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Section D:
Summary of
Services

Student Admin
Admissions
Scholarships
Enrolments
Fees
Examinations
Graduations

Monash 2020

Key Areas of Intent

Timetabling

Student Systems

Support Services Plan: 2002 - 2004 I Learning & Teaching Plan ﬁ Research Plans I

M aintenance of
security

Reporting services
Desktop Support

Note:

See SLA's for
further detail of
services to Facultie

Each SLA has KPls
to ensure the qualit’
of service.

Contact Centre of the
cscC

Note: Service catalogue requiremer
are articulated in performance plans

Performance Plans

Note: Project requirements al
articulated in performance plans

Note: Areas ol v v B v c
Intent 1,2,3,and 1. Achieving 2. Preserving 3. Sustaining - 5. Support <
5 are key self reliance and building and developing 4. Competitive technology %
; Monash Monash global advantage through supported learning @,
deliverables for image and operations the Monash student activities and <
_the Group but . reputation and staff customer developments h]
|mpr0vements n experience g
7]
A 4 A 4 v I v
Developing quality, cos-effective, client-centred mechanisms and structures for service deliery |
I I I o A
A.Integrated systems to B. Integrated C. Knowledge/ D. Feedback and <
support service delivery delivery of central, information Quality g
faculty and other management mechanisms to )
monash services systems across all monitor and %
services improve the >
customer service T
experience. a
A 4 A 4 A 4 v v
Integrated Systems 2004 Integrated Systems Projects Integrated Services Knowledge & Quality Projects
Callista Business Improvements (cont'd) Projects 2004 IPnrc(‘)ljJégsMZ%%igemem 2004
f ; Callista Connect & Web Caulfield Service Student
Scholarships and Sponsorships i .
callse | P " Mp - ? enablement Centre (CSC)- Phase 2 Further rollout of the Administration &
allista Researc odule ) ) i
eCart/eCommerce solution CSC - Review enquiry management Sys;ems Internal = U
On-line Admissions X system, ask.monash Review 3 o
HESA Essential developmen Content Management T =
Roll out of Course Rules (Govt. reforms) System (Interwoven gonttentMlart]agement Staff Survey 3 o©
Module, Course Completion, ’ . i ystem — Interwoven- i < &
f f P Callista front end reporting & Team Site) Team Site Benchmarking ® ©
Graduations project . ) (Phase 1) 3 o
Surther melll ool 6f (e correspondence protocols Gippsland Service 3 =
ur ) i
Progression module Timetable Systems (Phase 3) Centre (Phase 1) Risk Assessment =] §
Berwick/Parkville/ Business “ =
Peninsula Service Continuity Plans =} g’
Centre scoping (Phase 1) N9
Roll out telephony 8 8
solution for the >~ 9
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SSSD Taskforce 2001: Overall Performance
Key Service Areas for Students

Importance Performance Usage Rates
[

I 38
\

I 39

Payment of fees 0.210 i 26 99%
133 I 49 31%
I32 61%
. 54 63%
I 39 56%

- 57 60%
|

B Importance weights Very good performance ™ Excellent

Overall Value

Overall Quality

Admission and enrolment

Re-enrolment 0.1

Examinations 0.

Student records

Results

1



Priority Improvement Analysis

5
4
3
1.90
. . 157 L2
- 1.39
o 1.10 1.06 1.04 0.87
1 — :
I
. .
—
0 —
Clarity of Timeliness Time taken Time taken Ease of Ease of  Clarity of Timeliness Flexibility = Ease of
information  of fee to lodge to providing accessto info about of of payment access to
and advice  advice re- complete re- advice fee commun- methods results
about enrolment payment enrolment aboutfees structure icating
HECS info info results

67.6% 76.1% 62.5% 62% 62.8% 68.4% 73.9% 55.6% 61.1% 41.6%
%

Not meeting i i
customer Primary attributes where resources should be

requirements prioritised for continuous improvement
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MEQ Results 2004

No Item Mean Standard % Broad
Deviation Agreement
1 The admission process was effectively 3.57 0.89 86.2
administered
2 The enrolment process was effectively 3.62 0.91 85.8
administered
3 My fee statements are accurate 3.81 0.91 88.4
| am satisfied with the fee payments process 3.62 0.96 85.0
5 | am provided with the information | need abo8.46 0.92 83.5
course administration matters
6 | am satisfied with administration of 3.57 0.96 85.0
examinations (eg timetabling, venue,
supervision)
7 1am satisfied with the course advice provided3.29 0.96 79.6
8 |am satisfied with the careers advice provided.03 0.96 745
Overall mean 3.50 0.93
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# J3#HT #
#D 3 > %
# 1 #
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E $ 7> > % # 3
H#Hit # 3
# >
Infrastructure: Back Office vs Front Office
KEY CLIENTS S_tgdent_ KEY CLIENTS
Administration
- VTAC - Current Students
- ATO | - Prospective
. DEST — Students
. Faculty Managers & o Client Services - Public
Officers Admissions - Alumni

Enrolments
Fees
- Monash International Scholarships L
- Monash Research Timetable Systems Service Centres
Graduate School Call Centres
- Monyx Examinations
Graduations

