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• About us 

• Our SDC journey 

• Raising the profile of what we do 

• Managing expectations 
 

 

 

 





A University Town 



Also famous for golf… 



About me 

Current responsibilities 

• IT Service Desk 

• Business Relationship 
Management 

• Campus Card Services 

• IT/AV Support Team 

• IT Apprenticeship Scheme 

 

 

 

 

 

 

Previous roles: 

• Service Operations Manager 
(UStA) 

• Business Relationship Manager 
(UStA) 

• Support Services Manager (Angus 
Council) 

• Conference Manager (UStA) 

• G8 Planning Manager (Tayside 
Police)  

• Firearms Licensing Administrator 
(Tayside Police) 

 



About the University of St Andrews 

9200 students  





IT at the University of St Andrews 

3500-7000            

IT support calls 

and requests 

every month 

12,000 staff 

and students 

25,000+ 

network points  

1500 

wireless 

access 

points  

Over 150 

University 

buildings  

90 IT staff 

(including 6     

IT Apprentices)  

Over 4200 

PCs across 

campus 



OUR JOURNEY  



Pre-2010 
Our customers… 

Our customers  



Pre-2010 
IT Services  

  



CIO appointed in 2010 

Proliferation of systems Increased expectations and 
reliance on IT 

Shadow IT 

Unstable systems & services No confidence in IT Services 

Energy cost increases 

No innovation 

No business continuity 

Everything built in house 

400 servers distributed across the campus 



 



Delivering the Vision  

Transformative 
Layer:                

Business Led 

Middle Layer: 
Services & Support 

Foundation Layer: Stability 



CIO changes required to 
deliver the vision 

• Customer focus 

• Stability  

• Listen to the business 

• Understand the business 

• Become a cohesive unit 

• Professionalise our service 

• Gain credibility 



SDI Service Desk Certification 
(3 years of annual audits) 

The SDI standard is based on the EFQM Excellence Model 
(formally known as European Foundation for Quality 
Management) and includes 104 criteria:  

 

• An international standard; 

• Based on best practice for IT service management; 

• Uses an established auditing approach; 

• Provide a quality review and relevant feedback; 

• Demonstrates on-going commitment to delivering quality 
customer service. 



1. Leadership (10%) 

2. Policy & Strategy (10%) 

3. People & Management (10%) 

4. Partnership & Resources (9%) 

5. Processes & Procedures (14%) 

6. Managing People Satisfaction (10%) 

7. Managing Customer Satisfaction (20%) 

8. Performance Results (15%) 

9. Social Responsibility (2%)  

 

SDI Certification Concepts 
(concept weighting in brackets)  



CONCEPT (inc. weighting) May 2012 
LEADERSHIP (10%) 2 
POLICY & STRATEGY (10%) 1.25 
PEOPLE & MANAGEMENT (10%) 2.36 
PARTNERSHIP & RESOURCES (9%) 1.56 
PROCESSES & PROCEDURES (14%) 1.64 
MANAGING PEOPLE SATISFACTION (10%) 3 
MANAGING CUSTOMER SATISFACTION (20%) 1.0 
PERFORMANCE RESULTS (15%) 0.8 
SOCIAL RESPONSIBILITY (2%) 3.33 

OVERALL SCORE 1.67 = no stars! 

Maximum score: 4  
Minimum score to achieve accreditation:  2.5  

May 2012: Assessment Audit 



no 
published 
statistics 

no formal 
Continual 

Service 
Improvement 

Register 

poorly 
documented 

policies & 
procedures 

no self 
logging tool 

no clear 
customer 

complaints 
process 

no staff 
modelling 

tool 

May 2012: Feedback from 
SDI Assessment Audit 

Plus another 59 recommendations to implement!  





Summer 2012 

• Received assessment report from SDI  

• Create Continual Service Improvement 
Register 

• Business Relationship Manager 
appointed in June 2012 

• Promote SDI certification process and 
our goals 

• ICT Strategy 

• New image for IT Services 

 



Created an identity 



Our SDI Certification Journey 

May 2012 
December 

2012 
December 

2013 
December 

2014 

First 
Surveillance 

Audit - 2 stars!  

We took the 
plunge… 

Assessment 
Audit (no stars) 

Second 
Annual Audit 

– 3 stars 

Our Final 
Audit – we 

did it!   
4 stars 



Best Small Service Desk 2014  



Receiving our 4 star certification 
from Howard Kendall 



2015 onwards 
Life after Certification 

• Embedded culture of CSI 

• Business led 

• Process and post incident reviews 

• Positive cross team working 

• Trend Analysis 

• Service Operations  

• Call management significantly improved 

• Empowered IT Service Desk team 

 



An empowered IT Service Desk 

Many of the responsibilities carried out by managerial or supervisory level 
staff in the past are now carried out by ITSD Analysts, such as:  

 

• Unidesk call status reports (breached, scheduled work, waiting on user, 
etc.) 

