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Business, Resources & Infrastructure Committee - Action and Decision Log              (Paper 1a) 
Meeting No 25 – 3 October 2023 

Meeting 
Date 

Agenda Item Reference Details Action 
Owner 

Due Date Action  
Decision 

Open 
 Complete  
 Approved 
 Declined 

07/03/2023 Willie Mackie Future 
Skills Hub Update as 
at March 2023  

BRIC23: A01  Site photographs from the Willie Mackie Future 
Skills Hub to be presented to the Committee at their 
meeting in May 2023. 

J Thomson / 
A Campbell 

30.05.23 Action Complete 

07/03/2023 Health, Safety and 
Wellbeing & Equality 
and Inclusion Report  

BRIC23: A02 Target information for actions and incidents to be 
included in future reports. 

D Davidson 30.05.23 Action Complete 

30/05/2023 2022-23 Digital 
Strategy Annual 
Report (and 
Presentation)  

BRIC24: D01 The 2022-23 Digital Strategy Annual Report was 
recommended for approval to the Board on 15 June 
2023.  

NA NA Decision  Approved 

30/05/2023 2023-24 SFC Funded 
Capital- & Revenue 
Expenditure 
Programme  

BRIC24: D02 The Committee confirmed Principal approval for 
2023-24 capital works, in line with the College’s
Financial Regulations. 

NA NA Decision  Approved 

30/05/2023 2022-23 Management 
Accounts as at April 
2023  

BRIC24: D03 The Committee approved the 2022-23 
Management Accounts as at April 2023. 

NA NA Decision  Approved 

30/05/2023 2022-23 SFC Funded 
Capital Final 
Expenditure Position 

BRIC24: D04 The Committee approved use of the remaining 
capital balance to fund work overspends of the 
Willie Mackie Skills Hub project. 

NA NA Decision  Approved 

30/05/2023 Sustainability Strategy 
2023-25  

BRIC24: D05 The Committee approved the Sustainability 
Strategy 2023-24 and commended it to the Board 
for approval. 

NA NA Decision  Approved 

30/05/2023 

2023-24 Budgets for 
Academic Year ending 
31 July 2024 

BRIC24: D06 The Committee recommended the budgets for the 
12 months ending 31 July 2024 to the Board for 
approval.  

NA NA Decision  Approved 

30/05/2023 BRIC24: D07 The Voluntary Severance Scheme 2023-24 was 
recommended to the Board for approval via 
circulation.  

NA NA Decision  Approved 

30/05/2023 Willie Mackie Skills 
Hub – update 
 

BRIC24: D08 The Committee approved the additional funding 
identified to fund work overspends of the Willie 
Mackie Skills Hub project. 

NA NA Decision  Approved 
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Meeting 
Date 

Agenda Item Reference Details Action 
Owner 

Due Date Action  
Decision 

Open 
 Complete  
 Approved 
 Declined 

30/05/2023 2022-23 Corporate 
Risk Register (V4) – 
BRIC Extract 

BRIC24: D09 The Committee approved the Risk Register – BRIC 
Extract at May 2023 for submission to ARC. 

NA NA Decision  Approved 
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2022/2023
Quarter 3 (February – April 2023)

(Paper 7)



Total Issues Received

45 issues were received. The chart on the right shows the number of
issues received each month, split by the type of issue.

41 complaints were received, 3 of these were withdrawn. 3 issues
were recorded as cannot directly assist and 1 as a policy issue.

The issues recorded as cannot directly assist were a complaint about
students making inappropriate comments to a visitor that we were
unable to identify and 2 anonymous complaints from students, but not
enough information was provided to enable us to investigate. The
issue recorded as a policy issue was a concern about a member of staff
and this was referred to HR to deal with.

The charts below show the total issues received each month by
campus and the total issues received split by campus and type of issue.
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Complaints Received

41 complaints were received, 3 of these were withdrawn.

The chart on the left shows the remaining 38 complaints received, split by
stage.

14 out of 38 complaints received were dealt with at stage 1, which equates to
37% of complaints.

Of the 38 complaints received, 16% of complaints were upheld, with a further 21%
partially upheld. This combines to 14 out of 38 complaints. 11 complaints were
resolved.

3

Stage 1 – SPSO set timescale is 5 working days and extended timescale is 10
working days
Stage 2 – SPSO set timescale is 20 working days and extended timescale is 40
working days
Escalated from stage 1 – 2 - SPSO set timescale is 20 working days and
extended timescale is 40 working days

79% of complaints were closed within the SPSO set timescale.
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Complaints Comparison
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• 38 complaints received, an increase of 81% from Q3 2021/2022.

• 37% of complaints were handled at stage 1 in Q3 2022/2023, compared to 52% for the same period in 2021/2022.

• 79% of complaints were closed within the target timescale, compared to 67% in Q3 2021/2022.

• 95% of complaints were closed within the extended timescale in Q3 2022/2023, compared to 100% closed within the extended timescale in the same period
in 2021/2022.



Complaints – Sub-category
The chart below shows the complaints received, split by sub-category and outcome. Noted below are the reasons for complaint in each of the top 4 sub-categories:

Staff Conduct
• Treatment of students by staff member, unhappy with the way they are

spoken to
• Unhappy with topics staff member was discussing with class
• Unhappy with questions asked during an interview
• Lack of support when this was requested
• Unhappy with explanations given by staff member, instructions unclear and

unavailable to provide help and support
• Unhappy made to do dishes with a skin condition, talking to other students

about them
• Feels misguided by staff member, lack of effort to teach the class and belittles

students
• Member of staff does not understand or meet learning needs, treatment by

member of staff, conversations made them feel uncomfortable

*Pages 13-15 show all the categories and sub-categories available

Assessment & Exams, Certification
• Unhappy need to come back to College to complete exam for gas certificate as

believes already done the exam and passed
• Unhappy would not accept screenshot as evidence and with lack of practical

work

Learning & Teaching
• Unhappy teaching style of lecturer, unhappy conduct of another lecturer, only in

campus 2 days a week, module not relevant to course, course not as advertised
• Lack of teaching and classes cut short or not running
• Unhappy with the course, classes cancelled and no replacements. Lecturers

missing and not receiving any learning

Student Conduct
• Unhappy previously reported student behaviour and no action taken
• Unhappy with the way treated by students running sports sessions, lecturers

too far away to observe
• Reported student for taking drugs but student allowed back into College

5
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Complaints – Sub-category Comparison
The chart below shows the complaints received, split by sub-category, compared to complaints received, split by sub-category, in Q3 2021/2022.
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• Increase in complaints received in the staff conduct sub-category from 11 in Q3, 2021/2022 to 20 in Q3, 2022/2023. This is due to an increase in complaints about the
treatment of students by staff members.

• Increase in complaints received in the assessment, exams & certification sub-category from 1 in Q3, 2021/2022 to 6 in the same period of 2022/2023. Volumes in this
area were higher due to complaints that students needed to come back to College to complete an exam for their gas certificate.

• Increase in complaints received in the student conduct sub-category from 0 in Q3, 2021/2022 to 3 in Q3, 2022/2023. This is due to an increase in complaints about
student behaviour and complainants felt no action had been taken.

• Complaints in the progression, articulation, withdrawal sub-category remain the same from Q3 2021/2022 to Q3 2022/2023.



Complaints – Curriculum/Service Area
The chart below shows issues received each month, split by curriculum/service area.
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Complaints – Curriculum/Service Area
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The chart on the right shows
the complaints received, split
by outcome and
curriculum/service area

The chart on the left shows the
percentage of complaints received,
that were closed within the SPSO set
timescale (5 or 20 working days),
split by curriculum/service area.
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Actions

Complaint Category Number of
actions

Number
completed

Number
outstanding

1. Customer Care 13 9 4

2. Applications, Admissions & Progression 1 1 0

3. Course Related 2 1 1

4. Services 1 1 0

5. Facilities 0 0 0

6. Others 0 0 0

Total 17 12 5
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Service Improvements
Issue Actions

Parent unhappy lecturer keeps shouting at their son for being late for College. A questionnaire was issued to all hospitality students about course design and
also satisfaction. Anything highlighted through this process will then be
revisited.

Student unhappy with the way they were treated by students running the sports
sessions, also feels lecturer was too far away to observe the students.

Both lecturers will be present during the class.

Lecturing team made the students aware why they were undertaking the unit
and ensured students could identify the relevance.

Students were made aware that while the unit is not optional if a student has a
short term health/medical issue and cannot take part medical evidence can be
accepted.

Student unhappy with the topics the lecturer was discussing during the evening
class.

Decision made to cancel the course.

Parent unhappy with the lack of teaching and classes being cut short or not running. Timetable was adjusted and one lecturer now teaching the class to ensure that
this class has a consistent learning and teaching experience going forward.

Carried out a class audit and supported the completion of outstanding work.

Additional teaching and support given to the students who needed this.

Parent unhappy with the interview process and that not enough information about
the format was provided, documents requested were not reviewed.

Interview letter reviewed and more details of what will be involved added to
this.

Student unhappy course was full time but only in campus two days, course not as
advertised around rehearsing, where they will rehearse and number of gigs.
Completed feedback forms but no changes made, one of the modules not relevant
to the course, unhappy with the teaching style of lecturer and unhappy with
conduct of another lecturer as feels they are immature and unprofessional.

Website to be updated to make it clear that activities mentioned may be
offered and not a guarantee.

Feedback to lecturer to have more structured lessons, less talking at the start of
the lesson and clear links in lessons as to what has been done and what is next.

Students unhappy with teaching from their lecturer and they don’t explain what is
required or give clear instructions, unavailable to provide help and support and
unhappy with some comments made.

