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A little bit about us
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University of iSolutions

Southampton e Providing IT services to the
 Russell Group university (partner)

e Research Led e Supporting Business &

e ~6,000 Staff Academic Services

e ~25,000 Students (UGs, e 250 Staff

PGTs & PGRs)
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Where did we start and what were ou

No formal improvement activity; lack of
consistency and quality in approach and
implementation

Uncertain of who our customers are, and their
needs and expectations

No formal recognition or governance for
Customer Experience (CX) or Continuous
Improvement (Cl)

ol - ]Silo’d; lack of communication and
H collaboration

No KPIs or structured business performance Immature culture: negativity, blame, lack of

management framework

Potential in our people =\YWillingness to change/make things better




What's been happening?

DEFINE
Recognise need Create ClI
for change strategy
Appoint PLAN
Assistant Develop CI
Director for Roadmap
Customer
Experience &
Service
Improvement
June 2016 Feb 2017 April 2017

July 2017

UNIVERSITY OF
Southampton

OPTIMISE

Embed
principles and
IMPLEMENT practices
Execute ClI Continually
Strategy / develop &
Roadmap improve
‘ ‘ ‘ . Reflections

MEASURE
Monitor impact
of CI Strategy /
Activities

New TOM and
restructure

Sep 2017

Jan 2020



What have we achieved (benefits)?
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How has this impacted customer experience?

5000 P
People P '.

\ v \ -__. '.E'-g"g-"?

White Belts

330

2000 v
b
Jan-17  Apr-17 Jul7 Oct-17 Jan-18  Apr-18 Jul-18  Oct-18  Jan-19 Apr-19 Jul-19

Email tickets created
Yellow Belts

ucL=4528 /.

2000 s
X=3235 1500 bt . P

/e - s
1000 1
s P 7
S .

LCL=1942 500 v

Jan-17  Apr17 Jul-17 Oct-17  Jan-18  Apr-1E Jul-18 Oct-18 Jan-19 Apr-13 Jul-19

Self service forms used

159 = o
150 — UCL=1534 o
4 L]
Iy f 2
= f NS % A om
- / 2 fNy 250 B | - UCL=187.8
1 J . S, \ . A, ——  [X=950 ' )
Green Belts / 7 S TR o T G W N\ :
75 / . - Ly . I A . e ® Lo - - X=116.0
‘ o AU B 100 N — e .
4 3 % \ \ NP e B pag
LCL=367 * ? | cieaaz
Jan-17 W—I? Jul17 Oct-17  Jan-18  Apr-18  Jul-18 Oct-18  Jan-19 Apr.-ls Jul-19 Jan-17 Ape-17 Jul-77 Oa17 Jan-18 Apr18 Jul-18 Oct-18  Jan-19 Apr-19 Jul19
2018/2019 Direct Cost Savings 2018/2019 Time Savings (Hours)
£0.00 £20,000.00 £40,000.00 £60,000.00 £80,000.00 £100,000.00 £120,000.00 £140,000.00 0 500 1000 1500 2000 2500

£98,358.00

UNIVERSITY OF

Southampton

CX Scores

97.15

NPS

88

CES
1.37

3000 3500 4000




What actually happened?!

Recognise need
for change

Appoint
Assistant
Director for
Customer
Experience &
Service
Improvement

DEFINE
Create CI
strategy

PLAN
Develop CI
Roadmap
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princip
IMPLEMENT practice
Execute CI Continually
Strategy / develop &
Roadmap improve

* Reflection

MEASURE New TOM and
Monitor impact restructure
of CI Strategy /

Activities



UNIVERSITY OF

Southampton

What have we learnt (process)?

Understand Manage the Build in and Communicate - Be persistent
capacity & risks carry out formal more!

change load to reflection

consider scale periods

of deployment
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What have we learnt (people)? —

Clients do not come first.
Employees come first. If you
take care of your employees,
they will take care of your

clients.

Richard Branson

Leadership &
Vision

Environment

Trust &
Empower

Make it fun

Passion

Talent
Assessment
&
Management
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Teamwork is the ability to work together

SR @) GRmet VIS, Vlhe @il i Great things in business are never done b

direct individual accomplishments toward g : y
o o : one person. They're done by a team of

organizational objectives. It is the fuel that conle

allows common people to attain uncommon peopre.

results.
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What are our biggest achievements?

“Help usall work together
efficiently with trustworthy,
integrated IT systemsand
manage change transparently”

“Techiglogyaids my
teaching. H continue
toimprove'the student

learning experience™”

“Don’taskmeforIT
equirements, rather follow
the business need”

nfrastructure, manage change
~ transparently, understand
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“Invest in critical

my needs; sometimes |
_need bespoke solutions”

LB




Put the
customer in
control

Emotionally
engaging

Personalised

Meet (&
exceed)
Expectations

Principles of
a great
Customer
Experience?

Accessible &
Transparent

Simple &
Effortless

Well Informed

Deliver
against
objectives

Leave nothing
to chance
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/'Understanding what
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Trained & Certified

LEAN SIX SIGMA GREEN BELT

Trained g Certlﬁe d

LEAN s1x SIGMA GREEN BELT

Rhiannon Bennett

100% Effective

&‘gmn.‘nu. St

R S

100% Effective

LRO @

potential’
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Capability Analysis

—9=3017 =8=2019 =#=Goal

Methodologies

Project Structure

Control Tools
Tools

Quality & Customer

Lean Tools
Tools

Identification &
Prioritisation Tools

Mapping Tools

/

Institutionalisation

Moving up the
maturity model -
slowly!

/
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Culture
Transformation
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Research &
Enterprise
Services

Education Business
Services Services
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LEmbedding Cl & CX
in our new world!

9DUBUIIAON & 01]0J1I0d 1]

Infrastructure Platform
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Any Questions
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