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POSITION TITLE: 

Integrated Services Manager - Operations 

POSITION NUMBER: 

Various 

REGION: 

Various 

LOCATION: 

Various  

CURRENT CLASSIFICATION LEVEL:  

Excluded 

DATE:  October 29, 2013 

Revised September 1, 2016 

SUPERVISOR POSITION NUMBER 

Various 

SUPERVISOR’S TITLE/CLASSIFICATION: 

Director, Regional Operations 

 
PROGRAM 

Community Living British Columbia [CLBC] is a crown corporation responsible for arranging 
supports and services to individuals with developmental disabilities and their families. CLBC 
staff strives to adhere to the corporate vision of ‘Good lives in welcoming communities’. 

 
PURPOSE OF POSITION 

Reporting to the Director, Regional Operations (DRO) the Integrated Services Manager is 

accountable for specific operations of community planning and development and quality 
service activities that will lead to more innovative and responsive support and services to 
individuals and/or families in an assigned geographic area or region of British Columbia.  

 
CLBC funded services are designed to maintain or improve quality of life for CLBC eligible 
individuals. Supports and services are delivered through a combination of contracted resources 

and community options. The manager ensures full and complete information on community 
living services and community-based options is available and provided to individuals and 
families through a team of professional and administrative staff. 
 
The manager connects with the community, contractors and organizations to identify 
opportunities to advance supports and services and fulfill CLBC’s vision; seeks feedback from 
individuals and families; ensures facilitators act to support individuals and families in 

developing and implementing their plans.   
 
A central function of the Integrated Services Manager role is to balance the competing needs 
of equitable access to service, financial and policy requirements.  The manager will ensure the 
effective and efficient delivery of CLBC contracted services that are fiscally responsible, 
consistent and portable in order to support the safety, security and well-being of individuals. 

 
JOB DUTIES AND ACCOUNTABILITIES 

The manager(s) is responsible for: 

 Ensuring that individuals and their families and communities lead the decision making 
process while at the same time, ensuring that the safety, security and well being of 

individuals is paramount;  

 Ensuring that eligible individuals and families are provided with goal focused direct 

support and services are delivered in accordance with CLBC policy;   
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 Meeting CLBC’s responsibilities under the Adult Guardianship Act as a delegated 

agency; 

 Ensuring requests for service are responded to and communicated to families and 

individuals in a timely manner; 

 Playing a key role in promoting the core values and philosophies of CLBC through 

specific events and functions as well as through direction/supervision of staff including 
Concept of Full Citizenship, Person Centered Planning, Quality of Life, Focus on 
Community; 

 Supporting and modeling to staff the importance of working in partnership with each 

other; 

 Providing leadership and direction to a team of professional and administrative staff 

including recruitment, training, performance management, leave approvals, discipline 
and responding to staff grievances; 

 Ensuring regular supervision of staff to ensure and support adherence to CLBC policy, 

and procedures; 

 Ensuring proper procurement practices are followed and tracked accordingly; ensuring 

the guide to support allocation is applied properly and accurately; 

 Resolving problems, identifying area specific issues, current unmet needs, priorities, 

trends, systemic matters, critical management information, potential implications and 
options to resolve; 

 Participating as a member of the CLBC regional management team in meeting CLBC 

operational plan objectives and provides input on policy, procedures and program 
issues; 

 Negotiating changes and working with key community stakeholders in collaborative 
development to promote systemic change, identifying issues and concerns and 
developing sustainable supports by introducing flexibility, increasing choice and 

stimulating innovation and creativity; 

 Effective contract management and procurement activity within CLBC policy framework 
to achieve the outcomes as defined by the provincial operational plan; 

 

 Developing a sustainable budget management plan, which includes both a contracted 
services budget and an operational budget; 

 
 Managing an assigned budget (i.e. FTE/travel/office supplies expenses); 

 
 Providing first level response to service providers in CLBC’s dispute resolution process; 

 
 Ensuring there is a range of services within the region to meet the various needs of 

individuals and families through procurement, including services to meet emergency 
needs; 

 

 Providing feedback to accreditation bodies on service providers; 
 

 Ensuring unaccredited and unlicensed service providers meet all applicable standards; 
 

 Supporting resolution of complaints between service providers and individuals and 
families; 

 
 Participating and directing major reviews of service providers as required to ensure 

quality of supports meet all applicable standards; 
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 Ensuring all monitoring of service providers is in compliance with policy and practice 

standards; 
 

 Developing and maintaining stakeholder relationships; 
 

 Leading and supporting change management and other initiatives; 
 

 Maintaining relationships with other Ministries (i.e. MCFD, MSD, Health, Delegated 
Aboriginal Agencies) to address joint issues and conduct investigations; 

 
In addition, the following applies to manager(s) of local offices: 

 Ensuring individual planning and support plans that request services are designed to 
maintain or improve the overall well-being and enhance the quality of life for people 
with developmental disabilities and their families;   

 Ensuring that the Community Council receives the support needed to effectively carry 
out their terms of reference as set out by the CLBC Board of Directors;  

 Responding to After Hours crisis phone calls from MCFD help line for incidents which 
occur outside of regular office hours. 
 

