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CMBE & CPS JAG SERVICE CHARTER 

 
Purpose/Context Statement 
This document describes the commitment to servicing staff in each of the nine Schools and the Joint Programs, and outlines the standard of service expected. We 
are committed to providing the best administrative support possible, which means attaining the right balance between staff availability, capability, scale and cost. 
Your feedback is important as we review and improve both our general and function specific services. The JAG Service Charters are dynamic; however the 
documents will be reviewed annually through the budget process. 
 
Common Goals and Objectives 
We are all committed to supporting the research and teaching endeavours of the two Colleges. The Joint College Administration is focused on adding value to the 
academic endeavour. To do this we will create opportunities for: 

• efficiency dividends though co-ordinated approaches to administration drawing on the benefits of economies of scale 
• cost saving though a capability hierarchy, providing high level strategic expertise to a broad client base 
• staff development and career pathway to attract and retain exceptional administrative staff 
• value adding to the academic activities in terms of risk, business continuity and making sure it is possible for all staff to work at the forefront of their fields. 

 
JAG Vision and Mission 
The Joint Administration Group for the ANU College of Medicine, Biology and Environment (CMBE) and the ANU College of Physical Sciences (CPS) will provide 
seamless, coordinated administrative support services aligned with and responsive to changes in strategic direction and the needs of the University, Colleges, 
Schools and Centres. 
 
Our mission is to provide high quality administrative support in six core areas - finance, human resources, research management, student administration, IT and 
marketing and development. 

 



 
 
Our partnership with other Colleges and Central Administration Divisions 
 
We represent the Colleges on a range of University committees, reference groups and working parties, and contribute to the development and review of University 
policy and procedure. 
 
Compliments and Complaints 
 
You can give us a compliment or make a complaint in the most convenient way to you, using one or all of the following communication options: 
 
 Face-to-Face 
Face-to-face communication is our preference, because it encourages 
the sharing of information and helps avoid miscommunication.   

Over the phone 
Telephone communication requires more skills by both parties 
because of the absence of visual clues when filtering incoming 
information. 

Email 
Email can be very efficient and generates a record however we’d 
prefer to interact with you to solve a problem or promote a 
success.  

Please meet with us and let us know you’d like to 
provide some feedback. If possible share some details 
of what you would like to talk about so we can get 
some background information to bring to the meeting. 

If over the phone is a more convenient way to 
provide feedback, you might consider still meeting 
with us so that we can discuss your topic 
uninterrupted.  

You can contact your local JAG staff directly via 
email. 
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Delivering the service
• In liaison with the School Manager & Director
• Timely and responsive to client needs
• Solutions supporting the Strategic and Operational Plans and in accordance with 
ANU policy and procedures. 
• "Can do" approach
• Day to day responsiveness

NB: Delivery of service inputs may vary to achieve desired outcomes
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Service requests - What do you want?
• Objective and timeframes
• ??
• ??

SERVICE COMMITMENT
The Service Charter which articulates and allocates 

responsibility, accountability and defines expectations

COMMUNICATION
The approach to user friendly, responsive service 

provision, communication, consultation and relationships.

STRUCTURE
The organisational structure of the function. 

COMMUNICATION
The approach to user friendly, responsive service provision, communication, 

consultation and relationships.

COMMUNICATION - exploring what communication structures might mean for 
a partnership:
- identifying key stakeholders in the client group
- supporting the culture of the School and its core business
- attending meetings associated with the management and governance structure of 
the School – such as School Executive, Faculty Board (or equivalent), Managers 
meetings, Senior Leaders, Heads of Department, Departmental Administrators
- meeting regularly with the Departmental Administrators
- involvement in induction at the local areas
- having a communications strategy
- having a formal communication structure with recognised lines of communication – 
these may support organisational structure and/or build on the structure
- seeing clients – going to them in their own context/environment
- having HR forums, for example:
o a formal HR group/committee in each school bringing together key stakeholder to 
develop proactive HR practices and strategies aligned with the School’s strategic 
plan
o HR discussion forums to discuss emerging issues and to foster HR leadership
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SERVICE COMMITMENT
The Service Charter articulates and allocates responsibility, accountability and

defines expectations and priorities

Service Charter - 
- details the quality, quantitative and timeliness of outcomes
- establishes measures for performance
- details physical locations of service
- details compliments and complaints mechanisms
- clarifies what JAG will do
- clarifies what Schools will need to do
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Leadership/Supervision - supporting and developing the people.  Enabling & building capability
• Provide leadership to staff.  Connect staff to the ANU and College/Function strategic plans including 
innovation to develop the HR function in the context of the Colleges and University
• Develop senior leadership team.
• Develop clear performance expectations and conduct regular reviews in liaison with clients.
• Ensure appropriate training, mentoring and career development E.g. Ensure professional development 
plan in place for all direct reports.
• Ensure succession planning
• Communicate key ANU information/changes and relate changes to work area/client needs

Coordination – Facilitate provision of effective service to internal colleagues and/or external clients 
(through provision of systems and processes to enable staff to do their jobs effectively and efficiently) incl
coverage for staff absence.
• Ensure appropriate standards and consistency of service 

Support
• Provide reports, advice
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