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Monash University has a vision for excellence as an international, enterprising 
and inclusive University. Within the context of this vision, it has set some 
aggressive growth targets which will reinforce the University’s position on the 
local and international landscapes.

These growth targets will need to be achieved during a period of significant 
change within the tertiary education sector in which:

• Education funding policies & models are constantly changing
• Student expectations are evolving
• Competition is increasing
• Non-traditional universities are entering the sector
• New technologies are disrupting the education environment

The combination of the university’s aggressive growth targets and the rapidly 
changing environment in which it operates, creates a challenge which will 
require innovation that is focused on meeting the evolving needs of Monash 
University’s diverse customer and stakeholder groups.
As Monash University’s provider of buildings and property services, BPD 
has a critical role in enabling the university’s growth and in supporting the 
university in delivering on its Focus Monash strategy.  In the same way that 
the University needs to innovate and remain relevant to its customers, BPD 
must do the same for its customers.
BPD is committed to getting closer to its customers and to continually strive 
to increase the value it delivers to them. The division will be focused on 
delivering solutions which go beyond the boundaries of what it delivers 
today. In short, BPD is becoming more customer-centric and is transitioning 

from being a provider focused on technical excellence to becoming a truly 
customer-centric service provider which, whilst continuing to deliver technical 
excellence, delivers ever-increasing, customer-focused value to each of the 
different customer groups which it serves. 
This strategy plan is an evolution of BPD’s previous strategy plan and it will 
ensure that the division builds on all that has been achieved during the last 3 
years. To focus BPD’s strategy over the next phase, we have set ourselves 
a core challenge: “BPD will become a customer-driven service provider that is 
highly valued by all of its Monash customers”. To meet this challenge, in such 
a rapidly changing education sector, we will develop a deeper understanding 
of our customers’ needs and ensure that our understanding pervades the 
whole way in which we operate, innovate and deliver value to our customers. 
This is an exciting time for BPD and this strategy plan outlines the start of 
an exciting journey for the division to become significantly more customer-
centric and play an invaluable role in supporting and enabling the university’s 
Focus Monash strategy 

Bradley Williamson
Executive Director
Buildings and Property Division
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“ BPD will become a customer-driven 
service provider that is highly valued 
by all its Monash customers. ”

MISSION
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GUIDING  
PRINCIPLES
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The following principles will 
underpin BPD’s actions and 
decisions. They will be evident 
in the ways in which we treat 
each other and in the ways in 
which we conduct ourselves with 
external partners. They embody 
the broader university’s guiding 
principles but include BPD 
specific elements.

DISCOVERY
WE NURTURE CURIOSITY AND INNOVATION IN THE PURSUIT OF 
NEW KNOWLEDGE.

AMBITION
WE AIM TO BE OUTSTANDING IN ALL WE DO, CONSTANTLY 
PUSHING OURSELVES BOTH TO IMPROVE OUR PERFORMANCE 
AND DEEPEN OUR UNDERSTANDING OF WHAT EXCELLENCE 
MEANS.

RESPECT 
WE ACT ETHICALLY, FAIRLY, TRANSPARENTLY AND WITH 
GENEROSITY OF SPIRIT.

OPENNESS 
WE SEEK OUT NEW IDEAS AND OPPORTUNITIES, SHARE OUR 
KNOWLEDGE WIDELY, EMBRACE DIFFERING PERSPECTIVES AND 
WORK TO BUILD ENDURING COLLABORATIONS.

SERVICE 
WE ACT INCLUSIVELY AND PROACTIVELY FOR THE BENEFIT OF 
THE WHOLE MONASH COMMUNITY.

STEWARDSHIP
WE ACT AS THE STEWARDS OF THE UNIVERSITY’S BUILDINGS, 
PROPERTY AND GROUNDS TO SUPPORT THE BROADER 
UNIVERSITY PLAN.
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BPD WILL FOCUS ON:
YEAR 1

CUSTOMER KNOWLEDGE & EXPERIENCE

INNOVATION & EXPLORATION

PARTNERING & COLLABORATION

ADDITIONAL FOCUS AREAS IN YEARS 2-3

DIGITAL/PHYSICAL INTEGRATION

SUSTAINABILITY

GOALS
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Customer-centric organisations exist to serve their customers; they 
possess a deep understanding of exactly what their customers need  
and value. 

BPD will continue to deliver the excellent work it delivers but it will now focus 
more heavily on doing so based on a deeper understanding of its customers’ 
needs (and how their needs are changing in response to market conditions). 

BPD is committed to ensure that it delivers outstanding customer experiences 
for each of its diverse customer groups and will provide complete transparency 
of decision-making when balancing the sometimes conflicting interests of 
these different customer groups.