 
EDUCATION & EXPERIENCE 

Bachelor of Social Work or Business related Bachelor’s degree with human services orientation 
or equivalent.  Minimum of 5 years demonstrated successful experience in a leadership 
position preferably within social services resource development and contract management. 

 
KNOWLEDGE, ABILITIES & SKILLS 

 Knowledge of person-centered planning and community engagement processes; 

 Knowledge of policy and protocols covering working relationships with external 

partners (i.e. MSDSI, MCFD, Health Authorities, RCY).  

 Knowledge of existing government policies (i.e. program and administrative); 

 Knowledge of relevant legislation (e.g. CLBC Act, Public Guardianship, Community 
Care Facilities Act) 

 Knowledge of contract and budget management processes and principles; 

 Knowledge of community living principles, successful practices and supports for 

individuals and families; 

 Knowledge of procurement, contracting law, employment laws and regulation. 

 Ability to work independently, within a framework of agreed upon goals and 

objectives; 

 Well developed written and oral communication skills; presentation skills, conflict 

resolution and interpersonal skills; 

 Ability to apply analytical, problem solving and judgment skills; 

 Ability to lead/manage/participate on intra-authority and external project teams; 

 Ability to effectively represent CLBC in the community exercising tact and diplomacy 
when dealing with individuals, families, community members, non-governmental 
organizations, business and government; 
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 Ability to manage multiple priorities/projects and produce results within deadlines; 

 Ability to develop and maintain productive relationships with colleagues, individuals, 
families and service providers; 

 Ability to manage a budget; 

 Ability to network with, develop and enhance links to business, industry, health, 
municipal and regional councils, school boards, colleges and community services; 

 Ability to demonstrate a high degree of ethical practice in their relationships with 
individuals, families, service providers and other professionals; 

 Ability to provide leadership and management of staff. 
 

COMPETENCIES 

1. Change Management is the ability to support a change initiative that has been 

mandated within the organization.  It involves helping the organization’s members 
understand what the change means to them, and providing the ongoing guidance and 
support that will maintain enthusiasm and commitment to the change process.  It implies 
a willingness to embrace and champion change; use every opportunity to explain the 
vision of the futures to others and gain their buy-in. 

 

2. Developing Others involves a genuine intent to foster the long-term learning or 
development of others through coaching, managing performance and mentoring.  
Individual actions are driven by a genuine desire to develop others, rather than by a need 
to transfer adequate skills to complete tasks. 

 
3. Relationship Building is working to build or maintain ethical relationships or networks or 

contacts with people who are, or may be, potentially helpful in achieving working-related 

goals and establishing advantages. 
 

4. Strategic Orientation is the ability to link long-range visions and concepts to daily work, 
ranging from a simple understanding to a sophisticated awareness of the impact of the 

world at large on strategies and on choices. 
 

5. Managing Organizational Resources is the ability to understand and effectively 
manage organization resources (i.e. people, materials, assets, budgets) through 
measurement, planning and control of resources to maximize results.  It requires an 

evaluation of qualitative (client satisfaction) and quantitative (service costs) needs. 
 

6. Service Orientation implies a desire to identify and serve customers/clients, who may 
include the public, co-workers, other branches/divisions, other ministries/agencies, other 
government organizations, and non-government organizations.  It means focusing one’s 
efforts on discovering and meeting the needs of the customer/client. 

 

7. Listening, Understanding & Responding is the desire and ability to understand and 
respond effectively to other people from diverse backgrounds.  It includes the ability to 

understand accurately and respond effectively to spoken and unspoken or partly 
expressed thoughts, feelings and concerns of others.  Individuals show a deep and 
complex understanding of others, including cross-functional sensitivity. 

 

8. Analytical Thinking is the ability to comprehend a situation by breaking it down into its 
components and identifying key or underlying complex issues.  It implies the ability to 
systematically organize and compare the various aspects of a problem or situation, and 
determine cause-and-effect relationships to resolve problems in a sound, decisive manner.  
Checks to ensure the validity or accuracy of all information. 
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Special Requirements 

 Occasional overnight travel (e.g. to communities within the catchment area of the 
Community Living Centre).    

 Possession of a valid class 5 Drivers license and a clean Driver’s Abstract is required. 
Use of own vehicle on expenses.  

 Applicant subject to a criminal record review.    

 

I confirm that: 

 Accountabilities/deliverables were assigned to this position effective; (Date). 

 The information in this position description reflects the actual work performed. 

 A copy has/will be provided to the incumbent(s). 

Name:                               Signature:                             Date: 

 

 


