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Description






	Position Title
	Student Connect Coordinator

	Group/Portfolio
	Marketing and Communications 

	Classification
	HEW 5

	Position Number
	00041924

	Reports To
	Team Leader, Student Connect

	Employment Type
	Continuing



1.0	Position Purpose
Under general direction the Student Connect Coordinator supports the Team Leader in delivering high-quality, student-focused services across the student lifecycle. This role coordinates daily operational activities, provides guidance and support to Student Connect Officers (SCOs), and ensures efficient handling of student enquiries and administrative processes. The position contributes to continuous improvement initiatives, knowledge management, and staff development, fostering a collaborative and high-performing team environment.
2.0	Eligibility Requirements

· The occupant of this position will hold a relevant tertiary qualification as well as relevant subsequent experience, or an equivalent combination of experience and/or education/training.


3.0	Key Responsibilities

Coordination and support
· Provide accurate, timely and student-focused Tier 1 support across a broad range of student lifecycle enquiries via in-person engagement at campus Help Desks, phone, email, and digital channels
· Support general administrative tasks associated with Tier 1 enquiries such as preparing standard student documentation (e.g. transcripts, official letters, ID cards).
· Act as the first point of contact for SCO enquiry escalations, providing guidance and resolution support.
· Coordinate daily workload review and management for the SCO team, adjusting priorities during peak periods.
· Assist with roster management, ensuring appropriate coverage and flexibility across service channels.
· Monitor and triage team chat channels, providing quick responses or escalating issues as required.
· Share critical updates and information from stakeholders with the team to maintain service accuracy.
· Contribute to identifying knowledge gaps, training needs, and performance trends.
Knowledge and Process Management
· Contribute to the creation and maintenance of internal knowledge articles and resources to ensure accuracy and accessibility.
· Support process improvement initiatives and champion new technologies or ways of working.
Stakeholder Engagement and Staff Development
· Collaborate with internal stakeholders to address complex issues and improve service delivery.
· Assist with investigations into student complaints and complex matters under the direction of the Team Leader.
· Support recruitment, induction, and training activities for new staff and casuals.

· Support compliance with relevant legislation and University policies and procedures, including equity and health & safety and exhibit good practice in relation to same.   
· Be a leading example of the principles and values embodied in the University’s Code of Conduct, and behave, act and communicate at all times to reflect fairness, ethics and professionalism. 

[bookmark: On_the_recommendation_of_the_Vice_Chance]4.0	Key Capabilities

· Griffith University identifies the attributes of resilience, flexibility, creativity, digital literacy and entrepreneurship as critical to our graduates’ success, in the rapidly changing future world of work. We have established a Griffith University Capability Development Framework to provide a common language of some of the non-technical organisation skills that will support our staff to thrive now and into the future. The Capability Development Framework will assist you to understand the current skill level of this position in the non-technical but critical skill domains that are increasingly important in a changing workplace context. 

To read about some of the non-technical organisation skills for this position, please see the Leads Self section of our Capability Development Framework.
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