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Why are we doing PSOM? 

• Not currently organised to support the strategy - we 
need to do more to align strategy and service delivery 

• Not maximising our potential to deliver excellent and 
efficient services - we need to build on strengths and 
stay committed to continuous improvement 

• Need to design our services around the needs of 
users and not organisational silos 

• Need to be able to deliver a consistent, joined-up and 
efficient set of services, right across the University 
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Operating model design principles 

Ambitious 
The University must be ambitious for its people, its services, and its 
service users, if it is to deliver the service excellence expected of the 
world's leading applied University.  

User-centric  
Solutions that support the academic mission of the University and 
meet the needs of tomorrow's students, staff and external partners.  

One 
University,  
one model 

The University will create a single model within which services 
connect together as parts of a coherent end-to-end design, creating 
a consistent and logical experience for students, staff and external 
partners.  

Proportionate 
and 
appropriate 

Each function will be designed to deliver the quality and impact that 
is appropriate and proportionate to the service area. 

Agile, trusting 
and 
performance 
focused 

An agile and responsive culture will be created through a 
combination of clear organisational design and enhanced 
professional development, careers paths and a culture of trust and 
empowerment.  
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PSOM - progress to date 

The first year of PSOM focused on defining and designing the services 

most closely aligned to the delivery of teaching, learning and research.  

We now have two new groups: 

• Student and Academic Services  

(Group Director - Nuala Devlin) 

• Business Engagement, Skills and Employability  

(Group Director, Conor Moss) 

Within the design and consultation phase, we also have: 

• Recruitment, Marketing and Communications 

• Global Engagement  

• Research and Innovation  
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Since the start of 2018/19 academic year, we have been looking at 

the services which support the University as a large organisation.  

We have described these services as our Corporate Services and 

they include: 

• Finance and Planning  

• Human Resources and Organisational Development  

• Digital Technology Services  

• Governance Services  

• Facilities Directorate 

Corporate Services Project 
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So far, appointments have been made to leadership roles across 

three new areas within Corporate Services: 

• Governance and Sector Regulation - Martin Conway, University 

Secretary 

• Strategy, Planning and Insight - Linda Mason, Director of 

Strategy, Planning and Insight  

• Transformation - Libby Wilson, Director of Transformation 

 

Work is now underway to look at the design of these three services 

areas, including organisational structures. This will be undertaken 

alongside the high-level design work for the other areas of 

Corporate Services.  

Corporate Services Project 
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Key activities that we have undertaken so far include: 

 identifying key drivers and opportunities for Corporate Services  

 considering what our high level requirements are for Corporate 

Services - i.e. what capabilities do we need them to deliver and 

what are the ways of working that we want to develop or 

strengthen, both now and in the future? 

 completing a Service Catalogue to capture all processes and 

activities 

 holding workshops (where necessary) to look at the specific 

areas identified through the Service Catalogue  as having 

potential opportunities that require further exploration.  

Corporate Services - Project Approach 
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Service Catalogue Outputs 

 

The Service Catalogue is a list of activities, normally ordered by 

functional area or team. It describes what and how activities are 

undertaken, including which teams are involved in delivery and what 

systems are used. 

 

We have been looking at what this tells us about the types of work 

undertaken across the areas in scope of Corporate Services, including 

to what extent we are or could be offering self-service functionality 

and how we are managing enquiries. 
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Service Catalogue Output: Example 

Finance – Procurement 

OPPORTUNITIES TO IMPROVE  ENQUIRY MANAGEMENT 

Time on enquries

Time on business

processes

10% team time is spent on 

enquiry management 
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Self-serve

(Content)

Self-serve

(Systems)

Generalist Specialist Management

As-is To-be

19% of time on enquiry mgmt could be 

freed up by improving self-service (content) 

Most time-consuming 
processes in terms of enquiry 
mgmt. 

• Dealing with queries received in STP 
and travel inboxes 

• Providing strategic-level legal and 
commercial advice, generally high-
value project-related, influencing the 
commercial / procurement strategy of 
the university 

• Contracts register and acquisition 
routing (don't go to a new supplier, 
go to this department, they do it for 
you) as an internal resource to reduce 
administration  

 OPPORTUNITIES TO STREAMLINE OPERATIONAL 

DELIVERY  

Team effort on

operational delivery

Team effort on

mgmt/strategic

activities

6% of time spent on operational delivery 

requires Administrator/Coordinator (G5 and 
below) skill level to complete 

58 hours per month require 

Administrator/Coordinator skill level 

Most time-consuming activities 
 

• Facilitating development of tender 
questions (functional and non-functional 
requirements for software) and their 
relative weighting (69 hours pm) 

• Setting the level of contract management 
of (Kraljic) strategic and bottleneck 
suppliers, managing performance, 
indicators and targets, ensuring that the 
contract evolves with the university's 
needs (62 hours pm) 

• Supporting adjusting and finalising 
specification development with 
stakeholders (55 hours pm) 

22% of 
processe
s 

(taking up 412 
hours) are 
reported as 
having some 
level of 
duplication with 
other functions/ 
directorates. 
Will need further 
investigation on 
how to 
streamline 

SYSTEMS USED 

E5, Fraedom, In-tend, Travel 
provider system 

DEPENDENCIES 

• DTS 

• SPBC 

• Legal 

• Comms 
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What do we need from a future Corporate Services? 

