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Position description

Position title Project Manager

Group / Branch Customer Experience / Customer Strategy and Design
Reports to (Title) Manager Customer Strategy and Transformation
Competency level Individual Contributor

Job Purpose

We Innovate with purpose and Act with care to deliver healthy water for life for our 1.8 million
customers, the community and the environment. Healthy water for life means bringing our
customers the clean water they want and safely managing the wastewater they don't. It's
about thinking ahead, and doing what we need to do now, so that future generations can rely
on us too.

The Project Manager will provide project management expertise to successfully lead the
delivery of projects across Customer Experience, with a focus on improving the overall
customer experience.

Key Accountabilities

The Project Manager will:

e Lead the delivery of Customer Experience projects and transformation initiatives,
including system, process, technology and people change, ensuring alignment to
customer, operational and strategic outcomes. Work collaboratively with Technology
Project Managers and Agile delivery teams to co-deliver projects, providing Customer
Experience leadership, business engagement, change coordination and outcome
delivery.

e Develop and deliver detailed project plans and roadmaps that articulate clear purpose,
objectives, success measures, milestones and responsibilities.

o Execute and deliver projects in accordance with approved plans, governance
requirements, budgets, timelines and quality standards. Engage with internal
stakeholders on various projects to ensure business needs are well understood and
requirements built into the project scope and deliverables.

e Work with business units to ensure appropriate resourcing is in place to support delivery
of agreed projects.

o Support the development of change management plans that consider and assess the
impact of change on our operations.

e Lead risk assessment and analysis to understand potential impacts to project delivery
and implement appropriate mitigation strategies.

o Track and report on project progress, ensuring risks impacting project delivery are
identified and appropriate solutions are explored.

o Identify, manage and escalate critical project risks as required, working with
stakeholders to evaluate options and implement effective mitigation and resolution
strategies to minimise impacts and support successful project delivery. Partner with
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internal and external stakeholders to ensure projects are delivered on time, within scope,
and achieve agreed business and customer benefits.

Support the development of business cases to achieve the required support and
approvals.

Provide technical expertise for related projects across Customer Experience to shape
solutions that are fit for purpose and support South East Water’s future state aspirations.
Ensure appropriate project governance is established to support effective decision-
making, reporting, risk management and stakeholder engagement. Ensure customer
impacts and customer experience outcomes are considered and measured throughout
project delivery.

Work with key stakeholders to track, measure and realise project benefits, ensuring
intended business and customer outcomes are achieved.

Knowledge, Skills & Experience

Relevant tertiary qualifications in project management, business administration or other
related field.

A minimum of 3 years’ experience working in a large, dynamic and ideally regulated
organisation delivering improvement and change initiatives.

Demonstrated project management experience delivering projects across systems,
processes, technology and people streams.

Experience working within Agile and hybrid delivery environments, collaborating with
Technology Project Managers, Product Managers and Agile delivery squads to deliver
customer and business outcomes.

Experience in change management methodologies and principles, with proven ability to
develop and implement effective change management plans.

Experience in Lean Six Sigma or other relevant project and change management
methodologies.

Understanding customer data with the ability to analyse and convert insights into
measurable and meaningful actions.

Demonstrated experience in developing effective project governance practices to
support on time and on budget delivery, and the realisation of business and customer
benefits.

Demonstrated experience in the water or utilities industry and proficiency with Salesforce
will be highly regarded.

Stakeholder management experience with the ability to effectively influence optimal
project, business and customer outcomes.

Strong written and verbal communication skills with proven experience developing
comprehensive project plans, roadmaps, and business cases.

Demonstrate a ‘one team’ approach that ensures the customer is placed at the forefront
of our actions and decisions.

Ensure day to day performance reflects a ‘customer first’ mindset that supports
achievement of our customer outcomes of trust, satisfaction and reputation.

Ensure responsibilities are conducted in a manner that is consistent with South East
Water policies, practices and procedures to ensure compliance with our regulatory and
legislative obligations.

Demonstrate commitment to protecting the safety and privacy of our customers by
complying with processes and procedures and proactively identifying and reporting any
potential privacy breaches.

Actively contribute to an engaging workplace culture through the consistent
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demonstration of our values and proactive participation in, and support of, safety and
wellbeing initiatives.

Dimensions

Organisational Chart

Group Manager -
Customer Strategy and
Design

Manager Customer

Strategy and
Transformation

Project Manager -
Project Manager x 2 CX PMO Specialist Customer Experience
Improvement

Number of people managed:

N/A

Size of budget managed:

N/A

Value of Assets managed:

Not applicable

Ensuring a sustainable, resilient organisation:

Authorities outlined in Instrument of Delegations none

Compliance management responsibilities outlined in the compliance and obligations register yes
- operational responsibilities

South East Water operates a 24/7 service environment. Whilst this role does not involve after-
hours rostered duty, all employees may be required to provide out of hours support from time to
time as required.
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