A different lecturer now teaches the class.
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Service Improvements
Issue Actions

Parent unhappy with the treatment of their son by lecturers, not received any
support, we asked for feedback and this was omitted from progression report.

Reviewed the process for notifying Inclusive Learning when someone has
selected on their application form that they need additional support in College.
A new Student Experience and Personal Learning Support Plan app has been
developed so information will now be pulled directly from the Student Records
database.

Students feel misguided by lecturer, given incorrect information and that there is a
lack of effort to teach the class.

Placement allocation letter and placement folio updated to make it explicit the
number of days students need to attend their placement.

Review of the course and teaching materials to be carried out.

Feedback given to the member of staff to try to be more approachable and
respond to emails in a reasonable timescale.
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Customer Satisfaction
A total of 34 surveys have been sent, with 7 responses received, this equates to a 21% response rate. The results from the responses received are shown in the charts
below.
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Appendix
The tables below show the College Development Network categories and sub-categories, which we have adopted.
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1.0 CUSTOMER CARE

Sub-Category Examples

1.1 Health & Safety • Alleged misuse of disability car parking spaces
• Subject to passive smoking in no smoking area
• Tripping hazards in workshop

1.2 Security • Theft of personal property
• Padlock on bicycle locker cut by Estates staff

1.3 Diversity & Equality
(Protected Characteristics)

• Failure to make reasonable adjustments under the terms of Equality Act
• Visitor complains of poor accessibility to toilets and lifts
• Student not allowed to progress on course due to additional support not being available to support disability
• Textbook contains racist material

1.4 Data Protection • E-mail address divulged to other people
• Staff shared student personal data with others during classroom discussion

1.5 Environmental • Housing Association complains of students littering outside tenants’ properties
• Neighbour complains of noise from construction work at College
• Residents complain that students and staff used private car-parking spaces

1.6 Staff Conduct • Poor customer service
• Failure to respond to requests by e-mail/phone etc.
• Requests handled impolitely, discourteously

1.7 Student Conduct • Student complains that disciplinary procedure was applied unfairly
• Students damage neighbouring properties
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Appendix cont…
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2.0 APPLICATIONS, ADMISSIONS, PROGRESSION

Sub-Category Examples

2.1 Marketing • Unable to find evening class information on College website
• Misleading information in College prospectus

2.2 Application, Admission,
Interview, Enrolment,
Induction

• No acknowledgement of application
• Criteria for rejecting application was unfair
• Placed on waiting list despite applying quickly
• No information on College website to inform applicant course was already full and only found out weeks later
• Applicant travelled long distance for interview only to be told they didn’t have the necessary entry requirements
• Applicant invited to wrong campus for interview

2.3 Progression, Articulation &
Withdrawal

• Student unhappy that they were not allowed to progress to next level having successfully achieved the previous level
• Student complains withdrawal process was not followed
• University not supplied with student reference as requested

3.0 COURSE RELATED

Sub-Category Examples

3.1 Learning & Teaching • Quality of teaching not to the standard expected
• Teaching from powerpoint for 3 hours without a break
• Lecturer unapproachable when requiring support

3.2 Environment/Resources • Classrooms/desks not fit for purpose
• Wifi unreliable
• Broken smartboard
• Workshops too cold
• Not enough computers for size of class

3.3 Course Management • Class cancelled at short notice
• No contingency for staff absence
• Lecturer arrives late/finishes class early

3.4 Facilitated Learning
Support

• Guidance class not held
• Staff do not provide printed materials in format stipulated in PLSP
• Staff unaware of changes to PLSP

3.5 Assessment & Exams,
Certification

• Assessments crammed into end of block
• Student not provided with opportunity for re-sit
• Delay in providing results/certificates
• Not receiving certificate due to College failing to attach student to group award
• Noise disruption during exam
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Appendix cont…
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4.0 SERVICES

Sub-Category Examples

4.1 Finance • Former student unhappy to be threatened with legal proceedings for unpaid fees
• Student unhappy not to have course fees refunded after withdrawing from course

4.2 Funding/Bursary • Delay in processing bursary application
• Application for hardship fund handled unfairly

4.3 Student Records • Student personnel data is incorrect/not updated

4.4 Provided Learning Support • Delay in arranging DSA assessment
• Student unhappy that they could not have the same support worker for every class
• Student unhappy that additional support requirements have not been put in place

4.5 Library/Learning Technology • Student complained that library overdue book notification system was unfair
• Lack of support provided by the College with regards to provision of IT on evening class
• Library opening hours

4.6 College Services – Quality etc • Delay in handling complaint

5.0 FACILITIES

Sub-Category Examples

5.1 Catering • Coffee shop frequently runs out of soya milk
• Choice on offer

5.2 Student Accommodation • Poor wifi service
• Cleanliness of accommodation

5.3 Maintenance, Lifts, Car
Parking

• Lifts out of order
• College does not provide sufficient car parking space
• College signage is misleading

6.0 OTHERS

Sub-Category Examples

6.1 • No College wide 2 minute silence on Remembrance Day

Quarterly Complaints Report – Q3, 2022/2023
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b
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p
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ra
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b
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b
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b
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b
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v
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p
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d
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d
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d
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d
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b
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b
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ra
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b
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ra
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b
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d
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b
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b
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b
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b
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p
ro
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b
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b
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ra
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b
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b
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b
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b
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b
je
ct
M
a
tt
er
E
x
p
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ro
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b
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u
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p
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p
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ra
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ro
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p
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ro
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p
ro
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ro
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b
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ro
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ro
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ro
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b
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ro
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d
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b
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ro
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p
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ra
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b
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b
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b
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b
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a
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ro
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b
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b
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n
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b
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b
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b
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p
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d
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it
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b
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ra
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b
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b
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b
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w
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p
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p
le
ti
n
g
a
n
a
u
d
it
o
f
th
e
a
ss
et
s
to
id
e
n
ti
fy
w
h
ic
h
o
n
e
s
a
re
in
th
e
b
es
t

co
n
d
it
io
n
a
n
d
re
fr
e
sh

th
e
m
o
n
a
lo
n
g
e
r
cy
cl
e
to
sp
re
a
d
th
e
co
st
.

W
e
re
co
m
m
e
n
d
co
m
p
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ro
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b
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p
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b
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b
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m
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n
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p
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d
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.
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n
t:
Im
p
le
m
en
t
th
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p
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p
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p
ro
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d
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t
A
y
rs
h
ir
e
D
ig
it
a
l
fo
o
tp
ri
n
t.

O
p
ti
o
n
s
&
R
ec
o
m
m
en
d
a
ti
o
n
s

T
h
e
D
ig
it
a
l
fo
o
tp
ri
n
t
a
n
d
it
s
co
m
p
o
n
en
t
p
a
rt
s
w
er
e
in
d
iv
id
u
a
ll
y
a
n
a
ly
se
d
fu
rt
h
e
r
to
d
ev
el
o
p
o
p
ti
o
n
s

fo
r
co
n
si
d
er
a
ti
o
n
in
te
rm

s
o
f
R
et
ir
e,
R
ep
la
ce
,T
ra
n
sf
o
rm

o
r
K
ee
p
-
it
-
a
s-
it
-
is
.

T
h
e
te
a
m
th
e
m
b
ra
in
st
o
rm

ed
th
e
o
p
ti
o
n
s
a
n
d
h
a
v
e
a
rr
iv
ed

a
t
a
co
n
se
n
su
s
re
co
m
m
en
d
a
ti
o
n
fo
r
th
e

b
u
si
n
e
ss
.

H
o
w
ev
er
,
re
co
m
m
en
d
a
ti
o
n
s
h
a
v
e
h
a
d
to
b
e
fu
rt
h
e
r
h
a
rm

o
n
is
ed

fr
o
m
a
to
p
-d
o
w
n
a
n
d
b
o
tt
o
m
-u
p

p
er
sp
ec
ti
v
e
a
n
d
co
n
si
d
e
ri
n
g
th
e
m
a
cr
o
a
n
d
m
ic
ro
p
ic
tu
re
.
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D
ig
it
a
l
C
o
n
fi
d
en

ce

C
o
n
fi
d
en
ce

in
th
e
sy
st
e
m
s,
(t
h
e
y
a
re

re
li
a
b
le
a
n
d
a
cc
u
ra
te
)
a
n
d
th
e
co
n
fi
d
en
ce

in
th
e
u
se

o
f
th
e

sy
st
e
m
s
(t
ra
in
in
g
a
n
d
h
o
w
to
g
u
id
es
)
m
u
st
co
ex
is
t
to
a
ll
o
w
u
se
rs
to
fe
e
l
e
m
p
o
w
er
e
d
in
th
e
d
a
y
-t
o
-d
a
y

u
se
o
f
th
e
IT
e
st
a
te
a
n
d
a
p
p
li
ca
ti
o
n
s.
T
h
is
sh
o
u
ld
b
o
o
st
p
ro
d
u
ct
iv
it
y
a
n
d
m
in
im
is
e
w
o
rk
a
ro
u
n
d
s.

