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	Position Title
	Service Centre Support Officer


	Group/Portfolio
	Human Resources (Service Centre)

	Classification
	HEW Level 4

	Position Number
	Multiple

	Reports To
	HEW level 7 

	Employment Type
	Continuing or Fixed Term








Position Purpose
[bookmark: _Hlk54706653]The newly established Service Centre delivers core University services and support to staff and students through easy to access channels to deliver a high quality service experience. The Service Centre aims to engage, enable and empower our customers through the provision of information and problem resolution services across key services or connect them to our specialised Corporate Services teams.   
The Service Centre Support Officer provides first-line support for staff and students seeking information and assistance on a range of core services such as employment, financial transactions and payments, travel, parking, facilities and IT. This position manages a high-volume of routine enquiries, processes and basic requests and is support by extensive knowledge articles, university policy and procedures to ensure advice and wayfinding is accurate and timely.
This position will undergo an extensive and progressive training program to build up knowledge and experience in a range of services and to enable the effective use of our technology platforms.
Eligibility Requirements

· The occupant of this position will hold relevant qualifications or an equivalent combination of relevant experience and/or education/training.
· Previous experience in a corporate services and/or customer services environment is highly desirable.
Key Responsibilities

· Act as the first point of contact for support for CS services, receiving and responding to enquires across multiple channels (Phone, Chat, Digital, In-person) in a timely and professional manner.
· Provide professional frontline customer service, ensuring user enquires are handled with empathy and clarity, logged accurately, and resolved or escalated promptly to maintain a positive staff and student experience.
· Maintain accurate records of user requests, cases, incidents, and resolutions in the service management system.
· 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. 
· 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]Key Capabilities

Resilience
· Ability to adapt and recover from challenges.

Flexibility 
· Willingness to adjust to changing priorities and environments

Entrepreneurship 
· Initiative to identify and act on improvement opportunities

Digital Literacy 
 
· Proficiency in using digital tools and platforms.

Creativity  

· Capacity for innovative thinking and problem-solving.

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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