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Corporate Services Function Chart
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Status of Portfolio Changes

Reduced
Operating
Positions

Directorate

Office of COO
& Deputy COO

Properties &

o 4.7 FTE
Facilities
IT (DRAFT) 8 FTE
OPSM 1FTE
Student Admin 11.6 FTE
95 FTE
7 FTE
Finance 4 FTE
Governance & 3 ETE

OGC

Net Reduction
in Management

Positions *

2 FTE

S FTE

2 FTE

4 FTE

3 FTE

1FTE

Status of Change Plans

No change plan

Implementing placement
process. New structure
effective 30 April

In consultation phase

No change plan
Implementing placement

process; New structure
effective 1 May

Completed. New
structure effective 1 Mar

Implementing placement
process; New structure
effective 7 May

No change plan

No change plan

Summary of Key Changes

Reduced executive support

3 divisions reduced to 2; reduced non-
essential maintenance; changes to mail,
car pool and stationery

Proposed reduced management; reduced
12 FTE Capital positions, rationalised 16
vacancies; realignment of roles/groups

Role not replaced

Centralised technical roles; reduced AO
roles

Philanthropy reviewed; integrated
marketing roles; changing Future Student
work

Established HR Business Partnering; focus
on standards & reporting and system
processes; alignment of Safety unit with
Employment Relations unit

Vacant roles not filled; changes to petty
cash and cab charge

Roles not replaced; major governance
committees restructure

*Included within “Reduced Operating Positions”



Service Excellence

People and
culture

Strengthen capability — increase staff knowledge
and skills to pursue service excellence.

Recognise and reward — acknowledge service

excellence through formal and informal means.
Focus on the service user - foster a service culture
focused and informed by the service experience.
Collaborate — partner across services to provide an
integrated and excellent service experience.

Solutions
and systems

Enhance service management - implement solutions
and systems that are fit for purpoe, easy to access and use.
Integrate for connectivity — deliver integrated solutions
and infrastructure to enable seamless connectivity and
information access.

Support service delivery - ensure solutions support the
provision of efficient, consistent and high-quality services
that are customer focused.

Meet business needs — understand business needs to
deliver systems that provide the best and most
sustainable solution.

ACU Identity and Mission

Impact through empathy

Policies
and processes

Understand process frameworks - build knowledge of
legislation, policies and frameworks.

Document what we do - be transparent about service
delivery and the steps involved in processes.

Co-create improvements - engage Service Providers
and Service Recipients in mapping, simplifying and re-
designing new or existing processes.

‘Work smarter - transform ineflicient or manual
business processes through automation and digitization.

Measurement
and performance

Focus on feedback - use data analytics to understand
and improve the service experience.

Benchmark - compare data from across the sector to
inform internal standards.

Improve services — measure service performance against
agreed service standards and make ongoing adjustments.
Report and monitor — capture meaningful metrics to
understand the service experience, demand, delivery

and quality.



Soclal Infrastructure and

Project Management

Improving staff and student amenity

 Access to Gyms Feedback please!
 Access to Childcare 9ACU
« Critical Incident Management

« Food and Beverage Project

cafe experience today?

HA TR

* End of trip facilities
« New branded merchandise and clothing

Project Management

« Portfolio Project Office launched

 Reviewed active projects from 134 to 69 projects
* Increased visibility and control

« Commencing project practice improvements

e PM Community of Practice + PM 101

« PM Policy review




ACU Major Campus Developments

Mercy
Building [g—
Brisbane -~

Veritas Building, Canberra Mother Teresa Building, Melbourne



Melbourne Campus Developments

Gymnasium




Canberra Campus Developments
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Strathfield Campus Developments

Car
Park
View




Completed IPPE fit out
Levels 9 & 10
33 Berry St



Brisbane Campus Developments

Aubigny Centre




Ballarat Campus Developments

Refurbished |
Forbes
Centre




Service Recipient
Focus Group
Project Support
Officers Bagin
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Tiered Service \

: Management ' WORK WITH DIRECTORATES
: Model' Endorsed | AND SERVICE USERS TO:

' Establish a staff service centre

. Build knowledgebase

i Build self-service options

; J . ' Build workflows

: : ServiceNow . Manage level 1 & 2 service requests
: NOW Selected + Develop standardised reports

Process Mapping
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Initiation ~ Assessment Design Implementation Review


https://www.youtube.com/watch?v=sEbsmAFWn1U

Tiered Service Management
— VOLUME -

*Self-Service
*Knowledge

*|ntegrated

Service Centre
*Phone and Online Service
Requests

eSubject Matter Experts
*Process Owners

C
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M
P
L
E
X
I
T
Y

*3rd Party Vendors
*Contractors

*Management




Service Central Portal — Concept

My Tickets 1 ContactUs  Feedback AF  Angela Forrester

Request Something Fix Something 9 Knowledge
Find services and items you require Report a problem or issue Find solutions and read self-help articles

Finance Human Rescurces
Coming October 2018




VACU
Questions? Comments?
Suggestions?




	Corporate Services Campus Conversations
	Overview
	Slide Number 3
	Slide Number 4
	Slide Number 5
	Slide Number 6
	Slide Number 7
	Slide Number 8
	Slide Number 9
	Slide Number 10
	Slide Number 11
	Slide Number 12
	Slide Number 13
	Slide Number 14
	Slide Number 15
	Slide Number 16
	Slide Number 17

