POSITION DESCRIPTION


POSITION TITLE:	Business Improvement Lead
LOCATION:	Auckland
BUSINESS AREA:	Animal Services / Business Transformation
REPORTS TO:	General Manager of Transformation
DIRECT REPORTS:	nil

PURPOSE - The Business Improvement Lead is responsible for supporting the transformation of SPCA’s Animal Services network by developing consistent systems, processes, policies, standards and ways of working that enable the delivery of the One SPCA national operating model. The role works across SPCA’s 27 Centres to improve operational performance, simplify frontline ways of working, strengthen service delivery to communities and support better welfare outcomes for animals.

ROLE CONTEXT - SPCA is continuing its journey toward becoming One SPCA: a more connected, consistent and high-performing national organisation. This role is dedicated to Animal Services and will help translate the One SPCA vision into practical, embedded operational improvements across the national Centre network. The role combines operational excellence, business analysis, project delivery, change management, facilitation and service design to create improvements that are practical, measurable and sustainable.
WHY THIS ROLE MATTERS - This role is central to helping SPCA complete the One SPCA journey. By simplifying systems, improving processes, standardising best practice and removing unnecessary barriers, the Operational Excellence Lead will help frontline teams deliver more consistent care, stronger service to communities and better welfare outcomes for vulnerable, injured and neglected animals across New Zealand.

	KEY ACCOUNTABILITIES:
	KEY RESPONSIBILITIES:

	1. Operational excellence
	· Lead the delivery of operational excellence initiatives across the Animal Services network in support of the One SPCA operating model.
· Review, map and redesign operational processes to improve consistency, efficiency, quality and service experience across SPCA Centres. 
· Lead improvement projects from discovery and design through to implementation, adoption and benefits realisation.

	2. National consistency
	· Develop and embed national systems, policies, procedures, playbooks, tools and operating standards that support frontline teams.
· Partner with Centre teams and the Animal Services Support team to understand current ways of working, identify operational variation and scale best practice nationally.

	3. Change adoption
	· Facilitate workshops, operational reviews and co-design sessions with frontline teams to identify practical improvement opportunities.
· Use operational data and insights to identify trends, measure performance, support decision-making and track benefits from improvement initiatives. 
· Support the successful implementation of new technology, systems and organisational change across Animal Services.
· Develop clear implementation plans, communications, training resources and support material to enable adoption of new ways of working.

	4. Stakeholder partnership
	· Create effective feedback loops with Centre teams so improvements are tested, refined and embedded across the network.
· Work collaboratively across Animal Services, People Experience, Property, Finance, Digital and other National Support Office teams to align improvements with organisational priorities.

	5. Performance and insights
	· Use operational data and insights to identify trends, measure performance, support decision-making and track benefits from improvement initiatives.

	6. Animal welfare outcomes
	· Ensure all operational improvements contribute to better service for communities, stronger support for frontline teams and improved welfare outcomes for animals.




KEY WORKING RELATIONSHIPS:
· Executive Team
· General Manager Animal Services
· Area Managers
· Centre Managers
· Centre teams
· Animal Services Support team
· People Experience
· Property
· Finance
· Digital
· National Support Office teams 
PERSON SPECIFICATION:
Qualifications, Skills, Knowledge and Experience
· Demonstrated experience leading operational excellence, organisational improvement or transformation initiatives.
· Strong business analysis capability, including process mapping, current-state assessment and future-state design.
· Experience delivering projects from discovery through to implementation and benefits realisation.
· Change management and stakeholder engagement experience, with the ability to bring people on the journey.
· Experience developing operating models, standard operating procedures, playbooks and practical frontline resources.
· Strong facilitation, workshop design, coaching and communication skills.
· Strong analytical skills, with the ability to use data and insights to support operational decision-making.
· Experience working in large, complex or multi-site service organisations.
· Ability to challenge the status quo constructively and introduce practical, innovative solutions.
· Collaborative working style that values frontline knowledge and builds trust across diverse teams.
· Commitment to improving service delivery, operational performance and animal welfare outcomes.
· Experience with Lean, Six Sigma or similar operational excellence methodologies is advantageous.
Personal Attributes
· Curious, improvement-focused and comfortable challenging existing ways of working.
· Practical and outcome-oriented, with a focus on solutions that work in real operational environments.
· Collaborative, respectful and able to build credibility with frontline and senior stakeholders.
· Clear communicator who can translate complex ideas into simple, actionable guidance.
· Resilient and adaptable, with the ability to work across ambiguity and change.
· Purpose-driven, with a strong commitment to SPCA’s mission and animal welfare outcomes.
WHAT SUCCESS LOOKS LIKE –
· Consistent systems, policies, procedures and operating standards are implemented across SPCA Centres.
· Operational variation is reduced and best practice is identified, documented and scaled nationally.
· Centre teams report that new ways of working are practical, clear and well supported.
· Operational data is used more effectively to identify opportunities, track performance and inform decisions.
· Improvement initiatives deliver measurable benefits in productivity, efficiency, quality and service delivery.
· Frontline teams are better supported to spend more time helping animals and supporting communities.
· Operational improvements contribute to more consistent care and better welfare outcomes for animals.
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