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	Position Title
	Head of Corporate Services Service Centre

	Group/Portfolio
	Corporate Services  

	Classification
	Individual Contract

	Position Number
	00063066

	Reports To
	Director, Human Resources

	Employment Type
	Fixed term



1.0 Position Purpose
The Head of the CS Service Centre, reporting to the Director, Human Resources, provides strategic and operational leadership for the integrated delivery of core University services, including Griffith Assist (Frontline Services), Finance, Digital, Campus Operations, and Service Design and Improvement.
The position is accountable for maturing an integrated, customer-centered service model that provides staff and students with simple, consistent and accessible support across channels. It leads service centre transformation and measurable maturity uplift, including operating model and customer journey redesign, channel integration, self-service, knowledge, automation, workforce capability and benefits realisation.
The position establishes and leads a strong service management practice across the Service Centre and broader Corporate Services, with ServiceNow as the enabling platform. It embeds common disciplines for service catalogue and ownership, tiering and escalation, incident and request management, problem management, knowledge, demand and capacity, service levels and experience measures, and continual improvement to strengthen operational performance and staff and student experience.
Working collaboratively with Corporate Services leaders, service owners and delivery partners, the role translates strategic priorities into controlled and measurable operational outcomes. It ensures material services have clear RACI arrangements, current end-to-end processes and escalation paths, documented risks and proportionate controls, and regular assurance that processes and controls are embedded and operating effectively, with exceptions and remediation actions appropriately reported and escalated.
2.0 Eligibility Requirements

· The occupant of this position will have proven expertise in the relevant or relevant degree qualification and extensive relevant experience.
· Deep understanding of the employee and student “life cycle” and how effective service design and delivery of tier 0 and 1 corporate related services contribute to employee experience (in the main) and student experience.
· Substantial experience leading complex, multi-disciplinary service centre transformation and measurable maturity uplift in a large organisation. This will include redesigning operating models and customer journeys; consolidating or integrating services and channels; implementing contemporary service management practices and digital workflow platforms; improving self-service, knowledge and automation; strengthening governance, workforce capability and risk controls; and using baselined maturity assessments, service performance measures and benefits realisation to demonstrate sustained improvement. Experience leading organisational change across multiple service owners and professional disciplines is essential.
3.0 Key Responsibilities
· Lead implementation of the Service Centre Enabling Plan and Evolution Plan, translating strategic priorities into measurable operational outcomes and progressively maturing the integrated Service Centre model.
· In collaboration with the Director provide strategic and operational leadership for an integrated, customer-centred service model that delivers simple, consistent and accessible support to staff and students across multiple service channels.
· Build and maintain service design capability across the employee lifecycle, applying service design methods to improve services from attraction and onboarding through development, retention and separation.
· Establish and lead a strong service management practice across the Service Centre and broader Corporate Services, using ServiceNow as the enabling platform. Define and embed common service management disciplines, including a service catalogue, service ownership, tiering and escalation pathways, knowledge management, demand and capacity management, incident and request management, problem management, continual improvement, and meaningful service level and experience measures.
· Coach service owners and delivery partners to adopt these disciplines consistently and use performance insights to improve accessibility, reliability, efficiency, and staff and student experience.
· Design, document and maintain the Service Centre operating and control framework so that accountabilities are explicit and services are consistently controlled. Ensure each material service has a clear RACI covering the service owner, process owner, control owner and delivery roles; current end-to-end processes, procedures and escalation paths; identified operational, compliance, privacy, cyber, financial and health and safety risks; and proportionate preventive, detective and corrective controls.
· Establish regular assurance that processes and controls are embedded and operating effectively, with exceptions, incidents, control failures and remediation actions recorded, reported and escalated through the appropriate governance forums.
· Build effective partnerships with Corporate Services senior leaders, service owners and stakeholders to align services with University priorities and translate strategic objectives into practical outcomes.
· Develop a high-performing, collaborative and customer-centered workforce while ensuring effective governance, accountability and compliance with relevant legislation and University policies and procedures, including equity and health and safety requirements.
· Model the principles and values embodied in the University’s Code of Conduct, communicating and acting with fairness, ethics and professionalism at all times.
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 Leaders section of our Capability Development Framework.
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