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

We’re proudly 100% New Zealand owned and operated, and our focus is on helping our clients to achieve their goals.  As a mutual organisation, we’re all about giving rural New Zealanders a better deal, and part of this involves reinvesting all profits back into the business to keep premiums low and ensure the future sustainability of the organisation.



FMG’s Values

The FMG brand represents promises about what clients can expect from us and each of us is responsible for delivering on these promises.  Living our company values means we deliver the best brand experience for our clients.  Our company values are:

	· 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

We strive to provide an environment that promotes and fosters achievement. We place importance on career development and training to give our people the tools they need to succeed.
FMG’s Head Office is in Wellington and accommodates FMG’s Executive Leadership Team (ELT), Client Propositions & Online Services, People & Culture and Communications, Financial Management, Product & Pricing and Underwriting, Reinsurance, Business Information Services, Legal and Compliance.

FMG’s largest regional office is in Palmerston North accommodating our National Sales & Advice Centre, Information Technology, Claims, Operations and Payments functions.  In addition to the offices in Wellington, Palmerston North and Christchurch FMG has offices in 30 regional locations throughout New Zealand Aotearoa. 



Purpose of the role
The purpose of this role is to provide strategic leadership for the Digital Client Product, to ensure it delivers capabilities to support the achievement of the Mutual’s strategic outcomes.
This includes, but is not limited to:

1. Working with Strategic and Mutual leaders to develop and maintain a Product Roadmap, that clearly outlines the delivery priorities for strategic capabilities, in addition to delivering underlying sustainability for the product.
2. Collaborate with other Heads of Product, to ensure that the Product Roadmaps align appropriately, to ensure delivery of the overarching strategic outcome as defined by the appropriate strategies.
3. Defining the investment funding proposition required to support the delivery of the outcomes associated with the Product Roadmap

4. Work with appropriate Mutual and Delivery leaders to understand risks associated with the Product Roadmap are clearly documented, understood and that actions are in place to manage and mitigate identified risks.
This role also provides both direct (if applicable) and indirect leadership to Product Owners within their Product stream.

As a Mutual Leader, you are accountable for delivering FMG’s Business Plan in line with the Mutual’s overall strategic direction. You will bring FMG’s Purpose, Vision and Strategy to life as part of your accountability for running the Mutual day-to-day.  Your role as a leader, guardian and kaitiaki means you focus on protecting and growing the Mutual and ensuring FMG remains relevant to our clients and Members in the face of a dynamic and fluid external environment.


Key Responsibilities
	Area
	Responsibilities

	Product Vision & Strategy
	· Validate and share the Product Vision and Roadmap with all appropriate stakeholders and other relevant parties to ensure the product is evolving as it needs to evolve. 
· Ensure the Product Roadmap clearly shows alignment with strategic objectives.
· Maximise the value of the product by coordinating and prioritising those features that deliver the required outcomes, capabilities and values required by the Mutual.
· Ensure the activities such as software updates/ patches and other risks are considered alongside business improvement items and prioritised accordingly.
· Share the Product Roadmap to ensure a common understanding among all appropriate stakeholders on the direction of the product at any given time.
· Ensure interdependencies with other Product Roadmaps and business unit plans is well understood and factored into planning processes in order to ensure adequate capacity is available to complete planned activity.

	Product Management 
	· Lead the Product Ownership Group.
· Lead the product release planning and set expectations for delivery of new functionality.

· Take a pragmatic approach, improving time-to-learn; using experiments effectively; gathering feedback regularly. 

· Own the prioritisation framework(s) and ensure these are well understood and being used correctly.

	Product Backlog Management
	· Ensure that the product backlog is ordered such that value is maximised, considering priority, business and technical risks, dates, value, learning opportunities and dependencies. 

· Ensure Backlog Refinement occurs through a clearly prioritised backlog and ensure SMEs are actively engaged in refinement.

· Works collaboratively with:

· The EPMO to ensure strategic needs of FMG are appropriately considered.

· Stakeholders to ensure the right thing is being built.
· The Product Ownership Group to understand all aspects of the product. 

	Strategic Partnerships
	· Own and manage the relationship with FMG’s partners (and any other new business relationships) for sustainable performance and value.

· Engage and influence other external relationships that have a key contribution to make e.g. strategic partnerships, service providers, operational services providers.

	People Leadership
	· Provide leadership direction to support achievement of results.
· Manage the on-going coaching and professional development of Product Owners, along with direct team to ensure full competence in their roles. 

· Communicate and share information on a regular basis, both formally and informally.
· Ensure individual and team performance is managed and measured appropriately.
· Add? Collaborate proactively with the People Leaders of Product Owners who are not direct reports, ensuring regular updates on individual progress, performance, and development needs.

	Expertise and Advice
	· Provide expertise and advice to business units on getting the best out of the product. 

· Monitor on-going releases and changes to enable proactive communication with employees about potential impacts.

