
WelcomeWelcomeWelcomeWelcome
Spotlight on ServiceSpotlight on Service

March 24March 24thth 2010.2010.
Kathleen MasseyKathleen Massey



Principal’s Task Force on Principal’s Task Force on 
Student Life and LearningStudent 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 support staff are based on mutual trust and 
respect.  McGill strives to make the 
information needed by students easily information needed by students easily 
accessible to them.

McGill University  Final Report: Principal’s Task Force on Student Life and Learning at McGill  2006McGill University, Final Report: Principal s Task Force on Student Life and Learning at McGill, 2006





Goals of Service PointGoals of Service Point

Build on the tradition of excellence at McGill and supporting 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;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, as well as working closely with colleagues around 
campus.



Consultation and Consultation and 
ResearchResearchResearchResearch

– Student feedback groups
Service Roundtables– Service Roundtables

– Individual meetings with units
C d t t l k t– Cross-departmental work process teams

– ‘ISP Ideas’ email at website
S i S– Service Survey

– Site Visits
– Conferences 
– Contests (name contest / logo contest)



Logo Contest Winner
C i  BCassian Bopp



Areas in the new Areas in the new 
Service PointService Point

W l  C  f  i  d  

Service PointService Point

Welcome Centre – for prospective students 
and families to learn about McGill University

Service Point – for current students who 
require administrative support 

Specialist Area – for back-of-house staff 
seating and call centreseating and call centre





OverviewOverview

Functions – Educate, Administer, Refer

Population – Graduate, Undergraduate and 
Continuing Education (some services)Continuing Education (some services)

P Ad i i F R i t tiProcesses – Admissions, Fees, Registration, 
Exams, Convocation, Exchange, International 
Health Card Provide support to advising functionHealth Card, Provide support to advising function

Media In Person Phone Mail Fax WebMedia - In Person, Phone, Mail, Fax, Web 



Director Welcome Centre Director
Jocelyne Younan

Welcome Centre 
Manager
Adriana Rachubinski

Associate Director Manager, Associate Director
Romesh Vadivel

Communications
Rittu Sehgal

Manager, Services Manager, Services 
and Operations
Janice Johnson

Senior Service Professionals
Kathy D’Alesio and Jackie Courtney



Service Professionals & Service Representatives



Service PointService PointService PointService Point
L ti  d C t tiL ti  d C t tiLocation and ConstructionLocation and Construction



LocationLocation

McLennan building (ground level, 
f Sh b k d M T i h)corner of Sherbrooke and McTavish)

Planned move-in: Summer 2010



McTavish Street
Service Point Entrance





Service Point Entrance



Service Point
Waiting Area



Welcome Centre







Communication Communication 
WebsiteWebsite

www.mcgill.ca/integratedservices



NewsletterNewsletter



Project Plan and TimelineProject Plan and TimelineProject Plan and TimelineProject Plan and Timeline



Project Plan and Project Plan and 
TimelineTimelineTimelineTimeline

PHASE IPHASE I
Targeted (soft) launch of new service – January 2010

PHASE II
Move into new space in McLennan – June 2010

PHASE III
Integrate Arts/Science Student Affairs functions – June 
2010



What does this
mean for you?mean for you?

You’ll be sending students to a different location as of late 
June (corner of McTavish and Sherbrooke)June (corner of McTavish and Sherbrooke)

You’ll need to know the list of services provided, because that 
has changed – it can be found at:has changed it can be found at: 
www.mcgill.ca/spotlightonservice

You will need to know who works at Service Point andYou will need to know who works at Service Point and 
Welcome Centre – names, contact details have changed

New public phone number: 514-398-7878New public phone number: 514-398-7878

New email: servicepoint@mcgill.ca