3
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IT

a
s
a
n
E
n
a
b
le
r
to

B
u
si
n
es
s
S
tr
a
te
g
y

T
h
e
st
ra
te
g
y
a
n
d
it
s
d
ir
ec
ti
o
n
a
re
p
ri
m
a
ry
,
a
n
d
a
ll
IT

d
ec
is
io
n
s
sh
o
u
ld
b
e
in
se
rv
ic
e
o
f
th
e
b
u
si
n
e
ss

st
ra
te
g
y
a
n
d
en
a
b
le
u
se
rs
to
a
ch
ie
v
e
th
e
st
ra
te
g
ic
o
u
tc
o
m
e
s
se
t
b
y
th
e
le
a
d
er
s.
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B
u
si
n
es
s
E
n
g
a
g
ed

in
IT

D
ec
is
io
n
M
a
k
in
g

G
o
v
er
n
a
n
ce
fo
ru
m
s
m
a
k
in
g
k
ey

IT
d
e
ci
si
o
n
s
sh
o
u
ld
in
cl
u
d
e
th
e
b
u
si
n
es
s
a
n
d
m
u
st
a
ct
iv
el
y
su
p
p
o
rt

th
e
IT
ch
a
n
g
e.

It
is
im
p
o
rt
a
n
t
to
en
su
re
th
a
t
th
e
b
u
si
n
es
s
fe
el
in
v
o
lv
ed

a
n
d
h
a
v
e
a
v
o
ic
e
in
d
ec
is
io
n

m
a
k
in
g
a
s
th
is
w
il
l
h
el
p
in
a
n
a
d
o
p
ti
o
n
a
n
d
th
e
a
ss
o
ci
a
te
d
b
u
si
n
es
s
ch
a
n
g
e.

3
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IT

R
es
il
ie
n
ce

T
h
e
IT

e
st
a
te
sh
o
u
ld
b
e
ro
b
u
st
to
th
e
n
u
m
b
e
r
o
f
u
se
rs
,
ti
m
e
o
f
d
a
y
a
n
d
th
e
d
a
y
o
f
th
e
w
ee
k
.
A
n
y

in
st
a
n
ce
s
o
f
n
o
n
-a
v
a
il
a
b
il
it
y
sh
o
u
ld
b
e
p
la
n
n
ed

a
n
d
sh
o
rt
.U
n
p
la
n
n
ed

o
u
ta
g
e
s
sh
o
u
ld
le
a
d
to
m
in
im
a
l

lo
ss
e
s
o
f
d
a
ta
a
n
d
tr
a
n
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ct
io
n
s.
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F
u
tu
re

P
ro
o
f

A
s
th
e
IT
e
st
a
te
is
d
es
ig
n
ed

to
en
a
b
le
th
e
m
ed
iu
m
-t
e
rm

st
ra
te
g
y
o
f
th
e
b
u
si
n
es
s,
it
sh
o
u
ld
h
a
v
e
a
li
n
e
-

o
f-
si
g
h
t
to

th
e
lo
n
g
te
rm

a
n
d
ev
o
lv
e
in
cr
e
m
e
n
ta
ll
y
a
s
o
p
p
o
se
d
to

re
q
u
ir
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g
a
si
g
n
if
ic
a
n
t
o
v
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h
a
u
l
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y
3
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y
ea
rs
.
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R
is
k
T
o
le
ra
n
ce

W
h
il
e
th
e
IT
es
ta
te
sh
o
u
ld
b
e
d
e
si
g
n
ed

to
n
o
t
cr
ea
te
ri
sk
fo
r
th
e
b
u
si
n
e
ss
a
n
d
it
s
co
n
ti
n
u
it
y
,i
t
sh
o
u
ld

a
ls
o
in
co
rp
o
ra
te
‘o
u
t-
o
f-
th
e
-b
o
x
th
in
k
in
g
’
w
it
h
a
cl
e
a
r
ri
sk
-r
ew

a
rd

u
n
d
er
st
a
n
d
in
g
so

th
e
b
u
si
n
e
ss

d
el
iv
er
s
it
s
g
ro
w
th
o
b
je
ct
iv
es
.
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R
o
b
u
st
G
o
v
er
n
a
n
ce

&
IT

C
h
a
n
g
e

T
ie
re
d
G
o
v
er
n
a
n
ce

sh
o
u
ld

b
e
in

p
la
ce
,
so

th
e
ri
g
h
t
d
ec
is
io
n
s
a
re

ta
k
en

a
t
th
e
ri
g
h
t
le
v
el
in

th
e

o
rg
a
n
is
a
ti
o
n
w
it
h
cl
ea
r
ca
sc
a
d
e
fr
o
m
th
e
to
p
fo
r
ef
fe
ct
iv
e
o
p
er
a
ti
o
n
o
f
th
e
IT
e
st
a
te
.

3
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IT

C
h
a
n
g
e
M
a
n
a
g
em

en
t
(a
ss
et
m
a
n
a
g
em

en
t
p
la
n
)

A
ll
el
em

en
ts
o
f
th
e
IT

es
ta
te

sh
o
u
ld

h
a
v
e
a
m
a
n
a
g
em

e
n
t
p
la
n
a
n
d
ch
a
n
g
e
s
m
u
st
b
e
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e
ly

m
a
n
a
g
ed

to
m
in
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e
b
u
si
n
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s
d
is
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p
ti
o
n
a
n
d
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b
e
n
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o
m
a
n
y
o
p
p
o
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u
n
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s
p
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n
te
d
.

3
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V
a
lu
e
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r
M
o
n
ey

W
h
il
e
a
ra
n
g
e
o
f
IT
o
p
ti
o
n
s
m
ig
h
t
ex
is
t
in
sp
e
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c
a
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a
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d
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n
s
sh
o
u
ld
b
e
m
a
d
e
b
a
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d
o
n
v
a
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e
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b
u
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n
e
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u
d
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g
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n
g
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m
v
a
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S
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e
T
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e
a
p
p
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o
n
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n
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g
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a
t
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e
d
a
ta
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el
to
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u
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f
o
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a
n
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a
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o
n
a
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g
e
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o
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e
b
u
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n
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s
o
p
e
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n
g
m
o
d
el
,
a
n
d
m
ee
t
th
e

fo
ll
o
w
in
g
te
st
s:

A
u
se
r
sh
o
u
ld
b
e
a
b
le
to
a
cc
es
s
te
ch
n
o
lo
g
y
se
rv
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e
s:

‘F
ro
m
A
n
y
D
ev
ic
e’
,

‘A
n
y
T
im
e
’–
A
lw
a
y
s
a
v
a
il
a
b
le
,

‘A
n
y
w
h
e
re
’-
A
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s
fr
o
m
a
n
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o
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A
ss
u
m
p
ti
o
n
s:

• 
T
h
e
d
a
ta
p
ro
v
id
ed

o
n
th
e
cu
rr
en
t
in
fr
a
st
ru
ct
u
re
a
n
d
sy
st
em

s
is
a
cc
u
ra
te
a
n
d
co
m
p
le
te
.

T
h
e
d
a
ta
co
n
ta
in
ed

w
it
h
in
th
e
sy
st
e
m
s
is
th
e
m
o
st
u
p
-t
o
-d
a
te
a
n
d
a
cc
u
ra
te
d
a
ta
a
v
a
il
a
b
le

• 
A
v
a
il
a
b
il
it
y
o
f
n
ec
es
sa
ry

te
ch
n
o
lo
g
y
in
fr
a
st
ru
ct
u
re
a
n
d
re
so
u
rc
es
.

T
h
e
te
ch
n
ic
a
l
re
so
u
rc
e
s
th
a
t
ca
n
h
el
p
w
it
h
su
p
p
o
rt
in
g
th
e
tr
a
n
sf
o
rm

a
ti
o
n
w
il
l
b
e
a
v
a
il
a
b
le
a
n
d

a
n
y
in
fr
a
st
ru
ct
u
re
w
il
l
b
e
re
a
d
il
y
a
v
a
il
a
b
le
w
h
en

re
q
u
ir
ed
.

• 
W
il
li
n
g
n
es
s
o
f
st
a
ff
a
n
d
fa
cu
lt
y
to
a
d
a
p
t
to
n
ew

te
ch
n
o
lo
g
ie
s
a
n
d
p
ro
ce
ss
es
.

T
h
er
e
is
a
n
o
p
en
n
e
ss
fr
o
m
a
ll
st
a
ff
to
em

b
ra
ce
th
e
ch
a
n
g
e
th
a
t
is
d
e
li
v
er
ed
.

• 
A
d
eq
u
a
te
b
u
d
g
et
a
n
d
fu
n
d
in
g
fo
r
im
p
le
m
en
ta
ti
o
n
a
n
d
m
a
in
te
n
a
n
ce
.

F
u
n
d
in
g
a
g
re
ed

&
a
v
a
il
a
b
le
fo
r
th
e
p
ro
p
o
se
d
p
la
n
.

• 
A
cc
es
s
to
sk
il
le
d
IT
p
ro
fe
ss
io
n
a
ls
to
su
p
p
o
rt
th
e
tr
a
n
sf
o
rm

a
ti
o
n
.

T
h
e
re
is
o
r
w
il
l
b
e
en
o
u
g
h
te
ch
n
ic
a
l
su
p
p
o
rt
fo
r
th
e
tr
a
n
sf
o
rm

a
ti
o
n
.

• 
E
ff
ec
ti
v
e
co
m
m
u
n
ic
a
ti
o
n
a
n
d
co
ll
a
b
o
ra
ti
o
n
a
cr
o
ss
d
ep
a
rt
m
en
ts
a
n
d
st
a
k
eh
o
ld
er
s.

C
ro
ss
fu
n
ct
io
n
a
l
en
g
a
g
em

e
n
t
w
il
l
b
e
p
a
rt
o
f
th
is
tr
a
n
sf
o
rm

a
ti
o
n
p
la
n
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C
o
n
st
ra
in
ts
:

• 
L
im
it
ed

b
u
d
g
et
a
n
d
re
so
u
rc
es
.