• Daily customer satisfaction checks 

• Major incident management 

• Social media responses 

• Post incident reports  

• Conduct inductions for new IT staff 

• Presentations to new students  

• Stand in for ITSD Supervisor at CAB  

• IT Service Desk analysts Chair the weekly team meeting (on rotation)  

 

 

 



IT Services today  

• Customer focused 
• Listen 
• Understands the business 
• Engaged with the business  
• A cohesive unit  
• Professionalised our service 
• Credible  
• Are viewed as ‘well run’ – often used as the exemplar 
• Lower than average staff absence 
 



Raising the profile of IT Services (2012 – 2019)  

SDI Conference March 2017 



Suggestions and Feedback 



(less than) One Minute Survey 

> Compliments register  



Feedback via Library initiatives  



Sharing our performance 



Support Average –          
IT Services Support 

Q: Please state how SATISFIED you are at this stage in the year with               

IT Services Support 

% ST A SATISFIED 2018 2017 2016 2013 2012 2011 

  95.4% 95% 95% 93% 93.6% 92.3% 

RANKINGS           

INTERNATIONALLY 1/53 1/34 2/45 1/45 4/41 4/31 

UK 1/13 1/13 2/15 1/22 4/28 4/24 

RIVALS 1/6 1/6 1/6 1/8 3/7 N/A 



Share our successes 

CEEDA accreditation 2017 CIO voted ICT Leader of the Year 2013 





IT Apprenticeships 



Start of Term engagement  

• Presence in Halls and 
additional ITSD support 

• Welcome Film  

• Members of ‘Class of 2022’ 

• High visibility of IT staff 
during Arrival weekend and 
Orientation week  

• Welcome to the Family 

 



Welcome to the Family  



Social Media 



Meet the Team  



Arrival Weekend 





New services and planned upgrades  



Newer Comms Channels 

IT Services blog to share information to our 
customers and external 

Staff E-Newsletter – by subscription 



Newer Comms Channels 



Professional Services Relocation 
 

• Engagement Plan 

• Understand how colleagues 
work from an IT/AV 
perspective 

 

 

 

 

• What is the impact for  

    them and discuss their  

    IT/AV requirements 

• Office 365 collaboration 

     tools 

• Explore how technology 

     can assist with this and 

     plan accordingly 

 

 

 



IT Services Service Delivery 
representation at Committees, etc.  

• Orientation Committee 

• Student Experience Committee 

• Admissions Communication Review project 

• Mapping the Student Journey project  

• Teaching Infrastructure Strategy Group 

• Professional Services Relocation Working Group 

 

 



Communication within IT 

• Operational Meeting – weekly 
• All Staff Meeting – quarterly 
• IT Services Staff Bulletin – issued every 6 weeks 
• Daily Bulletin  
• Team Meetings – weekly 
• One to One Meetings - weekly 
• Senior Management Meeting – weekly 
• Operational & Resource Management  - monthly 
• Posters: Monthly performance reports, including feedback 
• Digital Strategy consultations  

 



Attending Departmental Meetings  

Willie Rennie MSP visit, March 2017 



Who we are 



Isn’t the Helpdesk just one person?  

Ali?  
or is it Rab?  



IT Service Desk Team 

• 1 x IT Service 
Desk Supervisor 

• 5 x Full Time 
ITSD Analysts 

• 2 x Full Time IT 
Apprentices (2 
year contract) 

• 1 x Weekend 
Assistant (PG 
Student)  
 

 
 
 



1400+ 
wireless 

access points 

3500-7000 
calls logged 
per month  

25,000+ 
network 

ports 

90 staff, plus 
Computing 

Officers 

12,000+ 
customers 

Microsoft IT 
Apprentice 

Employer of 
the Year 2016 



4200+ PCs 
across 

campus 

500,000 
emails per 

day 

6900 
telephone 
extensions 

40,000 
devices 

connected 

150 
buildings 

Achieved 4 star 
SDI certification 



Call Management System 



Call volumes  

2018 

January  4300 

February  5668 

March 4372 

April 5267 

May 5048 

June 4960 

July  4560 

August 5882 

One Minute Survey Feedback: 
“Following Pauline’s presentation at our 
staff meeting I now know how many 
calls you have to deal with each month. 
I’m especially grateful to you for dealing 
with my IT issue so quickly” 
Shona, Deputy Director, Careers  



How to log a call 

• In person: Main Library 

Monday-Friday 0900-1800;  

Saturday 1000-1700; Sunday 1100-1800 

 

• Email, IT Self Service or Telephone 

Monday - Friday 0830-1800 

 

T: x3333 

E: itservicedesk@st-andrews.ac.uk 

IT Self Service: www.st-andrews.ac.uk/itselfservice 

 

