
 
 

  

 
 
 
CUSTOMER DIRECTOR 

DEPARTMENT/UNIT Customer 

FACULTY/DIVISION Buildings and Property Division (BPD) 

CLASSIFICATION Executive Manager 

WORK LOCATION Clayton campus 

ORGANISATIONAL CONTEXT 
Monash is a university of transformation, progress and optimism.  Our people are our most valued asset, 
with our academics among the best in the world and our professional staff revolutionising the way we 
operate as an organisation.  For more information about our University and our exciting future, please visit 
www.monash.edu. 

Buildings and Property Division (BPD) are the stewards of our beautiful campuses. We contribute to 
Monash’s global reputation as a leader in research and teaching by providing world class, award-winning 
buildings, innovative teaching spaces, quality facilities and stunning grounds. We support the 
University’s day to day operations by delivering a wide range of services such as facilities management, 
maintenance, security, traffic, parking, cleaning, waste, mail, courier, pool vehicle hire and shuttle bus 
services.  

At Buildings and Property our customers always come first.    

We engage closely with our students and staff to ensure a safe, healthy and sustainable campus 
environment that enables them to thrive and flourish. In our dealings with each other and our broader 
Monash community we strive for relationships that are respectful, inclusive, collaborative and transparent. 

At Buildings and Property, we provide opportunities for our staff to develop their knowledge and skills, to 
innovate and expand their thinking and to initiate and deliver ideas that translate into efficient, effective 
and customer focussed outcomes. We value strong teamwork and collaboration and we build effective 
partnerships across the University and beyond to leverage the very best expertise to deliver cutting edge 
solutions for our customer. We strive to be the best at what we do.  

At Buildings and Property, we aim to deliver on our mission to become a customer-driven service provider 
that is highly valued by all its Monash customers 
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POSITION PURPOSE 
 
The Customer Director is accountable for bringing a customer-centric, outside-in approach to the way the 
Buildings and Property Division develops and delivers its value propositions to its diverse range of 
customers across the University.  This role will lead the division in balancing the needs of the customer and 
the needs of the estate whilst driving a culture shift within the division that prioritises customer outcomes 
above building outcomes. 
 
The Customer Director leads and directs the Customer function which includes Campus Development, 
Campus Experience and Services, Health Safety and Wellbeing, Strategic Planning and Business Relationship 
Managers (BRMs) 
 
The Customer Director supports the Executive Director by overseeing the operational delivery of all BPD 
core products and services to the University community (Capital and Project planning, Strategic and 
Operational asset management and Health & Wellbeing and Environmental & Sustainability initiatives). 

 
Reporting Line: The position reports to the Executive Director, Building and Property 

Supervisory Responsibilities: This position provides direct supervision to five staff and oversees a team of 
approximately 120 staff  

Financial Delegation: Yes, in accordance with the University delegations schedule 

Budget Responsibilities: Yes, in line with Key Responsibilities 

KEY RESPONSIBILITIES 
 

1. Lead a customer driven approach to the way BPD develops and delivers its value proposition to its 
diverse range of customers 

2. Provide exceptional leadership within the Customer function and across BPD to drive cultural change to 
become a customer driven division that creates value for all customers and ensures customer centricity 
becomes a core accountability of every team and function 

3. Drive processes and decision making that is focused on maximising customer value in alignment with 
the broader Monash strategy.  This includes playing a key role in the development and implementation 
of a Customer Strategy, in collaboration with other BPD leaders, that drives the implementation of 
customer centricity across BPD 

4. Drive collaboration across BPD’s core delivery teams ensuring knowledge is shared and there is a 
shared and joint accountability for delivering valued customer outcomes and experiences 

5. Partner with the Business Intelligence function to leverage the use of data and performance indicators 
to drive improvement in service delivery and customer experience 

6. Develop a deep understanding of all customers, what they need, what they value and why,  and ensure 
this understanding is applied to continually improve the value that BPD creates for its customers 
through the products and services it delivers and the experiences it provides 

7. Provide input into the development and implementation of best practice customer performance 
measurement systems to enable transformation improvement in the customer experience 
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8. Drive all teams to continually improve the quality of service delivery in areas that are important or a 
priority for the customer 

9. Play a lead role in ensuring that customer centric behaviours are recognised and rewarded across the 
whole Division 

10. Support the Strategic Planning function and the BRMs to represent the interests and preferences of 
their various customers and influence the way BPD operates to deliver outstanding customer 
experiences  

11. Works with other Directors on University engagement and advocacy with state and local government, 
local communities and industry to facilitate appropriate stakeholder input to ensure the best outcomes 
for customers, the University whilst ensuring a high level of compliance 

12. Leads and coordinates multi-disciplinary/multi-stakeholder groups covering both Divisional initiatives 
and major capital projects through chairing of Steering Committees and Project Control Groups 
including working with project teams to resolve complex issues and conflicts between different 
customer interests 

13. Manages complex relationships, particularly with key executive-level stakeholders to ensure quality and 
customer-centric outcomes are achieved 

14. Works closely with the Director, Strategy to contribute to and support delivery of the BPD strategic plan 

15. Plays a key role as a member of the BPD executive team in contributing to the overall success of the 
Division 

16. Responsible for managing a capital budget of $200 million 
 

KEY SELECTION CRITERIA 
 

Education/Qualifications 

1. The appointee will have: 
 
• a relevant postgraduate qualification and extensive experience at senior management level within a 

complex management environment, or 
• an equivalent combination of relevant experience and education/training. 
 

Knowledge and Skills 

2. Proactive, energetic and motivational people leader with a flexible, collaborative and enthusiastic 
approach coupled with a proven ability to create a respectful and inclusive work environment 

3. Demonstrated excellence and success in building cohesive environments and creating opportunities for 
cross divisional collaboration and knowledge sharing, ensuring the appropriate structures and systems 
are in place to enable collaborative work practices 

4. Outstanding relationship management and consulting skills including the ability to lead consultative 
processes, engage with senior management, influence and negotiate at the highest levels 

5. Demonstrated excellence and success in growing individual and team capability and performance and 
in driving innovation in planning, processes, systems and work practices  

6. Outstanding interpersonal and communication skills, both written and verbal, with the ability to 
provide authoritative advice and effectively communicate and present complex and sensitive 
information 
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7. Demonstrated ability to deliver on customer centricity as a business strategy; identifying ways to create 
a differentiated customer experience and leading the implementation of activity focussed on the 
customer 

8. Record of achievement and innovation in an executive leadership role within a diverse and complex 
service-based organisation 

9. Be a credible and informed leader who can successfully communicate and influence stakeholders to 
ensure health & safety is integrated into policy and strategy across the organisation 

10. Solid experience in financial management and delivering to budgetary targets 

 

OTHER JOB-RELATED INFORMATION  
• The position will be principally located at the Clayton campus, Melbourne. Travel to the other 

campuses of the University will be required from time to time 
• There may be a requirement to work additional hours from time to time 
• There may be peak periods of work during which taking of leave may be restricted 

LEGAL COMPLIANCE  
Ensure you are aware of and adhere to legislation and University policy relevant to the duties undertaken, 
including: Equal Employment Opportunity, supporting equity and fairness; Occupational Health and Safety, 
supporting a safe workplace; Conflict of Interest (including Conflict of Interest in Research); Paid Outside 
Work; Privacy; Research Conduct; and Staff/Student Relationships. 
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