[image: ]
Position
Description



Position
Description


Position
Description



	Position Title
	Service Centre Senior Advisor (Business)

	Group/Portfolio
	Human Resources (Service Centre)

	Classification
	HEW Level 5

	Position Number
	Multiple

	Reports To
	Service Centre Team Leader (Business)








1.0	Position Purpose
[bookmark: _Hlk54706653]The Service Centre delivers core University services and support through an easy to access, service experience for students and staff, through a consistent, efficient and effective service delivery model. 
The Service Centre Senior Advisor (Business) is responsible for building employee relationships and providing advice, assistance, and support for a range of Corporate Services and University matters, with the use of a service management tool. This role is the first point of contact to support the timely responses of operational and transactional related topics including the application of policies and procedures. This position is responsible for resolving low to medium complexity requests (tier 1) or promptly redirecting more complex requests (tier 2) to the appropriate functional team for resolution (tier 2) while keeping requesters appraised of progress towards resolution. This role plays a key role in supporting the maturity of tier 0 to tier 1 requests through not only the provisioning of support but also engaging a requester on the available services through wayfinding.
This is a critical role for fraud and corruption control in the University. The incumbent will ensure they understand the University’s Fraud and Corruption Control Framework and effectively manage their function’s prevention, detection and reporting controls.
2.0	Eligibility Requirements

· The occupant of this position will hold relevant tertiary qualifications or an equivalent combination of relevant experience and/or education/training.
3.0	Key Responsibilities

· Deliver a high standard of customer service in responding to and resolving queries from university colleagues and external customers utilising operational knowledge of all Corporate Services functions.
· Ensure that issues are logged in a timely and accurate manner, maintaining responsibility for data entry activities in the job tracking system.
· Consult, negotiate, influence customers and manage difficult conversations with emotional intelligence and confidence while handling high-pressure situations, priorities and expectations effectively.
· Build effective professional relationships and facilitate effective communication working in collaboration with colleagues and stakeholders.
· Work independently and positively as a member of the Service Centre team to complete assigned tasks and strict deadlines.
· Maintain a working knowledge of key University and Corporate Services policies, procedures, legislation and best-practice service provision.
· Assist in the delivery of ad hoc Service Centre activities where required.
· Listen to and communicate interactively with colleagues across the university and with functional teams across Corporate Services to respond appropriately to queries, solve low to medium complexity problems, interpret needs/questions to ensure accurate resolution.
· Promote and demonstrate cultural behaviour in accordance with the Fraud and Corruption Control Framework and the University Integrity program. This includes acting with integrity in undertaking duties and implementing processes to effectively prevent, detect, and respond to fraud and corruption within the University.
· Ensure compliance with relevant legislation and University policies and procedures, including equity and health and safety and exhibit good practice in relation to same.
· [bookmark: bookmark=id.30j0zll]Be a leading example of the principles and values embodied in the University’s Code of Conduct, and behave, act and always communicate to reflect fairness, ethics and professionalism.
· Contribute to continuous improvement by proactively identifying opportunities to make processes more efficient and effective. Contribute to the capture of knowledge in the Service Management tool, working in partnership with subject matter experts to ensure the ongoing accuracy and quality of information. 
· 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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