REVIEW OF ACADEMIC ADMINISTRATION

Table of Recommendations

	Objectives and Recommendations
	Action
	Timeline
	Response

	Objective 1: To ensure alignment of resources and activities with the University’s future directions and strategic priorities.
	
	
	

	
	
	
	

	Recommendations:

1.
That the DVC(A) review the relationship between Academic Administration (Secretariat) and GIHE in light of the GIHE review to ensure the coordination of academic policy advice and development.

2.
That greater emphasis be given to alignment of strategic priorities within operational and performance planning of all Academic Administration administrative elements and staff.


	DVC (A)

Academic Registrar, all Section Heads
	March 2007

March 2007
	To be discussed with incoming Director of GIHE in early 2007.

This recommendation will be taken on board by Academic Administration in its planning cycle.  The process will be adjusted to ensure bottom up as well as top down input into initial planning activities.  Thereafter, sufficient opportunity will be given for consultation on drafts as the plan evolves.  This will be done at section meetings and at least one AA Forum for all AA staff.




	Objectives and Recommendations
	Action
	Timeline
	Response

	Objective 1: To ensure alignment of resources and activities with the University’s future directions and strategic priorities.
	
	
	

	
	
	
	

	3.
That attention should be given to improving operational integration, with the goal of moving from a situation where elements view each other as service providers towards a partnership model in delivering a complete and integrated service to the University community.

4.
That the University systematically review Academic Administration’s customer services practices to ensure that they are fully supporting the key priority the University places on improving student retention.

5.
That the University assign appropriate resources to support the academic security and integrity of assessment.

6.
That the University address those issues identified as impacting negatively on the international student experience.
	Academic Registrar

Academic Registrar

DVC (A)

PVC (A)

Academic Registrar, PVC (International)
	December 2006

December 2006

March 2007

June 2007

December  2006

Jan 2007

June 2007
	The points in this recommendation are well taken.  It is recognised that improvements can be made to providing a better integrated approach both within Academic Administration itself and also in conjunction with academic elements.  In this latter case, care must be taken to ensure that strategic decisions affecting other elements/units are made with prior consultation.  In practical terms, the following steps will be taken:

1. The Academic Registrar will consult with all Group PVCs, and a sample of Deans/Heads of Schools to clarify problems and roles;

2. consideration will be given to how the roles of the ASOs can be enhanced in this regard;

3. reviews will be carried out of best practice in terms of the provision of integrated services on each campus and improvements made throughout the University.

Academic Administration will develop a set of service standards for use by all staff to provide best practice of customer service and to ensure that all front-line staff are student friendly, student focused, knowledgeable and provide quality advice and service. In addition the following initiatives are currently being implemented or under consideration:

· Re-implementation of a ‘Referral Form’ to all elements to refer students from one service point to another.

· A knowledge database tool in conjunction with a Customer Relationship Management solution.

· Establishment of the G33 Student Centre at the Gold Coast where all service providers will be co-located.

· A call centre will be introduced in the G33 Student Centre with the objective of improving the quality and service of telephone contact for current and prospective students. 

· Refurbishment of Nathan and Mt Gravatt Student Centres to provide a more student friendly environment

A commitment from AA to maintain over 90% satisfaction of students for our service provision (as reported in the Student Satisfaction Surveys)

The specific issues of security and integrity of assessment will be addressed immediately.  The broader question of overassessment will be addressed as part of a review being conducted by the DVC (A). Resources will be allocated for the full servicing of mid semester exams should that still be required following the assessment review.
Additional briefing sessions will be conducted with AA and GI staff involved in the enrolment of international students and the management of their university experience.  Some focus groups will be held with suitable respondents to identify problems. A report will be prepared recommending actions to be taken to address issues identified. These recommendations to be implemented or progressed by mid 2007 through collaboration between IO and AA.




	Objectives and Recommendations
	Action
	Timeline
	Response

	Objective 2: To assure the Vice Chancellor and the University community that services are of a high quality and are efficient and effective.

Objective 3: To promote continuous improvement of services.
	
	
	

	
	
	
	

	Recommendations:

7.
That the University revisit the efficacy of the earlier service project (21 service statements) and assess the value of using a similar project in the current context.

8.
That Academic Administration undertake benchmarking to ensure best practice in AA.

9.
That the University thoroughly review the student related part of its website with a view to ensuring that it is as comprehensive and useful to students as possible.

10.
That the University develops, adopts and implements a range of communication strategies to improve the relationship and understanding between Academic Administration and its stakeholders.

11.
That the University develop a progressive and more comprehensive orientation program for all commencing students.

12.
That the University mandates that AA conducts web-based enrolment of all commencing students in small, facilitated, face-to-face groups.

13.
That the University review its current use of information systems supporting Academic Administration with the aim of ensuring maximum leverage from them.

14.
That the University institute a record-keeping audit across the whole of University and put in place an appropriate system, supported by a mandatory program for training/induction of staff, around effective records management practice.