YEAR 1 PRIORITIES
CUSTOMER KNOWLEDGE
1. Segment our different customers and gain a deep understanding of what 

each segment needs and values

2. Launch a Customer-Centricity Award that all BPD staff can participate in 
with the opportunity to gain significant recognition and reward

CUSTOMER EXPERIENCE
1. Implement a comprehensive Voice of Customer programme to capture 

customer feedback and drive continuous improvement on the things that 
matter to our customers

2. Develop and implement an engagement model for each segment that 
outlines how BPD will interact with the segment in terms of channels and 
service levels

3. Identify 1-2 key underperforming customer processes and redesign these 
processes to significantly improve the customer experience

CUSTOMER KNOWLEDGE  
& EXPERIENCE
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“We will develop a deep 
understanding of our customers’ 
current and emerging needs  
and deliver engaging and  
relevant experiences”.
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To remain relevant to the evolving and changing needs of its customers, BPD 
will explore new ways of creating and delivering value. It will continuously 
explore new ways in which it can increase its efficiency, and its impact on 
the successful implementation of the university’s broader Focus Monash 
strategy.

BPD will implement customer-centric innovation processes to ensure that it 
focuses its innovation efforts on things which customers truly value and it will 
leverage best-practice innovation methods to continually explore new ways 
of creating value for its customers. There will also be a focus on building 
on and leveraging the innovation capability that exists within BPD so as to 
allow a balanced focus on innovating on the division’s core business and 
innovating in new areas of value creation.

YEAR 1 PRIORITIES
1. Define Big Hairy Audacious Innovation Goals (BHAIGs) that create 

a clarity on where innovation and exploration efforts will be focused 
within BPD

2. Develop the BPD Innovation and Exploration Guide which includes 
BPD’s innovation process, along with guidelines which define how 
innovation will be operationalised throughout the division

3. Cascade innovation into staff myPlans, PDs, and regular catch ups, 
so there is transparency on how BPD staff members are expected to 
contribute to the innovation effort

4. Create an Innovation  and Exploration Lab where ideas can be 
identified, tested and refined in line with BPD’s innovation process

5. Train a group of Innovation ‘experts’ in best-practice innovation 
and exploration methodologies to act as champions and mentors 
throughout BPD

INNOVATION & EXPLORATION
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We will explore new ways 
to deliver value for our 
customers in a rapidly 
changing market.
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In becoming more customer centric and developing the best possible 
solutions for BPD’s customers, BPD will not be constrained by what it can 
do alone. 

BPD will build strategic partnerships to deliver solutions for its customers, 
which lie beyond the scope of what the division could do on its own. 
BPD will be strategic about who it partners with; it will only partner where 
ideas have been generated to solve BPD’s customers’ problems and these 
ideas require a partnership to access capability that is not easily accessible 
within BPD.

YEAR 1 PRIORITIES
1. Establish clear definitions and operating guidelines that distinguish 

between partner management and supplier management.

2. Categorise all BPD’s current supplier relationships in line with BPD’s 
established definitions

3. Create a genuine partnership with an internal Monash division (e.g. 
eSolutions) as the first proof-point of BPD’s collaborative approach

4. Train a core group of BPD staff in creating and maintaining successful 
partnerships

PARTNERING & COLLABORATION
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We will leverage our partners’ 
distinct capabilities so that 
we can design solutions for 
our customers which are not 
constrained by what we can 
provide on our own.
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The worldwide ‘digital revolution’ is changing the tertiary education sector 
at an ever-increasing rate; indeed a key component of the Focus Monash 
strategy is digital/physical integration.

In its role of steward and manager of Monash University’s physical 
environment, BPD is in an excellent position to play a key role in shaping 
the ways in which the digital and physical worlds will integrate in the Monash 
environment.

BPD will partner with internal and external experts to ensure that the Monash 
infrastructure remains at the cutting edge of the integration between the 
digital and the physical worlds across the entire university ecosystem.

DIGITAL/PHYSICAL SUSTAINABILITY

BPD has played a key role in putting sustainability at the centre of the Focus 
Monash strategy. 

BPD will continue to lead the way in enabling the university to be at the 
cutting edge of the sustainability movement from an environmental, social 
and financial perspective. The division will build on the Net Zero program by 
extending the sustainability program into new areas whilst ensuring that it 
embeds sustainability into the core ‘DNA’ of the broader university.

In line with its core challenge, BPD will continue to drive the sustainability 
agenda within Monash in a way which is 100% customer-centric.
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ADDITIONAL FOCUS 
AREAS  
IN YEARS 2-3
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ENABLING 
ELEMENTS
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We will focus on improving  
the processes that have the  
biggest impact on our 
customers and our staff.