W
e
u
n
d
er
st
a
n
d
th
e
re
a
re
n
o
‘u
n
li
m
it
ed

fu
n
d
s’
a
v
a
il
a
b
le
fo
r
th
is
p
ro
je
ct

• 
R
es
is
ta
n
ce
to
ch
a
n
g
e
fr
o
m
st
a
ff
a
n
d
fa
cu
lt
y
.

W
e
u
n
d
er
st
a
n
d
th
a
t
st
a
ff
ca
n
b
e
co
n
ce
rn
ed

a
ro
u
n
d
ch
a
n
g
e
&
re
si
st

• 
R
eg
u
la
to
ry

co
m
p
li
a
n
ce
a
n
d
se
cu
ri
ty
co
n
ce
rn
s.

W
e
u
n
d
er
st
a
n
d
th
a
t
th
er
e
a
co
m
p
li
a
n
ce
a
n
d
re
g
u
la
to
ry

co
n
si
d
e
ra
ti
o
n
s
to
d
a
ta
a
n
d
p
ro
ce
ss
e
s

• 
L
eg
a
cy

sy
st
em

s
a
n
d
p
ro
ce
ss
es
th
a
t
m
a
y
n
o
t
b
e
ea
si
ly
re
p
la
ce
d
.

W
e
u
n
d
er
st
a
n
d
th
a
t
th
er
e
a
re

so
m
e
o
ld
er

sy
st
em

s
th
a
t
m
a
y
b
e
ch
a
ll
en
g
in
g
in

te
rm

s
o
f

re
p
la
ce
m
e
n
t

• 
L
a
ck

o
f
te
ch
n
ic
a
l
ex
p
er
ti
se
a
m
o
n
g
st
a
ff
a
n
d
fa
cu
lt
y
.

W
e
re
co
g
n
is
e
th
a
t
th
er
e
m
a
y
b
e
g
a
p
s
w
it
h
in
th
e
cu
rr
e
n
t
sk
il
l
se
t
w
it
h
in
th
e
co
ll
e
g
e

• 
R
is
k
a
p
p
et
it
e
o
f
th
e
b
u
si
n
es
s
to
tr
y
ev
o
lv
in
g
te
ch
n
o
lo
g
y

W
e
re
co
g
n
is
e
th
a
t
th
er
e
is
a
cu
rr
en
t
cu
lt
u
re
o
f
ri
sk

a
v
er
si
o
n

• 
E
n
g
a
g
em

en
t
w
it
h
st
u
d
en
ts
d
u
ri
n
g
V
o
C

W
e
w
er
e
u
n
a
b
le
to
en
g
a
g
e
w
it
h
th
e
st
u
d
en
t
b
o
d
y
d
u
e
to
it
b
e
in
g
e
n
d
o
f
te
rm

a
lo
n
g
w
it
h
o
th
e
r

co
m
m
it
m
en
ts
th
e
y
m
ig
h
t
h
a
v
e
h
a
d
a
t
su
ch

sh
o
rt
n
o
ti
ce
. 
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A
n
a
ly
si
s,
O
b
se
rv
a
ti
o
n
s
a
n
d
R
ec
o
m
m
en

d
a
ti
o
n
s

W
e
fa
ci
li
ta
te
d
se
v
er
a
l
w
o
rk
sh
o
p
s
o
v
er
a
2
-w
ee
k
p
er
io
d
th
a
t
co
v
er
ed

m
a
n
y
a
sp
ec
ts
o
f
th
e
b
u
si
n
es
s,

th
e
se
in
cl
u
d
ed
:

• 
B
II
S
–
S
tu
d
en
t
R
ec
o
rd
s

• 
B
u
si
n
e
ss
G
ro
w
th

• 
C
u
rr
ic
u
lu
m
H
ea
d
s

• 
C
u
rr
ic
u
lu
m
M
a
n
a
g
e
rs

• 
D
ig
it
a
l
L
ea
rn
in
g
S
u
p
p
o
rt

• 
IC
T

• 
IT
L
ea
d
er
sh
ip

• 
S
en
io
r
L
ea
d
er
sh
ip
T
ea
m

• 
Q
u
a
li
ty

• 
S
tu
d
en
t
F
u
n
d
in
g

• 
H
R
&
F
in
a
n
ce

• 
W
id
er
E
st
a
te
(d
ro
p
-i
n
se
ss
io
n
s)

P
le
a
se
n
o
te
th
a
t
d
u
e
to
th
e
ti
m
es
ca
le
s
in
v
o
lv
ed

a
n
d
th
e
a
p
p
ro
a
ch
in
g
e
n
d
o
f
te
rm

,w
e
w
er
e
u
n
a
b
le
to

g
a
th
e
r
fe
ed
b
a
ck

fr
o
m
th
e
st
u
d
en
t
re
p
re
se
n
ta
ti
v
e
s.

W
e
st
ru
ct
u
re
d
th
e
w
o
rk
sh
o
p
s
fo
cu
si
n
g
o
n
th
e
d
ig
it
a
l
p
a
in
p
o
in
ts
&
b
u
si
n
es
s
p
ro
ce
ss
ch
a
ll
en
g
e
s
th
a
t

th
e
y
h
a
v
e
th
ro
u
g
h
o
u
t
th
ei
r
w
o
rk
in
g
li
fe
.
W
e
w
a
n
te
d
to

m
a
k
e
su
re

th
a
t
b
o
th
,
fr
o
m

a
st
u
d
en
t

in
te
ra
ct
io
n
a
n
d
a
st
a
ff
ex
p
er
ie
n
ce

p
er
sp
ec
ti
v
e,
th
a
t
w
e
u
n
d
er
st
o
o
d
th
e
e
n
d
-t
o
-e
n
d
p
ro
ce
ss
jo
u
rn
ey
.

W
e
co
ll
ec
te
d
th
is
fe
ed
b
a
ck

a
n
d
cr
ea
te
d
a
V
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e
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f
th
e
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u
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r
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t
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s
p
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to
th
e
te
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a
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d
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th
e
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ra
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e
g
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re
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m
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n
ts
.
W
e
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w
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n
te
d
to

u
n
d
e
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n
d
,
w
h
a
t
D
ig
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a
l

T
ra
n
sf
o
rm

a
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o
n
m
ea
n
t
to
th
em

w
it
h
th
e
o
u
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u
t
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o
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d
.

T
h
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e
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ro
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t
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d
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y
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n
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e
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r
p
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e
n
co
n
n
ec
te
d
),
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d
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n
d
b
u
si
n
e
ss
ch
a
n
g
e
.

W
e'
v
e
st
ru
ct
u
re
d
th
e
o
u
tp
u
t
in
to
7
ca
te
g
o
ri
es
a
n
d
p
ro
v
id
e
fe
ed
b
a
ck

a
n
d
re
co
m
m
en
d
a
ti
o
n
s
b
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IT

G
o
v
er
n
a
n
ce

O
b
se
rv
a
ti
o
n
s
-
T
h
er
e
is
g
e
n
er
a
l
co
m
p
li
a
n
ce
to
p
ro
ce
ss
a
n
d
g
o
v
e
rn
a
n
ce
,h
o
w
ev
e
r
it
’s
n
o
t
co
n
si
st
e
n
tl
y

fo
ll
o
w
ed

o
r
a
d
h
e
re
d
to
in
a
st
ru
ct
u
re
d
m
a
n
n
e
r.
T
h
e
re
is
re
co
g
n
it
io
n
a
m
o
n
g
st
th
e
co
ll
eg
e
co
m
m
u
n
it
y

th
a
t
it
co
u
ld
b
e
im
p
ro
v
ed
.I
T
G
o
v
er
n
a
n
ce
a
t
A
y
rs
h
ir
e
C
o
ll
eg
e
is
‘O
n
e
C
o
ll
eg
e’
a
p
p
ro
a
ch

w
h
ic
h
a
ll
o
w
s

fo
r
a
n
ea
si
e
r
ch
a
n
g
e
m
a
n
a
g
em

e
n
t
p
ro
ce
ss
to
b
e
e
m
b
e
d
d
ed
.

C
h
a
n
g
e
co
n
tr
o
li
s
in
p
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ce
b
u
t
it
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o
t
ef
fi
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e
n
t
e
n
o
u
g
h
to
m
ee
t
th
e
b
u
si
n
e
ss
n
e
ed
s.
T
h
e
re
a
re
ex
a
m
p
le
s

w
it
h
in
th
e
b
u
si
n
es
s
w
h
e
re
IT
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rr
y
o
u
t
sy
st
e
m
ch
a
n
g
e
s
w
h
en

th
e
b
u
si
n
e
ss
re
q
u
ir
es
th
e
sy
st
em

to
b
e

a
v
a
il
a
b
le
,
th
is
cr
ea
te
s
d
o
w
n
ti
m
e
fo
r
th
e
en
d
u
se
rs
a
n
d
im
p
a
ct
s
to
se
rv
ic
e.
W
e
o
b
se
rv
ed

th
e
b
u
si
n
e
ss

so
m
et
im
es
fe
el
th
a
t
IT
d
ec
id
e
w
h
en
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st
e
m
ch
a
n
g
e
s
a
re
g
o
in
g
to
o
cc
u
r,
w
it
h
o
u
t
d
u
e
co
n
si
d
e
ra
ti
o
n
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th
e
b
u
si
n
e
ss
im
p
a
ct
,w

h
ic
h
sh
o
u
ld
n
’t
a
lw
a
y
s
b
e
th
e
ca
se
.

