce all hazards and incidents within the workplace 
· Review OHS performance in staff PDPs 
· Ensure all direct reports are held accountable for safety performance and actions 
· Ensure all members of team report all hazards, incidents, injuries and near misses (and know how to) immediately to this position and log them in RiskMan 
· Actively participates in quality improvement activities within the department with the Head Chef and team.
	· Staff pass ‘random hand hygiene audits”
· Documented daily tool box sessions
· Implement and adhere to Epworth OHS policies, protocols and safe work procedures and uniform policy. 
· 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 
	·   All food services staff comply with HACCP principles and 
        Epworth’s Food Safety Plan (FSP) at all times 
· All staff have completed planned safety training on time 
· Corrective actions are taken without hesitation and root cause analysis and process improvement activities are implemented 
· Ensure all hazards, incidents and injuries are investigated and corrective actions implemented within agreed timeframes 
· Feedback from Safety team reporting proactive behaviours in addressing RiskMan issues 
· A clean, safe environment achieved within agreed time frames and in accordance with standards adopted by the hospital. 
· Staff trained for the safe and correct operation of cleaning equipment, including the dishwasher and floor scrubber. 
· Equipment maintenance schedules are adhered to ensure safe working equipment. 
· Ensure all staff are aware of and held accountable for safety performance.







7. Position Requirements/Key Selection Criteria
	COMPONENT
	

	Qualifications

	Essential 
	· Business Management Diploma majoring in Hospitality Management OR equivalent significant leadership experience in a large hospitality service operation 
· Food Safety Supervisor in Health Codes 
Desirable 
•     Diploma in Leadership Management/Customer Service 
· Responsible Service of Alcohol 




	Previous Experience

	Essential 
· Leading a large team of >8 staff per shift in a hospitality setting: Hospital or Aged Care or residential care. 
· Greater than 5 years’ experience in a substantial food services operation.
Desirable 
· Hospital or large hotel sector experience 

	Required Knowledge & Skills

	Essential 
· Well-developed interpersonal skills able to deal effectively and build strong working relationships with management and all staff. 
· Excellent written and verbal communication skills
· Demonstrated understanding and knowledge of Hospital Food Service, Dietary codes and Allergen Management. 
· Thorough knowledge of the Food Safety Act in a Class 1 setting.
· Sound computer literacy skills, particularly in Microsoft applications and a patient meal ordering system. (I.e. Delegate).
· Ability and willingness to learn new software systems. 

	Personal Attributes & Values: All employees are expected to consistently work in accordance with Epworth’s values and behaviours 
· Compassion
· Accountability
· Respect
· Excellence


	Essential 
· Alignment to Epworth Values 
· Resilient 
· Exceptional commitment to customer care and service 
· High work ethic to deliver exceptional service. 
· Responsible and accountable with all decisions and actions.
· Engaging and proven motivator with teams.
· Committed to process improvement within food services.



Document Control
	Date Developed: September 2020 
Last Reviewed: June 2022
	Date Last Reviewed: April 2024
	Developed and Reviewed By (Position Title): HSOM 
Maria Miot, HSOM Eastern  

	September 2020
	April 2024
	Group Director of Hospitality Services 




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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