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Welcome

Service Round Table

November 6, 2009




Agenda

= Recent accomplishments from all areas

= Service Point and Welcome Centre:
e Construction
 Status of early wins for students
 Training Update

= Next Steps — newsletter, January ‘soft launch’
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Principal’s Task Force on
Student Life and Learning

From the first contact of prospective
students with the University, interactions
among students, faculty, and administrative
and support staff are based on mutual trust
and respect. McGill strives to make the
Information needed by students easily
accessible to them.



Recent Accomplishments
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Goals of Service Point

Build on the tradition of excellence at McGill and support of the goal of
becoming the student-centred University by:

» Creating a single point of contact for many administrative support
services, making services and information more accessible to
students

» Transforming the profile of the services from ‘behind the scenes’ and
‘scattered’ to a cohesive and prominent place in the heart of campus;

» Providing intensive professional development to our employees to
equip them to provide best in class services to our students;

» Empowering our employees to make decisions and solve problems on
the front line.

McGill



Construction Update




e Tender complete,contract awarded to Kingston Byers
 McLennan ground floor cleared of “surplus” furniture
« Demolition to start the week of Nov. 9t

* Noise abatement: lessening impact on students

 Completion date and move-in: late Spring 2010

McGill



Early Wins fr
Students _




 US gov't loan cheques provided in a “one-stop” manner —
Implemented Sept. 2009

 Merged Records and Admissions call centres —
Implemented Nov. 2009

e Centralized Commissioner for Oaths services — ready for
Implementation Jan. 2010

* One-stop Student Accounts and Registration services —
ready for implementation Jan. 2010

McGill



 International Health Card distribution — ready for
Implementation Jan. 2010

* Improved response time on official transcripts issued In
person — ready for implementation Jan. 2010

 STM enrolment confirmations (e-bill or unofficial transcript
In lieu of enrolment confirmation letters — awaiting further
confirmation from STM)

« Easier access to enrolment confirmation letters/forms (self-
services) — anticipated implementation by Spring 2010

& McGill



Training Update
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Sessions on track:
— Started Sept 29t as scheduled
— 12 weeks total, 3.5 hrs/week
— Exactly mid-way point, just completed 6" week

On target:
— Covered topics such as:
» General info for prospective students
« Admissions info for Undergraduate applicants

* Processes for newly admitted & current students such
as ID cards, transcripts etc.

 Legal documents

McGill



= Remaining sessions will include:
— Student Accounts with Jessica Lalonde
— Graduate Applicant & Student Info
— Scholarships & Student Aid Info
— International Health Insurance

= Working closely with partner units to finalize material

= Knowledgebase being updated in sync with training
sessions

= Staff already finding it useful to refer to in daily work

McGill



*|n addition to training sessions, job-
shadowing cycle has started for all Service
Point staff

"For Service Professionals, sessions to cover
particular tasks as well as general topics like
decision-making

McGill



= Q: How are the trainees feeling
about the workshops thus far?

= By way of a short survey, we were
able to extract some overall
themes.

McGill



Overall, the trainees have expressed that:

» Content has been well organized, and the delivery
of the material has been clear.

» Feedback on the Knowledgebase has been positive.

» Trainees new to the material have communicated
that tangible learning Is taking place, and the
mayjority of those familiar with the material
presented thus far are appreciative of the
opportunity to find new ways to tackle formerly

routine Issues.
& McGill



Unavoidable challenges:
* Time

« Staff shortages
This has lead to feelings of:

- Stress: Unable to tune out the office environment and
focus solely on the training.

e Frustration: Covering a lot of material in a very short
time, little time for questions and discussions, no time
to delve deeper into the issues once the basics have
been established for the group (ex: no time to focus on
service excellence/conflict resolution etc).

& McGill




Despite these challenges...
=Overall the feedback has been positive.

"|n particular, the trainees have enjoyed the
hands-on training activities, and are most
receptive of the training sessions that
Involve a lot of participation on their part.

& McGill



Based on their feedback we now have an
amplified resolve to:

"Increase the opportunities for the trainees to participate in
the training sessions.

= Create more opportunities to gain hands on experience via
job shadowing.

" Reinforce the benefits of being resourceful and of using all
tools available to them.

McGill



Project Timeline

Publish list of services - January 23, 2009 ¢

Name the service (staff contest) v

Business process mapping and re-thinking - Start: Jan 21, 2009 ¢
Student focus groups — January/February 2009 ¢

= Org structure, position descriptions and staffing plan — March 2009 ¢
= Logo contest completed v

= Positions posted — April 2009 v

" Training plan in development- April 2009 v

= Tender project (June 2009) ¢

= Complete filling new positions — August 2009 ¢

" Training starts - late September 2009 v
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= Begin construction — November 2009

= Targeted (soft) launch of new service — January 2010

= Move into new space in McLennan — May/June 2010

"= Integrate Arts/Science Student Affairs functions — June 2010

McGill



Next Steps

Newsletter - November
Conclude training - December
Soft launch of integrated services - January

At future Service Round Table, report on:

» Construction
» Soft launch status

McGill
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