1. We need our Corporate Services to be able to lead and advise the 

University on their specialist areas of expertise. This means being 

able to: 

• Provide specialist knowledge and skills to be able to lead and 

advise the University on matters of policy and strategy - both 

current and future 

• Use data and insights to inform decision making at all levels 

• Provide high-level trusted, professional and expert advice to the 

rest of the University through a business partner model 
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What do we need from a future Corporate Services? 

2. We need our Corporate Services to be able to design and deliver 

the processes, operations and services needed to keep the 

University running. This means being able to: 

• Deliver processes, operations and services (incl. query/incident 

management) in user-friendly way whilst also achieving quality 

standards and ensuring compliance with relevant regulations. 

• Make best use of technology for workflows , digital sharing of 

information and user self-service 

• Be responsive and able to adapt services as the user needs 

change and strategy evolves, including being able to develop staff 

and offer different career pathways to improve our overall 

capability 
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Corporate Operations 

Analysis of Service Catalogue demonstrates that we have significant 

amounts of activity that is process, operations or service delivery 

based. 

Such activities tend to relate to one of the Corporate Service (HROD, 

Finance, Facilities etc.), but also share some similar requirements or 

objectives. For example, across Corporate Services there are: 

CUSTOMER OR USER FOCUSED ENQUIRIES OR ADMINISTRATION 

QUALITY OR COMPLIANCE FOCUSED OPERATIONAL DELIVERY 

INFRASTRUCTURE FOCUSED OPERATIONAL ACTIVITY 

INCOME GENERATING SERVICE DELIVERY 

CUSTOMER OR USER FOCUSED ENQUIRIES OR ADMINISTRATION 

QUALITY OR COMPLIANCE FOCUSED ADMINISTRATION OR OPERATIONAL DELIVERY 

INFRASTRUCTURE FOCUSED OPERATIONAL ACTIVITY 

INCOME GENERATING SERVICE DELIVERY 
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Corporate Operations 

We have been using the name 'Corporate Operations' to describe this 

type of activity that relates both to a specialism as well as to a type of 

work (operations, administration, customer services etc.).  

We want to raise the profile of this activity and create a culture that 

recognises and invests in operational excellence.  



18 

Corporate Operations 

Important questions to consider relate to:  

• how to best deliver this type of activity so as to ensure an excellent 

user experience and processes that meet the required quality 

standards 

• consideration of the benefits that could be gained from greater 

proximity to or co-ordination between these types of activity, for 

example, we are looking at drawing some activities together to 

create a cross-cutting group that could deliver operational activity on 

behalf of one or more areas of Corporate Services. 
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Next Steps - Functional Model 

During February we intend to share a functional model that all staff 

will have the opportunity to provide feedback on.  

A functional model describes how activities will be organised. For 

example, the functional model that has recently been consulted on 

within the Recruitment, Reputation and Outreach project looks like 

this: 
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Next Steps 

 

 

 

 

 

Once we have done this, we will look at team structures. We expect 

the process of consulting on, confirming and implementing new 

structures to take the remainder of the 2018/9 academic year.  

We will continue to provide fortnightly email updates via the Change 

Programmes Update. In the meantime, you can contact !PSOM with 

any questions.  

Activity Timescales 

Consultation begins with all staff in CS on 
functional model 

Early February 

Consultation begins with all staff in scope of 
the Transformation Service, Strategic Planning 
& Insight and Governance and Sector 
Regulation. 

Mid February 

Consultation begins with leaders on high-level 
structures and roles 

End February 
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Data Governance Manager 

Helen Young 

Centre of Excellence (CoE) 

Head of Strategic Insight 

and Data 

Tom Russell 

Head of Data Governance 

Rav Ubhi-Adams 

Head of Insight & 

Intelligence 

(Primary and Market 

Research) (1&2) 

Christine Daley 

Head of Insight & 

Intelligence 

(Statistical Analysis) (3&5) 

VACANT 

Head of Insight & 

Intelligence 

(Data Visualisation) (3&4) 

James Berry 

Insight Manager 

Juliette Mortimer 

Insight Manager 

Richard Whitehead 

Senior Insight Analyst 

Fiona Titterton 

Senior Data 

Analyst 

VACANT 

Insight Manager 

Simon Reade 

Reporting area Ref: 

Products and Markets 1 

Business Engagement & Research 2 

Student Experience 3 

Infrastructure 4 

Corporate Reporting 5 

Senior Insight Analyst 

(Primary & Market 

Research)  

VACANT* 

Insight Analyst 

Callum Clarke 

Insight Manager 

Iain Burton 

Insight Manager 

VACANT 

Senior Insight Analyst 

Jenny Douglas^ 

Insight Analyst 

Stephanie Vincent 

Assistant Insight 

Analyst 

Sarah Jolley 

Assistant Insight 

Analyst 

VACANT 

 

 

 

 

 

 

 

* Sean Ward to continue secondment in G6 Senior Insight Analyst (Primary & Market Research) role to August 2019, Sarah Darlow to continue in G5 Insight Analyst role 

for same term) 

^Jenny Douglas to continue secondment in joint WP/BI role - Dominic Nelson to cover initially 

 

Insight Analyst 

Sean Ward* 






