
 

 

Position Title:   Service Delivery Manager     

Salary Range/   TBC 

Classification:  

Term:    7 months fixed term (part time or full-time option) 

Location:   Brisbane 

Contact:   Heath Marks, CEO 

    heath.marks@aaf.edu.au (0409263375) 

Open to: The position is open to Australian citizens and residents who 

have approval to work in Australia 

 

Organisational Context 

The Australian Access Federation (AAF) is an incorporated entity that was established to provide a 

National Identity Federation to facilitate electronic communications and collaboration within and 

between universities and research institutions in Australia and overseas. The AAF provides access to 

over 1.1 million end-users and has a subscription base drawn from Australian higher education 

institutions and research organisations such as the Commonwealth Scientific & Industrial Research 

Organisation (CSIRO), as well as many state-based research support organisations. The AAF also has 

a number of subscribed local and international commercial organisations that provide products or 

services to the Australian higher education and research sector. 

For further information about the AAF go to: www.aaf.edu.au 

 

Vision 

The AAF’s Vision is to lead access management for Australian education and research. 

Mission 

The AAF’s Mission is to support collaboration through effective access management.  

mailto:heath.marks@aaf.edu.au
http://www.aaf.edu.au/
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Your Opportunity 

This position is responsible for coordinating the delivery of AAF’s portfolio of services and leading 

the delivery of the Australian ORCID Consortium. This includes providing a high level of professional 

support in the areas of service delivery, projects, reporting, committees, communication and 

engagement and business operations to ensure the AAF operates effectively and efficiently in 

accordance with standards, policies and procedures. 

The core focus of the role is to provide exceptional service delivery while building strong stakeholder 

relationships to determine and evaluate business needs and improve outcomes for our subscribers. 

The successful applicant will have a broad background in Information Technology, strong business 

acumen and demonstrate flexibility in responding to a range of demands whilst also being adaptable 

to fast changing environments.  

This position is a frontline role and requires a high degree of interpersonal and organisational skills, 

analysis of information and data, interpretation of policies, reporting to funding authorities and 

government, developing communication and engagement strategies, managing business operations, 

professional service engagements and a range of activities to promote the services offered by the 

AAF.  

Additionally, the Service Delivery Manager will also provide leadership to a small team including a 

communication officer and administration officer. With lines of reporting from a technical support 

analyst and finance officer. The Service Delivery Manager is responsible for managing the team’s 

activities to meet the current and future business needs of the organisation.  

This position sits within AAF’s leadership team and reports directly to the AAF Chief Executive Officer 

(CEO). 

Key Result Areas and Responsibilities 

1. Manage service delivery activities, working with the AAF CEO to ensure a positive 

stakeholder experience: 

• Coordinate continuous improvement of service delivery processes, procedures and 

guidelines;  

• Coordinate issue resolution, advisory notices, incident reporting, and other key business 

functions; 

• Analyse data and liaise with subscribers to ensure service delivery improvements are 

identified and objectives are met; 

• Manage the ORCID Consortium activities including the working group and governance 

committee requirements along with the administration and operation of the portfolio; 
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• Manage ORCID member satisfaction and engagement requirements. 

 

2. Prepare stakeholder communication: 

• Prepare stakeholder communication for major notifications of changes, releases, 

incidents, problems; 

• Promote and market AAF services appropriately and effectively to the AAF 

community using channels of communication and social media in compliance with 

policies; 

• Develop and manage a network of stakeholder relationships using a variety of 

communication channels to determine requirements and improve outcomes for 

subscribers; 

• Coordinate the development of the AAF Annual Report, newsletters and printed 

material; 

• Coordinate AAF’s participation in key industry events, including the development 

of conference submissions and presentations, organising AAF merchandise, 

conference booths and associated activities;  

• Develop and implement communication and engagement strategies for the AAF 

and ORCID portfolios; 

• Execute the AAF’s annual compliance program. 

 

3. Engage with system owners, national capabilities, reference groups, business areas and 

clients, and analyse and evaluate information to develop and monitor business 

requirements for AAF’s projects and professional services: 

• Monitor project activities and professional service agreements to ensure 

activities are delivered on time and meet expectations and needs of 

stakeholders; 

• Undertake reporting to capabilities, and funding authorities for AAF grants and 

professional service engagements; 

• Research and prepare a range of management reports. 

Other Activities  

4. Provide support to the CEO as required. 

5. Assist with staff recruitment and on-boarding processes. 

6. Develop and implement staff policies and procedures. 
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7. Ensure business operations are compliant with all relevant financial and legal 

requirements as applicable. 

Key Selection Criteria: 

Essential: 

1. Proven expertise in planning and delivering Information Technology services to clients 

with a commitment to continuous service improvement. 

2. Demonstrated ability to develop, maintain and positively influence effective working 

relationships with stakeholders across a diverse group. 

3. Proven experience in the development and delivery of effective communication 

strategies and plans in the field of Information Technology.  

4. Proven experience in project management in managing and coordinating day-to-day 

activities of projects to deliver effective outcomes within agreed timeframes. 

5. Proven analytical and conception skills, including business requirements gathering and 

preparation of documentation for reporting and publication using a wide variety of 

medium, including web and paper-based materials. 

6. Excellent communication skills, both written and verbal. 

7. Excellent administrative and organisational skills, including an ability to prioritise tasks 

effectively and meet deadlines. 

8. Demonstrated ability to independently represent and act on behalf of an organisation 

in a broad range of situations and environments. 

 

Desirable: 

1. Experience working within the Higher Education and Research sector. 

2. Knowledge and skills with graphic design packages such as Adobe Illustrator. 

 

Qualifications: 

1. A degree in a relevant field of Information Technology, Communications and or 

Business, with subsequent relevant experience OR a combination of relevant 

experience, broad knowledge and industry training. 

Reporting Relationships 
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The position reports directly to the AAF CEO.   

Core Accountabilities 

1.    Provide a customer focussed service to subscribers, which supports all aspects of the 

business of the AAF, and which clearly demonstrates that customer satisfaction is 

paramount. 

2.  Demonstrate energy, initiative and creativity in all job aspects, and in particular 

through efficient and quality focussed commitment to work practice.  

3.  Apply, develop and extend job-specific, professional and organisational knowledge to 

strive for professional growth and excellence in performance. 

4.  Create and maintain effective working relationships with all stakeholders and 

demonstrate exemplary professionalism at all times. 

5.  Openly demonstrate values of: trust, integrity, honesty, fairness, and reliability, 

conveying a strong work ethic and clear commitment to a harmonious work 

environment. 

6.  Comply with all relevant and appropriate instructions, legislation, policies, and 

procedures. 

7.  Adhere to the principles applicable to a “Position of Trust” and ensure that 

information and data is protected. 

8.  Maintain a professional appearance at all times. 

9.  Work and act safely and take all reasonable care to protect personal health and safety 

and the health and safety of others. 

 

Other Job Related Information 

Applicants should note that: 

1. The position is a fixed term part time or full-time position, with normal office hours 

from Monday through Friday.  Flexible working hours will be supported subject to prior 

approval and where this does not impact the ability of the incumbent to carry out the 

duties of the position. 

2. Some travel may be required for interstate trips within Australia.  

3. The position is based at the Brisbane Office. Applicants are required to be physically 

located in Brisbane and eligible to work in Australia. 
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4. An office space will be provided, although flexible arrangements including working 

from home will be supported where this does not impact on the incumbent's ability to 

carry out the duties of the position or burden AAF with material additional costs or 

OH&S compliance obligations. 

5. This role operates as part of a virtual team. It is essential that the successful candidate 

feels comfortable operating in this environment. 

 


