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About FMG

Formed by farmers for farmers over a century ago, FMG is New Zealand Aotearoa’s leading rural insurer providing risk advice and insurance solutions for farmers, growers, commercial businesses, the lifestyle sector and residential Clients.

FMG is proudly 100% New Zealand Aotearoa owned and operated, focused on helping Clients and Members achieve their goals.  As a mutual, FMG’s Purpose is to provide “a better deal for Rural New Zealand Aotearoa”, and our Vision is to “help build strong and prosperous Rural communities”. Both involve reinvesting all profits back into the Mutual to ensure that FMG remains a sustainable and resilient Mutual insurer, capable of honouring our promises to current and future generations of farmers and growers.



FMG’s Values

	· The FMG brand represents the promises the Mutual makes to its Clients and Members. Every member of FMG’s ‘One Team’ is responsible for honouring those promises by delivering an exceptional Client experience in a manner consistent with FMG’s company Values. Those Values being:

· Do what's right - Whāia te ara tika
	· Make it happen - Whakatutukitia

	· We're in it together - Ko tātau tātau
	· Proud of who we are - Whakahīhī i te whakapapa




Work Environment

FMG seeks to provide an environment that promotes and fosters achievement, placing importance on career development and training to ensure employees have the opportunity to bring their best and whole self to work.
FMG’s Head Office is located in Wellington and accommodates FMG’s Executive Leadership Team (ELT), Marketing and Propositions, People and Culture, Finance, Insurance Solutions, Risk and Compliance teams.

FMG’s largest regional office is located in Palmerston North accommodating FMG’s Phone-based Sales and Service teams, Digital and Data, Claims, Facilities, Procurement and Payments functions. In addition to offices in Wellington, Palmerston North and Christchurch; FMG has offices in 30 regional locations throughout New Zealand Aotearoa.


Purpose of the role
The Resource Planning Manager leads FMG’s end-to-end resource planning function for phone-based and BST teams, ensuring resources are deployed effectively to achieve agreed Client experience and service-level outcomes within approved budgets. The role leads a team of Workforce Planners and will work closely with Mobile and Corporate teams providing workforce reporting and insight analysis enabling the operation to deliver within agreed service level standards Working across SAS, Claims, Finance and the wider organisation, the role influences evidence-based decisions that strengthen operational resilience, support financially sustainable resource deployment and advance FMG’s Fit for the Future ambitions.


Key Responsibilities 
	Area
	Responsibilities

	Resource Planning and Optimisation
	· Lead integrated resource planning for FMG’s phone-based and BST teams, aligning demand forecasts, operational priorities and service-level standards. 
· Partner with regional and corporate leaders on planning for Mobile and Corporate teams, optimising deployment across teams and work queues while managing capacity, coverage and service.


	Forecasting, Reporting and Insight
	· Lead short-, medium- and long-term demand and resource forecasting, providing leaders with timely analysis of utilisation, service levels, workforce risks and trends. 
· Monitor performance and adjust assumptions or deployment strategies as demand and business priorities change.


	Budget and FTE Management
	· Manage resource planning within approved FTE and operating budgets, balancing Client experience, service performance and financial sustainability.
· Partner with Finance, People and Culture and operational leaders on workforce budgets, recruitment timing and headcount decisions, using scenario modelling to recommend appropriate cost, capacity and service trade-offs.


	Leadership and Team Management
	· Lead and engage a high-performing team of Workforce Planners by setting clear priorities, standards and accountabilities; enabling quality, timely and commercially sound advice; managing performance and development; and fostering collaboration, continuous improvement and alignment with FMG’s Values.


	Stakeholder Partnership and Influence
	· Build trusted partnerships across SAS, Claims, Finance and the wider organisation, using data and professional expertise to influence evidence-based decisions. 
· Advise on the resource implications of operational, project and change initiatives, and lead improvements to systems, processes and operating practices that increase efficiency, accuracy, responsiveness and measurable benefits.


	Compliance, Values and Safety
	· Ensure resource-planning activities comply with legislation, employment obligations, regulatory requirements and FMG policies.

· Model FMG’s Values and contribute positively to the One Team culture.

· Comply with FMG’s safety and wellbeing policies, procedures and reporting requirements.