T
h
er
e
is
ef
fe
ct
iv
e
m
a
n
a
g
e
m
en
t
o
f
ri
sk

to
w
a
rd
s
C
y
b
er
se
cu
ri
ty

b
u
t
in

so
m
e
ca
se
s
th
e
ri
sk
s
a
re

n
o
t

b
a
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n
ce
d
a
g
a
in
st
b
e
n
ef
it
a
n
d
th
e
o
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a
n
is
a
ti
o
n
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ri
sk
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v
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se

to
w
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rd
s
o
p
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o
u
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e
te
ch
n
o
lo
g
y
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a
t
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u
ld
p
ro
v
id
e
b
e
n
ef
it
to
th
e
co
ll
eg
es
.
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o
m
m
u
n
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a
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o
n
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u
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b
e
b
et
te
r
d
el
iv
e
re
d
to
th
e
b
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si
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m
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IT
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b
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n
g
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n
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IT
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o
w
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g
b
u
t
n
o
t
th
e
en
d
u
se
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.
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m
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d
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n
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-
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o
d
u
ce
a
C
e
n
tr
a
li
se
d
P
ro
g
ra
m
m
e
O
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ic
e
to
a
id
ch
a
n
g
e
a
n
d
d
el
iv
er
y
in
it
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ti
v
es

w
it
h
in
th
e
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ll
eg
e
es
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te
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it
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n
g
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a
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p
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u
re
.E
m
b
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IT
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a
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p
ro
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p
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p
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n
g
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o
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d
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g
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ra
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g
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g
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t
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n
a
g
e
m
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n
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p
p
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p
ro
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el
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e
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n
a
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e
n
t
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a
t
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k
e
s
a
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o
u
n
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o
f
R
is
k
/
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ew
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d
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e
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p
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e
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n
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a
l
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te
g
y
b
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a
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n
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a
l
a
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v
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r
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o
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it
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co
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n
t
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p
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n
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e
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n
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n
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O
b
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g
m
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n
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p
la
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o
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p
o
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s
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r
d
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o
p
m
e
n
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o
m
m
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s
–
C
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a
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a
d
a
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&
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p
o
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g
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ra
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g
y
u
si
n
g
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o
w
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r
B
I
a
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n
g
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r
d
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n
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r
b
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o
b
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e
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T
h
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e
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o
u
ld
b
e
a
m
a
p
p
in
g
ex
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o
f
th
e
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u
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e
d
a
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o
u
r
b
u
si
n
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s
m
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s.
T
h
is
sh
o
u
ld
h
e
lp
id
en
ti
fy

g
a
p
s
a
n
d
re
d
u
ce
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e
n
u
m
b
er
o
f
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lo
ed

sy
st
e
m
s
h
o
ld
in
g
in
fo
rm
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o
n
.A

si
n
g
le
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u
a
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a
ta
w
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re
h
o
u
se

o
r
d
a
ta
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k
e
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o
u
ld
d
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v
e
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e
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u
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e
p
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n
n
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g
,
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u
rc
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g
,
a
n
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n
d
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n
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u
g
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u
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e

b
u
si
n
e
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y
n
a
m
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m
o
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n
g
w
o
u
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a
ll
o
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e
b
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n
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n
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e
IT
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n
g
e
s.

T
h
e
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ra
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g
y
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o
u
ld
in
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u
d
e
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a
in
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g
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e
b
u
si
n
e
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o
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e
te
a
m
s
a
re
a
b
le
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p
ro
v
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e
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m
p
re
h
e
n
si
v
e

a
n
a
ly
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s
&
d
a
sh
b
o
a
rd
s
b
a
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to
th
e
S
L
T
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r
st
ra
te
g
ic
d
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is
io
n
m
a
k
in
g
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u
to
m
a
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o
n
o
f
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p
o
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s
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o
u
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b
e

a
v
a
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e-
a
d
d
p
ro
p
o
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o
n
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r
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e
b
u
si
n
es
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a
n
d
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u
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m
a
n
u
a
l
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o
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g
.
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d
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P
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r
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A
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li
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e
A
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A
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e
D
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r
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o
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e
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u
se
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s
a
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e
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.
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ra
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d
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R
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w
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P
e
o
p
le

O
b
se
rv
a
ti
o
n
s
–
T
h
er
e
is
a
g
re
a
t
te
a
m
w
o
rk

et
h
o
s
a
t
th
e
co
ll
eg
e
s
w
it
h
a
w
il
li
n
g
n
es
s
to
a
u
to
m
a
te
a
n
d

im
p
ro
v
e.
T
ra
in
in
g
a
w
a
re
n
es
s
is
p
re
v
a
le
n
t,
a
n
d
th
e
b
u
si
n
es
s
u
se
rs
h
a
v
e
a
n
a
p
p
et
it
e
fo
r
ch
a
n
g
e
b
u
t

h
a
v
e
li
tt
le
ti
m
e
to
ca
rr
y
o
u
t
th
e
ta
sk
s.
T
h
er
e
a
re
so
m
e
fu
n
ct
io
n
s
w
it
h
in
th
e
co
ll
e
g
e
th
a
t
re
a
ll
y
co
u
ld

d
ri
v
e
ch
a
n
g
e
w
it
h
in
th
e
b
u
si
n
es
s.
B
u
si
n
es
s
G
ro
w
th
a
re
co
n
st
a
n
tl
y
st
ri
v
in
g
fo
r
ch
a
n
g
e
a
n
d
id
en
ti
fy
in
g

tr
en
d
s
th
a
t
b
u
si
n
es
se
s
a
re
lo
o
k
in
g
fo
r
w
it
h
in
co
u
rs
e
/c
o
n
te
n
t
d
ev
e
lo
p
m
en
t.

R
ec
o
m
m
en

d
a
ti
o
n
s
–
E
x
p
e
d
it
e
ex
is
ti
n
g
p
la
n
s
fo
r
co
ll
a
b
o
ra
ti
v
e
w
o
rk
in
g
g
ro
u
p
s/
fo
ru
m
s.
E
x
p
lo
re

u
p
sk
il
li
n
g
w
it
h
in
th
e
w
o
rk
in
g
d
a
y
to
e
m
p
o
w
er
th
e
u
se
rs
a
n
d
cr
ea
te
sy
st
em

co
n
fi
d
en
ce
w
it
h
in
th
e
ir

fu
n
ct
io
n
s.
H
a
v
e
a
cc
o
u
n
ta
b
il
it
y
w
it
h
in

th
e
fu
n
ct
io
n
s
o
f
th
e
sy
st
em

s
th
ey

u
se
.
T
h
is
w
il
l
in
tr
o
d
u
ce

re
sp
o
n
si
b
il
it
y
a
m
o
n
g
st
th
e
te
a
m
s
b
y
h
a
v
in
g
cl
ea
r
ro
le
s
&
ta
sk
s.

H
a
v
in
g
th
e
fo
ru
m
s/
w
o
rk
in
g
g
ro
u
p
s
w
il
l
a
ll
o
w
th
e
b
u
si
n
es
s
to
sh
a
re
ex
p
e
rt
is
e,
a
ll
fu
n
ct
io
n
s
w
h
o
a
re

in
v
o
lv
ed

w
it
h
co
u
rs
e
d
e
v
el
o
p
m
en
t
sh
o
u
ld
h
a
v
e
a
sh
a
re
d
u
n
d
e
rs
ta
n
d
in
g
o
f
w
h
a
t
co
n
te
n
t
is
re
le
v
a
n
t

&
re
a
l
to
th
e
u
se
r/
st
u
d
en
t.
T
h
is
m
ec
h
a
n
is
m
w
il
l
d
ri
v
e
d
ig
it
a
l
in
n
o
v
a
ti
o
n
a
n
d
in
te
ll
ig
en
ce
w
it
h
in
th
e

te
a
m
s
a
n
d
cr
ea
te
s
a
cu
lt
u
re
o
f
co
n
ti
n
u
o
u
s
im
p
ro
v
e
m
en
t.
S
h
a
re
th
es
e
p
ra
ct
ic
es
a
ro
u
n
d
th
e
b
u
si
n
es
s

a
n
d
em

b
ed

co
ll
a
b
o
ra
ti
o
n
.T
h
e
se
sh
o
u
ld
b
e
re
g
u
la
r
a
n
d
st
ru
ct
u
re
d
.

T
h
e
cr
ea
ti
o
n
o
f
sy
st
em

a
d
m
in
is
tr
a
to
rs
&
m
ig
ra
ti
n
g
sy
st
em

s
to
th
e
cl
o
u
d
w
il
l
re
d
u
ce
th
e
IC
T
w
o
rk
lo
a
d

a
n
d
im
p
ro
v
e
sy
st
e
m
p
e
rf
o
rm

a
n
ce
b
y
em

p
o
w
e
ri
n
g
u
se
r
to
d
ri
v
e
im
p
ro
v
em

en
ts
w
it
h
in
th
e
to
o
ls
th
ey

m
a
n
a
g
e.
T
o
o
m
a
n
y
ti
m
e
s
th
e
b
u
si
n
e
ss
id
en
ti
fy

a
p
ro
b
le
m
a
n
d
th
e
n
ca
ll
IC
T
u
n
ti
l
it
’s
fi
x
ed
,
th
e
u
se
r

sh
o
u
ld
b
e
e
m
p
o
w
er
ed

&
co
n
fi
d
en
t
e
n
o
u
g
h
to
tr
o
u
b
le
sh
o
o
t
in
th
e
fi
rs
t
in
st
a
n
ce
.

