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	Position Title 
	Service Centre Supervisor (Digital Operations) 

	Group/Portfolio 
	Human Resources / Service Centre 

	Classification 
	HEW Level 7 

	Position Number 
	Multiple 

	Reports To 
	Service Centre Operations Manager 

	Employment Type 
	Continuing 


 
  
Position Purpose 

The Service Centre Supervisor provides operational leadership and coordination for customer centric and specialist IT support services that underpin the University’s end-user computing and teaching technology environment. 

The role is accountable for the effective delivery, support, and continual improvement of end-user technology services across staff, student, and teaching-related environments. This includes oversight of operational support activities, incident and request management, service standards, customer experience, and team capability development. 

The position operates within an integrated, service-aligned model and contributes to end-to-end service outcomes by ensuring support services are reliable, responsive, scalable, and aligned with University priorities and operational requirements. 
 
Eligibility Requirements 
 
· The occupant of this position will hold relevant tertiary qualifications with subsequent relevant experience, or an equivalent combination of relevant experience and/or education/training. 
· Experience with Team Management and driving improvements in Service Performance and Quality  
 
Key Responsibilities 
 
· Provide operational leadership and day-to-day supervision for the delivery of end-user computing, audiovisual, collaboration, and support services within the Service Centre function. 
 
· Coordinate operational support activities across the team, ensuring incidents, requests, and service tasks are managed effectively and in accordance with agreed service levels and support standards. 
 
· Supervise and support technology analysts, IT specialists and other technical staff, including workload coordination, mentoring, capability development, performance feedback, and fostering collaborative team practices. 
 
· Contribute to the effective operation and continual improvement of end-user and teaching technology services across staff, students, and common-use environments. 
 
 
· Provide high-level technical guidance and escalation support for complex issues relating to end-user devices, operating environments, collaboration technologies, audiovisual systems, and associated support platforms. 
 
· Support semester readiness activities, operational peak periods, technology rollouts, and teaching-critical support requirements to ensure continuity of service delivery. 
 
· Work closely with Service Leads, Senior Service Specialists, project teams, and partner areas to coordinate operational support activities and contribute to integrated service outcomes. 
 
· Monitor service performance, operational trends, recurring issues, and customer feedback, and recommend improvements to increase service quality, operational efficiency, and user experience. 
 
· Support the development, maintenance, and governance of operational procedures, technical documentation, knowledge articles, and support standards to ensure consistent and sustainable service delivery practices. 
 
· Contribute to lifecycle activities for end-user devices and associated technologies, including deployment, replacement, maintenance, configuration, and decommissioning activities. 
 
· Support compliance with relevant legislation and University policies and procedures, including equity, health and safety, cybersecurity, privacy, and information governance requirements. 
 
· 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. 
 
Key Capabilities 
Resilience 
· Ability to support team effectiveness and maintain service continuity during operational challenges and changing priorities. 
Flexibility 
· Ability to adapt leadership approaches, operational priorities, and team activities in response to changing service and organisational requirements. 
Entrepreneurship 
· Initiative to identify service improvement opportunities, contribute to operational innovation, and support continuous improvement outcomes. 
Digital Literacy 
· Demonstrated capability in using and supporting contemporary digital technologies, platforms, systems, and service management tools. 
Creativity 
· Capacity to apply innovative thinking and practical problem-solving approaches to operational, technical, and customer service challenges. 
To read about some of the non-technical organisation skills for this position, please see the Leads Others section of our Capability Development Framework. 
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