- Other Central Admin

- University Committees

- Faculty Student
Services Staff

- Academic Staff



% 3$ =

% 7 E 4
F> % D'
, 3 -#>
% # 7
# D #
>, 3 #
| # 3 # 7 #
>
R % $
> # C
8 # # $
3 #4# 39# E # 7 3
> ##e # $ # $ $
> 8 ## #
E 3/ >
B G 01 2 $ % % %
3. '
% # # #
7 >" # #
$ /13 $ #
7 >,
3 7 # #
E # >
(" %1 $ %
% 1 "%
: # 3 # 4
9 # 3
7 #
9 9,%9# ; # #
% # D #
9 # # 4
% ## 3-# -# # 3 3-#
$ # >
# # I # $ #
7 >% 7 , #
3 7 # >% # D
3 # # >
o # # #H# #HH# 3-#



3 > # 3
3 >
o , 3 # # # >
0o % 3# #
# # # >
% # # ##e# $
3 3 3% #
# 3 $ # ## >
o % 3 7 # 3 # #
# ## U>, # #
# >
o % 3 ## $
$ # # # 7
# E >
o ./ # # #5
3 7 # # #
# # # >
o % # # # E
3 7 $
3 # #H#H >
% # 3 # 3 # # #
3 # E 73 E
# #>% # 3 # Fl#
#5 # #
3 # #H# >
/ # # # 3 7 #
/ E 3 > % 3
3 # 7 # > 9 $ # #
3 # # E >
% # # # # >
% E # 3 3 ## # > %
- # S # >% E
# # 3 >
8 ##t $ # [ # E $



% # 3 3 #

#H#H >% 3 # 7 3
> | # 3 #
# > % / E 3 > #
$ # 3/ 3
> % 3 # 3 >
% $ # 7
$ I# > %
# # D 3
> 0 # # #
# # >
o 57 # F$ 3
#1 # # > "
3 # # > % #
7 # >
o 1# 3/ # #
# F> , #1# E $ 7
# 3 $ 3#HT # #
3 # 7
# 3/ >
# 3 3
# > % $
# # >
9 # 3 # 3 [ # > %
# #
# >
% #H# #4# 3 > | 3
# 3
# >% # # 3 # #
3 3 > % ## # 3 7 #
# # >
, # ## 3 >
# $,3 # $SE $ # #
3 3>% # E #
> #



* H A



3 2 & #
1
% # 7 4
% 3 7>
% # !
#
% 3 'C # -H#
3 5 3
% 3 7> 4
# $ >> 4
# 3
3 E E # #$ 3
3HT #
#
Hit E
# 3 4
: HH# # 3 3
3
# 3 E E #3 3 1
CH# 3 # ## $>>
('
# 3 E # 1 #
3-# /
/| #3 3-# /
# # | E
E #7 # E 3 #
E E #7 A>> #
$
# # B
' E #
- E E
. # E
H
3 3 + 9& 5
% # # 7>
3, % # # % B #

" A "B4



## 7> 3 # # #

# 'S # 1# $3
' # #
#it 3 > R # 3% #
' #
3 # 3 7> A>>
$ P 9# $ % # B$
# E
, E 2 3 7>
7 4 # A 3 #
B % # A 3 #
, %# B @
,E 3 7> 3 7
, E E 7 /A
B 3 1 3 > F
$(($ 1
9 F $ =3 3 # 7>
# $ 3 3 # # # >

Examinations
3 radual
ulfiel
ice

? E 7> > E E # 3
#
@4 ( 6 # 3 #
6.
F % 3/ ¥ 07 # OA $
+  6.# #$9# % # 9# 6" B>



$(( 3( +1 COH<

4
) $ 7 # $
% 3 $ # > E
7 # R ##
% 7> "3
4
-7 3 + ,
3
#
, # #
"#
. 3 7
) 11 7
iE:: # # 3#H7
# A B
C # $3
#1 #
3" + 4 8'- &
% + , -# % $
" -# 3
>
% +, % D
# 2 9 >

9 $&

H#H

>
A

$./



>0 7> # # #
# >0 # -# # E
7> > " #
7> > F
3 $%,
-H #H # 3+ H # $# # 3-#
# >9 7> $
3 # >
$(G %)) +
+, 3 4
F> " 7> /
3
> " # # # #
3 7 +,
> " # # # $ 7>
3 $ # # #
#
= # -# 3
> " # J ## D 3
> # 3 7>
3 3
> " # 3 3 Al B
$(( #
# $+, >
% # # 3 4
F> # #
> 1
3( %
H# $ 3 # #H > %
# # : # % 3 # # 3
3 $
3 # >
$(($ * )
% # 3 # >% 4
F> # AB >




$ (( *
' # # # 4
F> # 3 # & > >
3-#
> 3 # A9C19E 7 E B 3
3 3
> /  9C 3
$CP 9 )
) 3#  # $7 3
7> >%  E '
# A B
# >% # 7
7>
% 3 / $ # 3
# / 7 >% #
. # >
$ (( )
% : # # #
3 # > 7>
## 7 4# $ E # R
3 9 >
CONTENT lN.?OUI-’:Y
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