C
re
a
te
ca
re
er

p
ro
g
re
ss
io
n
p
a
th
s
fo
r
th
e
in
fo
rm

a
ti
o
n
te
ch
n
o
lo
g
y
p
ro
fe
ss
io
n
a
ls
a
n
d
a
li
g
n
th
e
m
to

a
g
iv
e
n
se
t
o
f
jo
b
fa
m
il
ie
s,
th
is
w
il
l
en
a
b
le
a
n
d
d
ri
v
e
te
a
m
re
te
n
ti
o
n
.
A
te
ch
n
o
lo
g
y
ce
n
tr
e
o
f
ex
ce
ll
en
ce

a
n
d
co
m
m
u
n
it
ie
s
o
f
p
ra
ct
ic
e
sh
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5.5 User Journey Mapping (see appendix II)

As part of the Discovery phase, we completed a User Journey Mapping exercise to understand, by function, the applications and services used.

Stages ICT Applications/Infrastructure Enterprise Systems Marketing & Business Development Planning Enrolment Campus Life Learning Journey Assessment & Awards

Key Touchpoints -Core applications

-Core Infrastructure

-Enterprise systems across whole of

business

-Candidate attraction

-School Liaison

-Marketing & Social media

-Funding Planning

-Resource Planning

-Course Planning

-Application

-Scan for Courses

-Advice & Guidance

-Funding/Grants

-IT Enablement

-Timetable

-Curriculum

-Attendance

-Funding/Grants

-Student Records

-Safeguarding

-Apprenticeships

-Library

-Accessibility

-Curriculum

-Disability

-Grading

-Examination

-Funding Withdrawal

-IT Disablement

Technology Systems

Used
Support Systems, VPN, Citrix, Hypervisor,

Network, Azure, O365

MiM, Reporting, Open Accounts, EBIS,

iTrent, Simplysis, Unit-e, Estates

Request, H&S

Social Media, Website, Chatbot, Mailchimp,

Intranet

CDP CAMS, CDP, Internet, Intranet, Card,

Exchange, Myday

CDP, Intranet, Termtime, Text

Anywhere, Chatbot, Formstack,

myLearning, Retention Tool,

Attendance Grid, Myday

myLearning, Heritage, Card Exchange,

Blackboard Ally, Turnitin, Accessplanit, Read

& Write Gold, ClickView, Browsealoud,

Learning Portal,

Myday

ICT

Business Growth

Quality

BIIS/Student Records

Student Funding

Finance

Wider Teams

SLT

Curriculum Heads

Curriculum Managers

Digital Learning Support

Apprenticeships & WBL

HR

Pain Points - Infrastructure is old

- Under-funded

- Operating model not clear enough for

infrastructure to match the model

- Blame ICT culture

- No asset management plan

- Process not always followed

- Wi-Fi is not performing well

- Citrix appears to be problematic

- Intrant is not fit for purpose

- Reporting content is limited

- Application/System expertise isn't in

function

- System ownership isn't clear

- Need for more system integrations

- Lots of manual processes

- Lack of campus wide CRM isn't efficient

- Unable to find course easy on Website

- No strategic forecasting carried out due to lack of

quality data

- Lots of manually steps within the CDP

- Unable to model in real-time

- Need for more system integrations

- Enrolment for anyone outside of full-time student

is a poor experience

- Need for more system integrations

- Wi-Fi performance impacts student learning

- Course application process is cumbersome

- Website isn't engaging, difficult to find correct

course or course at all

- Self certification process is problematic

- Attendance tracking in general is difficult

- Need for more system integrations

- Too many systems to log in and out of

- Timetabling is not good

- Lots of manual processes

- Staff training engagement could be better

- Need for more system integrations

- Business doesn’t take management of content

seriously

- Some systems are not modern & engaging

- IT disablement process could be better, impact

to grading & IT security

- Need for more system integrations

Improvement

Opportunities

- Migration to the cloud where possible for

applications

- Move VDI offering to the cloud

- Introduce improved change control process

- Create asset plan

- Increase performance of Wi-Fi(Node1 assessment)

- Document & policy repository would improve

following of standardised processes

- Leverage single vendor (MS) products

- Introduce modules to complete modern

tasks

- Create a data & reporting strategy

- Migrate to cloud where possible to improve

system management processes

- Create formal processes to investigate

where integration opportunities exist

- Introduction of campus wide CRM will enable

better customer engagement. All touchpoints with

customers & business would be tracked.

- Improve Website general functionality, make it

easy to find courses

- Provide more data through a centralised

repository to enable modelling & forecasting

- Increase quality of data by introducing more data

sources into a data warehouse/data lake.

- Website is being replaced but should be in

conjunction with business to make sure requirements

are captured

- Re-engineer automated enrolment process to

include all students types

- Replace timetabling system to track

timetable for students & staff

- Transform the current attendance tool to

reduce impact to student funding

- Increase Single Sign On ability across

systems

- Investigate whether mandatory training could be

effectively used

- Enforce accessibility amendments to content are

made by Curriculum

- Replace Heritage with modern system

- look to see where changing of tools could

improve the student 'life after college' i.e. Read &

Write Gold > Immersive Reader from MS

- Redefine the extension/leavers process as it

leaves gaps in the ability for students to submit

work to complete course

Student JourneyFoundations of Business
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h
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b
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c
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b
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d
in
g

en
cr
y
p
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p
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ra
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b
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c
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ra
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p
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b
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b
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b
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c
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p
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a
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p
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b
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c
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b
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c
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ra
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b
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p
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b
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b
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b
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d
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p
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p
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b
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c
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ca
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a
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a
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a
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ra
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b
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b
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ra
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p
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ra
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b
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b
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b
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p
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a
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w
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p
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p
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is
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h
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b
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b
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b
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d
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p
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p
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p
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ra
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ra
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p
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b
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a
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n
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ra
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p
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p
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p
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ra
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p
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b
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b
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b
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p
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p
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b
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6
S
ep
te
m
b
er
2
0
2
3

S
tr
ic
tl
y
C
o
n
fi
d
en
ti
al

Pa
g
e
3
0
of
4
0

5
.8
.4
. 

R
ec
o
m
m
en

d
a
ti
o
n
s
&
R
a
ti
o
n
a
le

W
e
re
co
m
m
e
n
d
th
e
co
ll
eg
e
p
u
t
in
p
la
ce
a
n
A
ss
et
R
ef
re
sh

C
y
cl
e
b
a
se
d
o
n
a
n
u
p
d
a
te
d
U
se
r
D
ev
ic
e

P
o
li
cy
,w

h
ic
h
sh
o
u
ld
in
cl
u
d
e
a
3
–
5
-y
ea
r
a
ss
et
re
fr
es
h
cy
cl
e
.

G
iv
e
n
th
a
t
th
e
C
h
ro
m
e
b
o
o
k
s
w
er
e
p
ro
cu
re
d
a
t
th
e
sa
m
e
ti
m
e,
a
n
d
to
a
v
o
id
h
a
v
in
g
to
re
p
la
ce
th
e
m

a
ll
a
t
o
n
ce
,w

e
w
o
u
ld
re
co
m
m
en
d
co
m
p
le
ti
n
g
a
n
a
u
d
it
o
f
th
e
a
ss
et
s
to
id
en
ti
fy
w
h
ic
h
o
n
es
a
re
in
th
e

b
e
st
co
n
d
it
io
n
a
n
d
re
fr
e
sh

th
e
m
o
n
a
lo
n
g
e
r
cy
cl
e
to
sp
re
a
d
th
e
co
st
.

W
e
re
co
m
m
e
n
d
co
m
p
le
ti
n
g
a
te
n
d
er
p
ro
ce
ss
b
a
se
d
o
n
th
e
ty
p
e
a
n
d
n
u
m
b
er
o
f
a
ss
et
s
to
b
e
re
p
la
ce
d

o
v
er

th
e
cy
cl
e,
th
is
w
il
l
se
cu
re

b
et
te
r
p
ri
ci
n
g
,
co
n
so
li
d
a
ti
n
g
o
n
to

a
si
n
g
le
m
a
n
u
fa
ct
u
re
r’
s
p
ro
d
u
ct

(w
h
e
re

p
o
ss
ib
le
).

T
h
is
w
il
l
im
p
ro
v
e
su
p
p
o
rt
a
b
il
it
y
a
n
d
re
d
u
ce

th
e
n
u
m
b
e
r
o
f
d
if
fe
re
n
t
a
ss
et
s
to

m
a
in
ta
in
b
u
il
d
s
fo
r.

A
p
re
-r
eq
u
is
it
e
to
th
e
te
n
d
er
is
th
a
t
u
se
ca
se
s
a
n
d
re
q
u
ir
e
m
e
n
ts
a
re
fu
ll
y
d
ef
in
e
d
.

5
.9
. 
N
et
w
o
rk

T
h
e
o
v
e
ra
ll
n
et
w
o
rk

d
es
ig
n
a
cr
o
ss

th
e
ca
m
p
u
s
la
n
d
sc
a
p
e
is
w
el
l
d
es
ig
n
ed

a
n
d
d
el
iv
er
s
ex
ce
ll
en
t

re
si
li
en
ce
.

H
o
w
ev
er
,
fe
ed
b
a
ck

su
g
g
es
ts
th
a
t
th
e
W
i-
F
i
d
e
si
g
n
is
n
o
lo
n
g
er
fi
t
fo
r
p
u
rp
o
se
.
T
h
is
co
u
ld
b
e
d
u
e
to

se
v
er
a
l
fa
ct
o
rs
in
cl
u
d
in
g
th
e
co
ll
eg
e
ch
a
n
g
in
g
it
s
te
a
ch
in
g
a
re
a
s,
h
ig
h
e
r
d
e
m
a
n
d
th
a
n
w
h
en

it
w
a
s

fi
rs
t
im
p
le
m
e
n
te
d
a
n
d
m
o
re
In
te
rn
et
o
f
T
h
in
g
s
(I
o
T
)
b
ei
n
g
in
tr
o
d
u
ce
d
in
to
ev
e
ry
d
a
y
li
fe
.