	PVC(A),

Academic Registrar, Director, HRM

Academic Registrar

PVC(A) to co-ordinate

Academic Registrar, Section Heads

Academic Registrar, Coordinator, FYE

Director, Student Administration

Academic Registrar

PVC (A)


	December 2007

September 2007

June 2007

June 2007

September 2007

January 2007 onwards

SAS 8.9 Upgrade schedule

December 2007


	A review of past and current strategies for building a culture of service in administrative areas is undertaken, to identify  recommendations for future action in this domain.

Progress will be reported on at least one benchmarking project in each of Student Administration, Secretariat and Student Services by September 2007.

The PVC(A) will co-ordinate a review of the Griffith University web site.  Planned improvements for 2007 already include:

· A knowledge database tool in conjunction with a Customer Relationship Management solution.

· Refinement of the enrolment tutorial for commencing students.

· Inclusion of the Career Board website within the Degrees and Courses web site.

· Links to the FYA website within orientation information.

In general the website will be planned around functional (rather than territorial) pathways.

Academic Administration recognises that it is ultimately accountable to its stakeholders for the provision of services.  Better understanding of the relationships and tensions between and among stakeholder groups will be sought and solutions considered.  Academic Administration will review its communication and consultation strategies to improve the identification of responsibilities of offices and individual issues from a functional rather than territorial perspective.  (see also response to Recommendation 3 above).  

Strategies for improving Orientation and transition processes for Semester 1 and Semester 2 2007, will be reported in September 2007, and improvements measured through student feedback.

The University will not implement this recommendation because it is neither necessary nor resource efficient. Face to face support for web-based enrolments will continue to be provided as an option for commencing students from January  to Orientation Week.  This support is provided in computer laboratories on all campuses.  The G33 Student Centre at the Gold Coast Campus will have the provision of 12 self-help computers for student use along with plasma screens where news items and enrolment advice will be displayed.  Refurbishment of Nathan and Mt Gravatt Student Centres will also have the provision of self-help computers for student use.

To ensure high quality advice is provided to commencing students it is more appropriate that staff are available to provide phone/counter/email program advice within each student administration centre and enrolment Laboratory Support sessions to be advertised in the Orientation Guide.

Further consideration will be given to the optimisation of the value of the Peoplesoft SAS during the forthcoming Version 8.9 upgrade (including reconsideration of the efficacy of introducing the Academic Advisement capability).

This recommendation has potentially significant implications for Faculties, Schools and Research Centres.  A review will be conducted during 2007 with subsequent recommendations considered by Executive Group before the end of the year.




	Objectives and Recommendations
	Action
	Timeline
	Response

	Objective 4: To contribute to the staff development of the relevant Directors and their staff
	
	
	

	
	
	
	

	Recommendations:

15.
Within the bounds of current Human Resource policy, Academic Administration adopts a strategic approach to its staffing decisions to ensure that the operational effectiveness across the whole of academic administration is optimised for the institution.

16.
That the University clarifies the roles and responsibilities for key staff involved in academic administration, in particular the Academic Services Officers, Client Services Officers, School Administrative Officers and Administrative Coordinators.  The role specifications for each position should be adhered to by the relevant officer to ensure that there is consistency of understanding and practices across the whole University.

17.
That the SAOs are integrated organisationally, but not geographically, into Academic Administration.

	Academic Registrar

PVC (A)/

Director, HRM

PVC (A)
	December 2006

June 2007

December 2007
	Academic Administration employs the strategy of, as far as possible, aligning its resources with strategic priorities and with areas pursuing new initiatives using the annual Workload Management Planning process.  Academic Administration will continue to annually review through the Workload Management Plan Process its staffing profile and workload to ensure its operational effectiveness.

The position descriptions of the Academic Services Officers, Client Services Officers, School Administrative Officers and Administrative Coordinators are to be reviewed in consultation with the incumbents and relevant academic groups and elements. 

Having reviewed the position descriptions of the aforementioned positions, a paper addressing this recommendation will be prepared for Executive Group’s consideration after consultation with academic elements. The various functional roles of SAOs will be taken into account. AA plans to introduce a post Academic Committee ‘de-briefing’ meeting as a means of improving communication with administrative staff across the University.


	Objectives and Recommendations
	Action
	Timeline
	Response

	Objective 5: To contribute to a review of the efficacy of the current structure for providing administrative support services to students across the University.
	
	
	

	
	
	
	

	Recommendations:

18.
That Academic Administration take specific action to ensure the reality of the one-stop shop commitment.
	Academic Registrar, Pro Vice Chancellor (Administration)
	September 2007
	This point is well taken.  In certain campuses the integration of services to students under one roof has become a reality.  Similar provision at all campuses would be welcomed by Academic Administration, but it is realised that capital funds may be required. (See also response to Recommendation 12 above).

	
	
	
	

	Objective 6: To assist Academic Administration in its transition to new leadership due to the retirement of the current Academic Registrar during 2006.
	
	
	

	
	
	
	

	Recommendations:
19.
That the new Academic Registrar gives priority to taking conscious and proactive steps to ensure an appropriate level of interaction with the academic managers of the University.
	Academic Registrar
	November 2006
	See responses above.  The recently appointed Academic Registrar will endeavour to establish appropriate channels of communication with all stakeholder groups and to emphasise the centrality of such a process in the culture of Academic Administration.
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