YEAR 1 PRIORITIES
Co-create with staff a mechanism that enables the staff to  
lead and execute any process improvement initiatives

PROCESS
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KNOWLEDGE  
MANAGEMENT
We will be strategic about the 
knowledge that we can capture and 
we will create an environment in 
which the transfer of knowledge 
occurs through open systems and 
people collaborating together.

YEAR 1 PRIORITIES

1. Remove the current barriers to access knowledge and information regarding  
BPD’s asset management

2. Determine which knowledge is mission-critical to BPD’s business model and

3. competitive advantage and develop strategies to capture and share this knowledge   
as a key organisational asset
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YEAR 1 PRIORITIES
1. Create a training course in Creative Problem Solving and Decision Making that is  
 available to all staff

2. Place a greater focus on customer-centric capabilities when recruiting new staff  
 into BPD

3. Explore using secondments, mentoring and shadowing, and cross-functionally within  
 BPD, within Monash and external to Monash to help bring new ideas to the way BPD  
 operates

CAPABILITY

We will invest in developing the 
capabilities of our people. We will 
recruit new people strategically whilst 
also developing new capabilities and 
expertise within our existing team.
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We will break down functional 
silos, encourage cross-functional 
collaboration and create an 
environment in which people work  
for each other to deliver great  
outcomes for our customers.

TEAMWORK & 
COLLABORATION

YEAR 1 PRIORITIES
1. Create cross-functional teams that collaborate for the full duration of projects from  
 design to execution

2. Ensure that BPD recognises and celebrates success as one team and not as four  
 separate functional units
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INDICATORS
INDICATORS
BPD’s performance in achieving its overall 
Mission will be measured by a single over-
arching measure: Customer Satisfaction. 
BPD will track Customer Satisfaction for 
each of its customer groups and will aim to 
significantly increase this measure for every 
year of the strategic plan.



23

CUSTOMER KNOWLEDGE & EXPERIENCE

YEAR 1 TARGET

1. For the 1-2 customer experience processes targeted for Year 1 improvements, 
the Customer Satisfaction levels have increased significantly as a direct result 
of the reengineered experiences

2. Developed and implemented a customer segmentation model that has 
created clear distinction between the segments in terms of the value that BPD 
is delivering and the way that value is being delivered

3. During the first half of the year, a Voice of Customer programme has been 
established across all customer segments and a baseline of customer 
satisfaction has been determined for each segment with this data being 
visible to all staff. VoC transactional feedback is also being captured for key 
experiences

HOW WE WILL 
DEMONSTRATE OUR 
COMMITMENT

INNOVATION & EXPLORATION

YEAR 1 TARGETS 

1. At every level of the organisation, 80% of BPD staff members can 
articulate:

• What innovation is (in line with BPD’s innovation definition)

• Why innovation is important to BPD (in line with BPD’s definition of 
importance) 

2. At every level of the organisation, 80% of BPD staff members can articulate 
what their innovation KPI is 

3. A cross-functional team of BPD ‘Innovation Champions’ will be trained in 
best-practice innovation methods & innovation mentoring skills

4. A minimum of 5 examples of how champions have helped other employees 
in their teams to use innovation methods in a practical application which 
added value to a project or task will be identified
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PARTNERING & COLLABORATION

YEAR 1 TARGETS

1. A clear partnership framework has been developed that outlines how BPD 
will engage and operate with its partners

2. BPD’s new Partner recognises that BPD is one of its close partners in 
delivering value within Monash

KNOWLEDGE MANAGEMENT

YEAR 1 TARGET
1. We have a clear view on the mission-critical knowledge for BPD and how 

this knowledge is going to be captured and shared

2. An integrated platform(s) for the collection, storage, reporting, and 
analysis of key asset information has been designed and implementation 
has commenced



25



25 26

TEAMWORK & COLLABORATION

YEAR 1 TARGETS 

1. 3 clear examples exist of where BPD has created cross-functional teams 
at the beginning of a project to collaborate and achieve the end-to-end 
project outcomes

2. 3 clear examples exist of where BPD is now celebrating as one team and 
not as functional units

CAPABILITY

YEAR 1 TARGETS
1. A training course for Creative Problem Solving & Decision Making has 

been established and all staff are encouraged to participate

2. BPD’s recruitment process includes an assessment of customer-centric 
skills

PROCESS

YEAR 1 TARGETS
1. A new mechanism exists for how staff will lead and execute process 

improvement initiatives

2. Staff feel empowered to drive process improvement initiatives without 
reverting to the Executive Leadership Team for direction
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