5
.9
.1
. 

W
i-
F
i
S
u
m
m
a
ry

T
h
e
W
i-
F
ih
a
rd
w
a
re
is
la
rg
el
y
u
p
-t
o
-d
a
te
a
n
d
co
n
si
st
s
o
f
a
m
ix
tu
re
o
f
le
a
se
d
a
n
d
o
w
n
ed

A
ru
b
a
A
cc
es
s

P
o
in
ts
(a
p
p
ro
x
.2
2
0
)
w
it
h
2
x
A
ru
b
a
C
o
n
tr
o
ll
e
rs
w
it
h
a
n
H
A
so
lu
ti
o
n
.

T
h
e
co
ll
eg
e
h
a
s
a
d
o
p
te
d
a
B
Y
O
D
p
o
li
cy
,
a
lo
n
g
w
it
h
su
p
p
ly
in
g
d
ev
ic
e
s
w
h
ic
h
re
ly

o
n
a
w
ir
el
e
ss

co
n
n
ec
ti
o
n
.
C
la
ss
es

a
re

p
la
n
n
ed

o
n
th
e
p
re
su
m
p
ti
o
n
W
i-
F
i
w
il
l
b
e
a
v
a
il
a
b
le
.
S
o
,
it
is
a
n
a
cc
ep
ta
b
le

ex
p
ec
ta
ti
o
n
fr
o
m
th
e
st
a
ff
a
n
d
st
u
d
en
t
th
a
t
W
I-
F
I
is
a
v
a
il
a
b
le
a
n
d
ro
b
u
st
in
a
ll
a
re
a
s.

5
.9
.2
. 

F
in
d
in
g
s

T
h
e
m
a
in
a
re
a
s
o
f
co
n
ce
rn

id
en
ti
fi
ed

d
u
ri
n
g
th
e
w
o
rk
sh
o
p
s
w
e
re
th
e
la
ck

o
f
co
v
er
a
g
e
a
cr
o
ss
th
e

es
ta
te
a
n
d
la
te
n
cy

in
p
e
rf
o
rm

a
n
ce
.

T
h
er
e
is
n
o
a
p
p
a
re
n
t
W
i-
F
i
st
ra
te
g
y
li
n
k
ed

to
a
n
o
p
e
ra
ti
n
g
m
o
d
e
l
o
r
b
a
se
d
o
n
a
n
u
p
d
a
te
d
se
t
o
f

re
q
u
ir
em

en
ts
.

A
su
rv
ey

w
a
s
co
m
p
le
te
a
t
th
e
ca
m
p
u
s
re
ce
n
tl
y
a
n
d
co
n
fi
rm

ed
th
a
t
w
h
il
st
it
h
a
s
a
g
o
o
d
W
I-
F
I

so
lu
ti
o
n
it
d
o
e
s
fa
ll
sh
o
rt
sp
ec
if
ic
a
ll
y
re
la
ti
n
g
to
th
ro
u
g
h
p
u
t
a
n
d
co
ll
eg
e
w
id
e
co
v
er
a
g
e.

T
h
e
su
rv
ey

d
id
n
’t
ca
p
tu
re
a
n
y
d
a
ta
a
ro
u
n
d
a
ct
u
a
l
ca
p
a
ci
ty
o
r
th
ro
u
g
h
p
u
t

5
.9
.3
. 

C
o
n
si
d
er
a
ti
o
n
s

C
o
v
er
a
g
e:
T
h
e
W
i-
F
in
et
w
o
rk
sh
o
u
ld
co
v
er
a
ll
a
re
a
s
o
f
th
e
ca
m
p
u
s,
in
cl
u
d
in
g
te
a
ch
in
g
a
re
a
s,
li
b
ra
ri
es
,

co
m
m
o
n
a
re
a
s
a
n
d
p
o
ss
ib
ly
o
u
td
o
o
r
sp
a
ce
s.

B
a
n
d
w
id
th
:
T
h
e
W
i-
F
i
n
e
tw
o
rk

sh
o
u
ld
h
a
v
e
su
ff
ic
ie
n
t
b
a
n
d
w
id
th

to
su
p
p
o
rt
th
e
n
ee
d
s
o
f
a
ll
u
se
rs
,

in
cl
u
d
in
g
st
u
d
en
ts
a
n
d
st
a
ff
,w

h
o
m
a
y
b
e
u
si
n
g
m
u
lt
ip
le
d
ev
ic
e
s
si
m
u
lt
a
n
eo
u
sl
y
.

S
ec
u
ri
ty
:
T
h
e
W
i-
F
in
et
w
o
rk
sh
o
u
ld
b
e
se
cu
re
,w

it
h
e
n
cr
y
p
ti
o
n
a
n
d
a
u
th
en
ti
ca
ti
o
n
m
ea
su
re
s
in
p
la
ce

to
p
ro
te
ct
a
g
a
in
st
u
n
a
u
th
o
ri
se
d
a
cc
e
ss
a
n
d
cy
b
er
th
re
a
ts
.
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0
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Pa
g
e
3
1
of
4
0

M
a
n
a
g
em

en
t:
T
h
e
W
i-
F
i
n
et
w
o
rk

sh
o
u
ld
b
e
ce
n
tr
a
ll
y
m
a
n
a
g
ed
,w

it
h
to
o
ls
a
n
d
re
so
u
rc
e
s
in
p
la
ce
to

m
o
n
it
o
r
u
sa
g
e,
tr
o
u
b
le
sh
o
o
t
is
su
es
,a
n
d
o
p
ti
m
is
e
p
e
rf
o
rm

a
n
ce
.

G
u
e
st

a
cc
es
s:

T
h
e
W
i-
F
i
n
et
w
o
rk

sh
o
u
ld

p
ro
v
id
e
g
u
es
t
a
cc
e
ss

fo
r
v
is
it
o
rs

to
th
e
ca
m
p
u
s,
w
it
h

a
p
p
ro
p
ri
a
te
a
u
th
en
ti
ca
ti
o
n
a
n
d
se
cu
ri
ty
m
ea
su
re
s
in
p
la
ce
to
p
ro
te
ct
a
g
a
in
st
u
n
a
u
th
o
ri
se
d
a
cc
es
s.

D
ev
ic
e
co
m
p
a
ti
b
il
it
y
:
T
h
e
W
i-
F
i
n
et
w
o
rk

sh
o
u
ld

b
e
co
m
p
a
ti
b
le
w
it
h
a
w
id
e
ra
n
g
e
o
f
d
ev
ic
e
s,

in
cl
u
d
in
g
la
p
to
p
s,
sm

a
rt
p
h
o
n
e
s,
ta
b
le
ts
,a
n
d
o
th
e
r
w
ir
el
e
ss
d
e
v
ic
es
.

C
a
p
a
ci
ty

p
la
n
n
in
g
:
T
h
e
W
i-
F
i
n
et
w
o
rk
sh
o
u
ld
b
e
d
es
ig
n
ed

w
it
h
ca
p
a
ci
ty
p
la
n
n
in
g
in
m
in
d
,w

it
h
th
e

a
b
il
it
y
to
sc
a
le
u
p
o
r
d
o
w
n
b
a
se
d
o
n
ch
a
n
g
in
g
n
e
ed
s
a
n
d
d
em

a
n
d
s.

R
ed
u
n
d
a
n
cy
:
T
h
e
W
i-
F
i
n
et
w
o
rk

sh
o
u
ld

h
a
v
e
re
d
u
n
d
a
n
cy

m
ea
su
re
s
in

p
la
ce

to
e
n
su
re

th
a
t
it

re
m
a
in
s
o
p
er
a
ti
o
n
a
l,
e
sp
ec
ia
ll
y
in
te
a
ch
in
g
a
n
d
st
u
d
y
in
g
a
re
a
s
in
th
e
ev
en
t
o
f
a
fa
il
u
re
o
r
o
u
ta
g
e.

U
se
r
ex
p
er
ie
n
ce
:
T
h
e
W
i-
F
i
n
et
w
o
rk

sh
o
u
ld
p
ro
v
id
e
a
se
a
m
le
ss
a
n
d
re
li
a
b
le
u
se
r
ex
p
er
ie
n
ce
,
w
it
h

fa
st
sp
ee
d
s,
lo
w
la
te
n
cy

w
it
h
m
in
im
a
l
d
o
w
n
ti
m
e
o
r
d
is
ru
p
ti
o
n
s.

5
.9
.4
. 

O
p
ti
o
n
s

5
.9
.4
.1
. 
T
ra
n
sf
o
rm

-
A
d
o
p
t
a
n
d
im
p
le
m
en
t
th
e
re
co
m
m
en
d
a
ti
o
n
s
fr
o
m
th
e
su
rv
ey
co
m
p
le
te
d
b
y
N
o
d
e1
a
n
d

cr
ea
te
W
i-
F
ir
eq
u
ir
em

en
ts
b
a
se
d
o
n
cu
rr
en
t
&
fu
tu
re
n
ee
d

B
en

e
fi
t:

K
n
o
w
n
E
n
ti
ty
:
T
h
e
co
ll
eg
e
a
lr
ea
d
y
h
a
s
th
e
eq
u
ip
m
e
n
t
w
it
h
a
le
a
se
d
co
n
tr
a
ct
so
lu
ti
o
n
in
p
la
ce

fo
r

n
ew

o
r
re
p
la
ce
m
e
n
t
eq
u
ip
m
en
t.
A
la
rg
e
p
er
ce
n
ta
g
e
o
f
th
e
e
st
a
te
is
a
lr
ea
d
y
in
re
a
ch

so
to
ex
p
a
n
d
th
e

fo
o
tp
ri
n
t
sh
o
u
ld
b
e
lo
w
in
co
m
p
le
x
it
y
a
n
d
ti
m
es
ca
le
.

