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Overview 

1. Corporate Services – Staff Profile 

2. Key Portfolio & Directorate Activities  

3. myVoice Survey Results 

4. Update on Service Matters Framework 

5. Questions, comments, suggestions 



Corporate Services Staffing Profile 
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KRA 1: Strategic Approach 
• 2015-20 Strategic Plan 
• Renewal of TEQSA registration 
• Organisational Unit Reviews – MER and Properties 
• Corporate Services Leadership Retreat 

 Positioning Statement 
 Values / behaviours 
 Leadership styles 
 myVoice 

KEY PORTFOLIO AND 
DIRECTORATE ACTIVITIES 



KRA 2: Workforce 
• Change Management Framework 

• Service Now Implementation 

• Academic Working Arrangements 

• Pay Cycle Change 

• Work, Health and Safety 

• myVoice survey results 
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KRA 3: Financial Performance 
• 2015 Budget 

• Centralisation of Procurement 

• Finance System renewal and improvements 

• Finance and procurement training 

• Further development of management reporting 
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KRA 4: Infrastructure 
 • Infrastructure Plan 

• Critical Incident Management 

• Bookshop and General Stores selection 

• Upgrade/expansion of AV/Vid Conf services 

• Campus Catering  

• Migration of staff to Office 365 

• Major Infrastructure Work 
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• Student Central Project 

• Banner upgrade 

• Service Matters Framework 

• Tobacco-Free Campuses 

• Graduation Review 

• ACU Foundation 

KRA 6 & 7: Service Delivery 
& External Relations 



 



myVoice - Priority Areas 
Cooperation 
• Improving communication and collaboration between different 

areas of ACU  
Career Opportunities 
• More time and effort on career planning; opportunities for career 

progression 
Change & Innovation 
• Handling change better; culture of improvement and advancement 
Leadership 
• Keeping staff informed and listening to their views 
• Encouraging affiliation with ACU as a whole, not just own work area  

 



Update on Service Matters 
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2 Activity  
Review 

• Identify and analyse 
quantified effort 
across the support 
services and draw 
key observations. 

3 Service  
Review 

• Identify 
improvement 
opportunities 
based on 
emerging themes. 

1 Service 
Catalogue 

• Develop an ACU 
Service Catalogue 

4 Staff   
Survey 

• Conduct a staff 
survey to measure 
satisfaction with 
service quality 

5 Operating  
Framework 

• Develop a set of 
operating 
framework options  
and associated 
recommendations 

How we came from Shared Services to Service Matters 
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Service Delivery Model 

Alignment  Collaboration  Autonomy  Decision-Making  Quality  Respect  Adaptability  Accountability  Accessibility  Efficiency 



Collaborating for 
Service Excellence 
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ACU Service 
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Service 
Delivery 



Service Improvement Activities  
 • FINANCE 

 New Procurement Framework  
 Budget process improvements 
 Re-invigorated finance training program  

• HR 
 HR Service Desk System (Service Now) 
 Work Health & Safety Audit recommendations  
 On-line Casual Employment System 

• GOVERNANCE  
 New Electronic Record Management System 
 Delegations Framework  
 Privacy Policy Framework. 

• OPSM 
 Business Intelligence Strategy and Data Framework 
 Policy on policy development 
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• IT 
 Single Self Service portal for IT and other Corporate services 
 Improvements to teaching technology  
 Upgrade of communications and office automation services 

• PROPERTIES 
 National Service Contracts 
 Room Booking System 
 e-Waste Policy 

• STUDENT ADMINISTRATION 
 Review Tutorial Direct 
 Student Appeals and Complaints process 
 Conferral and Graduations processes 

• MARKETING AND EXTERNAL RELATIONS 
 Customer Relationship Management 
 Content Management System 
 Branding review 
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Service Improvement Activities  
 



Questions? Comments? Suggestions? 


	CAMPUS CONVERSATIONS�Corporate Services�October 2014���
	Overview
	Corporate Services Staffing Profile
	KEY PORTFOLIO AND DIRECTORATE ACTIVITIES
	Slide Number 5
	Slide Number 6
	Slide Number 7
	Slide Number 8
	Slide Number 9
	myVoice - Priority Areas
	Update on Service Matters�
	Slide Number 12
	Collaborating for Service Excellence
	Service Improvement Activities �
	Service Improvement Activities �
	Slide Number 16