· Maintain awareness and understanding of emerging global and local online trends and success stories/learning, understand the significance of these in respect of FMG’s future opportunity and planning.
· Stay abreast of competitor activity and strategy.
· Provide subject matter expertise regarding the product.

	Professional Development
	· Actively identifies all areas for personal development.
· Attends company approved training and development programs as required

	Relationship Management
	· Maintaining effective working relationships with third parties as required.

· Establishing effective working relationships with managers and employees throughout the Mutual

	Policy and Statutory Compliance
	· Ensures overall compliance with legislation and regulations and FMG policies through the use of established systems, processes and improvements

· Ensures documentation is in place for critical processes and standards and processes are adhered to. 

	Team Participation
	· Acting as a role model to others in respect of FMG values and encourage others to do the same.

· Assist and support other team members, including training and peer review work as required.

· Support the team by sharing information and resources and providing feedback in a positive and constructive manner.

· Undertake additional duties and provide assistance as required

	Wellbeing & Safety


	· Complies with wellbeing and safety policy and procedures, including accident and incident reporting and hazard management requirements

· Works in a safe manner always 


	COMPETENCIES

	*see competency framework for behaviours expected at each level
	Expected Level

	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*

	Team Work

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

	Influencing and Persuading
Use rational argument and reasoning to convince others. To not be afraid to take a stand and to sell a position while keeping the relationship intact.
	Advanced*

	Critical Analysis
The capability to identify key issues, trends, or important facts from information and to question and probe.
	Advanced*

	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

	Qualifications
	Relevant business qualification is desirable.


	Business Awareness
	Understands the internal workings of FMG and how the business works; understands FMG's position in the advice and insurance market and has knowledge of technology enablers.

	Specialist Knowledge
	
Understands Insurance Value Chain roles and can use their viewpoint in planning and analysing system enhancements.
Understands Product Management methodologies and how to implement these in practise.


	SKILLS

	Written Communication Skills
	Able to write clear, concise and persuasive reports.

	Verbal Communication
	Communicates clearly in order to present information to persuade and influence appropriate stakeholders.

	Listening Skills
	Demonstrates active listening skills through eye contact, paraphrasing, appropriate body language and checking understanding.

	Technology Skills
	Can expertly utilise the relevant tools and technology relative to the role e.g. MS 365 to maximise the impact.

	Risk Assessment Skills
	Identifies, understands and mitigates the risks that may impact on FMG's strategy, initiatives and reputation.



Relationships
	External
	Internal
	Committees/Groups

	· Vendors & Service Providers
	· Business Owners 

· Other Product Owners

· Technical Owners & Experts

· ELT Members 
· Service Delivery & Vendor Management
	· Members of the Product Ownership Group
· EPMO





Financial Authority Levels

· No authority to commit or approve expenditure

Delegated Authority Levels 

· Delegated authority levels for the individual role-holder will be advised following assessment, training and approval as per the requirements of the FMG Delegated Authority Policy.



Agreement
I agree with the outline of the role as contained in this document and recognise that the contents may need to be amended from time to time to reflect changing business requirements.

I as Job holder, allow my manager to gather information from third parties where necessary for the purposes of performance management.
	Head of Digital Self Service’s Name:
	

	Signature:
	

	Date:
	


	Online Channel Performance
	· Responsible for the management, monitoring of performance and client use of online services against uptake and usage targets. 

	Change Leadership and Delivery 
	· Own and drive the online programme and its initiatives which include but are not limited to the following: 

· Own and oversee all levels of interface and process design and development conducted by our solutions design and development partner/s, particularly Alphero

· Contribute to decision making which has a business change consequence, e.g. impact of self-service on traditional activities.

· Provide input into the development of coaching programmes and supports the delivery of the change initiatives. 

· Maintain a high level of communication with all stakeholders and interested parties, ensuring expectations are appropriately set and required communications are effective and reach the desired audiences. 

· Ensure operational business plans are considered and impacts are assessed.

· Monitor all online services implementations to ensure objectives are achieved by attending to refinement, iterations and promotional activities as necessary. 

	Client Experience and Engagement 
	· Ensure appropriate reporting, monitoring and feedback loops are in place to safeguard that online services business status and progress is correctly understood, and opportunities for refinement are identified and prioritised.

· Ensure that support issues raised directly by clients are captured, addressed and understood for root-cause remediation.

· Take a leadership role in service incidents and failures that affect online channels. Drive processes that ensure insights are acted upon.

· Champion clients’ best-case outcomes at all stages of the design process, and accountable for ensuring genuine client testing is applied where client preference cannot be safely inferred. 

· Understand and interpret services, features and propositions that clients will eventually value, even where this may not be supported by today’s ‘voice of customer’. 

	Risk Management
	· Responsible for ensuring that our online services adequately protect clients’ privacy and their business with FMG
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