Appendix 1: Research items 


	SERVICE SYSTEM WELLBEING

	Existential Wellbeing

	The university’s service system provides us a sense of purpose

	The university’s service system provides us a sense of meaning

	The university’s service system helps us feel committed to our purpose

	Transformative Wellbeing

	The university encourages us to attend formal developmental activities (e.g. training, seminars, etc.)

	The university’s service system offers guidance on professional development

	The university’s service system offers learning opportunities for staff to improve themselves 

	The university’s service system offers avenues for employees to apply new skills and knowledge

	The university’s service system encourages staff to develop skills that contributes to our betterment 

	Collaborative Wellbeing

	The service system of the university encourages us to develop close relations with each other

	The university’s service system helps us maintain cooperative relationships

	The service system of the university supports us in considering each other as collaborators

	The service system of the university encourages us to have mutually beneficial relationships with each other

	The university’s service system encourages us to work through difficult situations together

	Community Wellbeing

	The university’s service system connects us with external stakeholders (i.e. suppliers, volunteers, etc.)

	The service system of the university gets us resources from external stakeholders

	The university’s service system provides us with a sense of belonging to external stakeholders

	The university’s service system is good at influencing external stakeholders

	The service system of the university encourages us to think from an external stakeholder’s perspective

	The service system of the university ensures that we meet the needs of our external stakeholders

	Leadership Wellbeing

	The service system of the university offers leadership that supports individual’s overall development

	The university’s service system has leaders who recognise individuals’ efforts

	The university’s service system has leaders that foster cooperation between individuals

	The service system of the university has leaders who encourage innovative thinking

	Resource Wellbeing

	The university’s service system provides easy access to physical resources (e.g. information, technology, meeting facilities, etc.)

	The service system of the university offers convenient access to a variety of resources

	The service system of the university provides easy access to intangible resources (e.g. knowledge)

	The service system of the university provides timely access to resources

	Social Wellbeing

	The service system of the university provides social connections

	The university’s service system offers social connections that are accepting of others

	The university’s service system has social connections that care about each other

	When under pressure, the university’s service system provides supportive social connections

	The university’s service system has social connections that offer enjoyable experiences

	Organisational Culture 

	In the university, we embrace individuals who do things in a different way 

	The university is willing to try new ways of doing things and seek unusual novel solutions 

	The university encourages people to think and behave in original and novel ways

	The university cannot solve a problem using conventional methods, we improvise new methods

	The culture of this university encourages enthusiastic participation of all in innovative activities

	Governance Wellbeing (3 items)

	Our [service system] provides effective policies  

	Our [service system] provides detailed and accurate information about procedures 

	Our [service system] offers confidentiality through policies

	Strategic Wellbeing (4 items)

	Our [service system] sets long-term objectives for innovation

	Our [service system] supports us in developing new service offerings

	Our [service system] encourages us to identify and communicate new opportunities

	Our [service system] monitors its commitment to innovation

	Firm Performance (FP)

	Customer Service employees of the university proactively share information with customers to meet their financial needs

	Customer service staff of the university anticipates issues or needs customers might have and proactively develops solutions 

	Staff of the university use their own judgment and understanding of risk to determine when to make exceptions or improvise solutions for customers

	Staff of the university take ownership by following through with the customer interaction and ensures a smooth transition to other service representatives

	Customer service staff of the university actively creates partnerships with other service representatives to better serve customers

	Customer service staff take initiative to communicate client requirements to other service areas and collaborates in implementing solutions

	Customer service staff of the university proactively checks with customers to verify that customer expectations have been met or exceeded