	COMPETENCIES 

	Customer Driven (Internal & External)

A commitment to understanding the needs and best interests of both internal and external customers, in order to provide them with outstanding customer service and help them to make informed decisions.
	Advanced*

	Accountability

Taking personal ownership of decisions, behaviour, and development, and being responsible for how these actions impact on the wider organisation and customers.  
	Advanced*

	Adaptability

Demonstrating a willingness to engage in a changing environment and being flexible and comfortable working with change.
	Advanced *

	Motivation and Drive

The determination to achieve goals and strive for excellence.
	Advanced *

	Relationship Building

Developing and maintaining positive, professional relationships that are built on mutual trust and respect.
	Advanced*

	Teamwork
Making a positive contribution to the FMG team and collaborating effectively with others to achieve objectives. 
	Advanced*

	Motivating and Developing Others

A commitment to getting the best out of people and motivating them to reach their full potential.
	Advanced*

	Change Leadership

The drive to initiate opportunities to address FMG’s organisational needs and to communicate change in a way that gains buy-in and support from others.
	Intermediate*

	Strategic Thinking

The capacity to stand apart from the day-to-day and take a long-term, big picture view of the business.
	Advanced*


	KNOWLEDGE 

	Experience
	Five to seven years’ relevant resource planning or workforce management experience in a complex, service-based environment, including demonstrated experience leading a team, managing budgets and influencing senior operational stakeholders.
A relevant tertiary qualification in business, finance, analytics, operations or a related discipline is desirable, or equivalent relevant experience.
Strong knowledge of demand forecasting, resource modelling, scheduling, service-level management and financial planning, together with an understanding of relevant employment obligations and workforce-management, CRM and telephony technologies.

	Business Awareness
	Understands FMG’s operating model, strategic priorities and the contribution that effective resource planning makes to Client outcomes, service performance, operational resilience and financial sustainability.

	Legal Knowledge
	Understands and applies the legislation, employment obligations, regulatory requirements and FMG policies relevant to workforce planning, scheduling, privacy and people management.

	Rural Knowledge
	Understands the economic, operational and environmental factors that influence FMG’s Clients, service demand and resource requirements.

	Product Knowledge
	Maintains sufficient knowledge of FMG’s products, services and Client journeys to understand their implications for demand, service delivery and resource planning.

	Risk/Insurance Knowledge
	Understands FMG’s regulatory and operational environment, including the service, compliance and risk considerations that affect workforce planning and Client outcomes.


	Knowledge sSKILLS 

	Written Communication Skills
	Communicates complex resource, financial and service information clearly and concisely, tailoring written advice and reporting for operational leaders, senior leaders and executive audiences.

	Listening Skills
	Listens actively, tests understanding and integrates diverse operational perspectives when developing resource plans and recommendations.

	Financial Skills
	Demonstrates sound financial and commercial acumen, including the ability to manage FTE and operating budgets, model resource scenarios and evaluate cost, capacity and service trade-offs.

	Technology Skills
	Uses workforce-management, telephony, reporting and Microsoft applications effectively to analyse demand, model resource requirements, identify trends and communicate clear insights to operational and executive audiences.

	Risk Assessment Skills
	Identifies, assesses and actively manages resource, service, financial and operational risks, escalating material issues and recommending appropriate mitigations.


Relationship
	External
	Internal
	Committees/Groups

	· Genesys Cloud
	· SAS leadership and operational teams
· BST, Mobile and Corporate leadership teams
· Claims
· Finance
· People and Culture
· Digital and Data
	




Financial Authority Levels

· May recommend workforce expenditure and manage approved FTE and operating budgets within FMG’s delegated financial authority framework.

People & Culture Authority Levels

· May hire direct and indirect reports within approved FTE headcounts.

· May manage formal employment processes for direct and indirect reports in consultation with their manager and People and Culture.

· Has no authority to dismiss employees unless specifically delegated by the Chief Executive and undertaken in consultation with their manager and People and Culture.

Delegated Authority Levels 

· Any delegated authority held by the role holder will be exercised in accordance with FMG’s Delegated Authority Policy.



Agreement
The job holder and their manager acknowledge the accountabilities outlined in this position description. The scope of the role may be updated from time to time to reflect changing business requirements.
The job holder and their manager will discuss performance expectations, feedback and development as part of FMG’s performance and development processes.
	Name
	

	Signature:
	

	Date:
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