Im
p
ro
v
ed

C
o
v
e
ra
g
e:

U
p
sc
a
li
n
g
th
e
W
i-
F
i
n
et
w
o
rk

ca
n
im
p
ro
v
e
co
v
er
a
g
e,
en
su
ri
n
g
th
a
t
a
ll
a
re
a
s
o
f

th
e
ca
m
p
u
s
a
re
co
v
er
ed
,a
n
d
th
a
t
st
u
d
en
ts
a
n
d
st
a
ff
ca
n
a
cc
e
ss
th
e
n
et
w
o
rk
fr
o
m
a
n
y
w
h
er
e
.

In
cr
e
a
se
d
B
a
n
d
w
id
th
:
U
p
sc
a
li
n
g
th
e
W
i-
F
in
et
w
o
rk
ca
n
in
cr
ea
se
b
a
n
d
w
id
th
,p
ro
v
id
in
g
fa
st
er
sp
ee
d
s

a
n
d
b
et
te
r
p
er
fo
rm

a
n
ce
fo
r
u
se
rs
,e
v
en

d
u
ri
n
g
p
ea
k
u
sa
g
e
p
er
io
d
s.

E
n
h
a
n
ce
d
S
ec
u
ri
ty
:
U
p
sc
a
li
n
g
th
e
W
i-
F
in
et
w
o
rk
ca
n
en
h
a
n
ce
se
cu
ri
ty
,w

it
h
th
e
a
b
il
it
y
to
im
p
le
m
e
n
t

st
ro
n
g
e
r
en
cr
y
p
ti
o
n
a
n
d
a
u
th
en
ti
ca
ti
o
n
m
ea
su
re
s
to
p
ro
te
ct
a
g
a
in
st
cy
b
e
r
th
re
a
ts
a
n
d
u
n
a
u
th
o
ri
se
d

a
cc
es
s.

B
et
te
r
U
se
r
E
x
p
e
ri
en

ce
:
U
p
sc
a
li
n
g
th
e
W
i-
F
i
n
et
w
o
rk

ca
n
p
ro
v
id
e
a
b
et
te
r
u
se
r
ex
p
er
ie
n
ce
,
w
it
h

fa
st
er
sp
ee
d
s,
lo
w
er
la
te
n
cy
,
a
n
d
fe
w
er
in
te
rr
u
p
ti
o
n
s
o
r
d
is
ru
p
ti
o
n
s.
T
h
is
w
o
u
ld
in
cr
ea
se
th
e
d
ig
it
a
l

co
n
fi
d
e
n
ce
a
cr
o
ss
th
e
ca
m
p
u
s
a
n
d
im
m
e
n
se
ly
im
p
ro
v
e
th
e
re
p
u
ta
ti
o
n
o
f
th
e
co
ll
eg
e.
L
ec
tu
re
rs
w
o
u
ld

a
ls
o
fe
el
th
e
b
en
ef
it
o
f
p
la
n
n
in
g
th
e
ir
cl
a
ss
e
s
k
n
o
w
in
g
th
a
t
w
h
a
t
is
b
ei
n
g
d
el
iv
e
re
d
w
il
l
w
o
rk
.

Im
p
ro
v
ed

C
o
ll
a
b
o
ra
ti
o
n
:
U
p
sc
a
li
n
g
th
e
W
i-
F
i
n
et
w
o
rk

ca
n
im
p
ro
v
e
co
ll
a
b
o
ra
ti
o
n
a
m
o
n
g
st
u
d
en
ts

a
n
d
st
a
ff
,w

it
h
th
e
a
b
il
it
y
to
sh
a
re
d
a
ta
a
n
d
re
so
u
rc
es
m
o
re
ea
si
ly
a
n
d
ef
fi
ci
e
n
tl
y
.

M
o
b
il
e
L
ea
rn
in
g
:
U
p
sc
a
li
n
g
th
e
W
i-
F
i
n
et
w
o
rk

ca
n
en
a
b
le
m
o
b
il
e
le
a
rn
in
g
,
a
ll
o
w
in
g
st
u
d
en
ts
to

a
cc
es
s
co
u
rs
e
m
a
te
ri
a
ls
a
n
d
re
so
u
rc
e
s
fr
o
m
a
n
y
w
h
er
e
o
n
ca
m
p
u
s,
u
si
n
g
th
e
ir
o
w
n
d
ev
ic
e
s.

R
ed
u
ce
d
M
a
in
te
n
a
n
ce
:
U
p
sc
a
li
n
g
th
e
W
i-
F
i
n
et
w
o
rk
ca
n
h
e
lp
to
re
d
u
ce
m
a
in
te
n
a
n
ce
re
q
u
ir
em

en
ts
,

w
it
h
th
e
a
b
il
it
y
to
m
a
n
a
g
e
th
e
n
et
w
o
rk

m
o
re
ef
fi
ci
en
tl
y
a
n
d
ef
fe
ct
iv
e
ly
,
u
si
n
g
a
u
to
m
a
te
d
to
o
ls
a
n
d

re
so
u
rc
e
s.

C
o
st

S
a
v
in
g
s:

U
p
sc
a
li
n
g
th
e
W
i-
F
i
n
et
w
o
rk

ca
n
p
ro
v
id
e
co
st
sa
v
in
g
s,
w
it
h
th
e
a
b
il
it
y
to

o
p
ti
m
iz
e

n
et
w
o
rk
re
so
u
rc
e
s
a
n
d
re
d
u
ce
th
e
n
ee
d
fo
r
a
d
d
it
io
n
a
l
h
a
rd
w
a
re
o
r
so
ft
w
a
re
el
se
w
h
e
re
.
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5
.9
.4
.2
. 
R
ep
la
ce
-
O
u
ts
o
u
rc
e
W
i-
F
ii
n
fr
a
st
ru
ct
u
re
a
n
d
se
rv
ic
e.

B
en

e
fi
t:

E
x
p
er
ti
se
:
3
rd

p
a
rt
y
su
p
p
li
e
rs

ty
p
ic
a
ll
y
h
a
v
e
sp
ec
ia
li
se
d
ex
p
er
ti
se

a
n
d
ex
p
er
ie
n
ce

in
d
e
si
g
n
in
g
,

im
p
le
m
e
n
ti
n
g
,a
n
d
m
a
n
a
g
in
g
W
i-
F
i
n
et
w
o
rk
s,
w
h
ic
h
ca
n
re
su
lt
in
b
et
te
r
p
er
fo
rm

a
n
ce
,r
e
li
a
b
il
it
y
a
n
d

se
cu
ri
ty
.

S
ca
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b
il
it
y
:
W
i-
F
i
su
p
p
li
er
s
ca
n
p
ro
v
id
e
sc
a
la
b
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b
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b
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d
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a
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p
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m
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a
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p
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p
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d
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p
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p
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p
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Business, Resources, and Infrastructure Committee Work Plan 2023-24         

September  November March June 

Reports to this meeting    

2023-24 Terms of Reference & Work Plan Statutory Accounts to July 2023 (Before 
Audit Finalisation) 

2023-24 SFC Indicative Funding: 
Revenue & Capital 

2023-24 Budgets for Academic Year 
ending 31 July 2024 

SFC 5 Year Financial Forecast Return 
(FFR) 

2022-23 Annual Procurement Report 2023-24 First Draft SFC Funded Capital 
& Revenue Expenditure Programme 

2023-24 SFC Funded Capital & 
Revenue Expenditure Programme 

2022-23 Student Support Funds Final 
Position at July 2023 

 2023-24 Student Support Funds 
Position Update 

FY 2023-24 SFC Resource Returns 

   2023-24 Student Resource Funds 
Allocation 

  2023-24 SFC Funded Capital 
Expenditure Position 

2023-24 SFC Funded Capital Final 
Expenditure Position 

 ICT - 6-month Report  ICT, Annual Report 

2022-23 Business Growth – Annual 
Review 

Health, Safety and Wellbeing Annual 
Report 

Business Growth, 6-month Report Digital Strategy, Annual Report  

 Freedom of Information Annual Report Mainstreaming Equality and Diversity - 
Annual Report 

 

Reports to each meeting    

2023-24 Management Accounts 2023-24 Management Accounts 2023-24 Management Accounts 2023-24 Management Accounts 

HR & Staff Learning and Development 
report  

HR & Staff Learning and Development 
report 

HR & Staff Learning and Development 
report 

HR & Staff Learning and Development 
report 

Health, Safety and Wellbeing & Equality 
Inclusion report  

Health, Safety and Wellbeing & Equality 
Inclusion report 

Health, Safety and Wellbeing & Equality 
Inclusion report 

Health, Safety and Wellbeing & Equality 
Inclusion report 

2022-23 Quarterly complaints report Q3 2022-23 Annual complaints report  2023-24 Quarterly complaints report Q1 2023-24 Quarterly complaints report Q2 

2023-24 Corporate Risk Register (V1): 
BRIC Extract 

2023-24 Corporate Risk Register (V2): 
BRIC Extract 

2023-24 Corporate Risk Register (V3): 
BRIC Extract 

2023-24 Corporate Risk Register (V4): 
BRIC Extract 