We have our team meeting every Friday between 0930-1030 

 

 

 

mailto:itservicedesk@st-Andrews.ac.uk
mailto:itservicedesk@st-Andrews.ac.uk
mailto:itservicedesk@st-Andrews.ac.uk
http://www.st-andrews.ac.uk/itselfservice
http://www.st-andrews.ac.uk/itselfservice
http://www.st-andrews.ac.uk/itselfservice


• Impacts the University: A core IT service has failed or is 
degraded, affecting a significant number of users, or 
significant damage to the University may result from the 
incident, e.g. loss of revenue, reputation or security issue 

• Impacts a department: A core IT service has failed, or is 
degraded, affecting a number of users, or, a non-key service 
has failed, or is degraded, impacting multiple locations or 
users, or a user’s own pc has failed. 

• Impacts an individual: A non-key service has failed or is 
degraded, affecting a few users. 

 

 

How do we prioritise calls 



IT Support 

IT calls 
IT Service 

Desk 
Specialist     
IT Teams 

ICT 
Purchasing 

Systems 

AV support 

Application 
Development 

Network 

Desktop 

Technicians 

Business 
Intelligence 

First Line Second Line 



Example of call journey 

IT call 

IT 
Service 

Desk 

App Dev 

Systems 
Team 

App Dev 

IT 
Service 

Desk  



Checks you can do before logging a call   

• Service Status page 

www.st.andrews.ac.uk/servicestatus 

• Are your colleagues having similar issues? 

• Re-start the device 

 



Information that will help  
us deal with your call  

• Asset Number 

• Location of the device 

• Symptoms/error messages/what triggers the error 
(screenshots help) 

• Is there a deadline you’re working to? 

• What checks have you done already? (any of those on the 
previous slide) 



Call types and targets  

Incident  

Allocate 
Priority 

Target              
(between 4 

working hours and 
10 working days) 

Service 
Request 

Allocate 
Priority 

Target         
(between 4 

working hours and 
20 working days) 



Average time to  

resolve incidents: 

2013: 6 days 

2014: 2.5 days 

2015: 2.25 days 

2016: 1.83 days 

2017: 1.75 days 

2018: 1.91 days 

 

Average time to resolve 
service requests: 

2013: 10 days 

2014: 4 days 

2015: 3.17 days 

2016: 2.25 days 

2017: 2.41 days 

2018: 2.25 days 

Call Resolution and 
performance management 

www.st-andrews.ac.uk/itservicedesk/sla/ 



Closing a call  

• If we ask for further information in order to deal with a 
call and don’t hear back (after 10 working days), we’ll 
assume it’s no longer an issue – and close the call; 

• When we believe the call is resolved, we will ask the 
caller to confirm they are satisfied that this is the case 
(and ask them to complete the One Minute Survey too); 

• If the caller feels that their issue has NOT been resolved, 
they can reply to the email and the call will be re-
opened. 

 



Something’s not working… 

Planned maintenance 

• Service Status Page 

• Twitter @StAITServices 

• School and Unit Contacts 
informed 

• Change Advisory Board (CAB) 

• ‘At risk’ period  (Tue & Thu 
0700-0900) 

 

 

 

 

 

Major Incident (unplanned) 

• Service Status updated 

• Twitter updated 

• Service Owner informed 

• School and Unit Contacts 
informed  

 

 

 

 



Managing Performance & Calls 

• Monthly performance stats for Chief Operating Officer 

• Monthly performance stats for Operational 
Management meeting 

• Weekly Breached calls 

• Monthly ‘Scheduled Work’ that have passed their 
target date 

• Calls that are going to ‘breach’ in next 7 days 

• Monthly One Minute Survey results  

• Annual Performance Report 

• Unit Planning updates 

 



Customer satisfaction 
Target: >95% 

 

Year Satisfaction  

2018 99% 

2017 99% 

2016 98.1% 

2015 96.2% 

2014 95.6% 



Rebecca assisting a student at the IT Help point  



Monthly Performance 
Measurements and Controls 

• Core system/service availability 

• Customer satisfaction 

• Major incidents 

• Compromised accounts 

• Complaints 

• Call volumes 

• Financial management/budgets 

• ICT Strategy and Planning  

• Change Advisory Board 

 



Summary Reports  



Our Achievements since 2012 

Pauline Brown:  Team Leader and 
Role Model of the Year categories  

Innovation in IT Optimisation:   
ICT Transformation at the                                                   
University of St Andrews 

First University in the world to achieve 
4 star accreditation 

Honorable Mention:   
Facility Design 

Implementation 
Category  

Most Promising Young 
IT Professional: Dhani 
McDiarmid 

Award for 
Excellence 2016 

Shortlisted:    Apprentice of        
the Year 2015 

2013, 2014, 2015 & 2016 editions-
Steve Watt , CIO, listed 

2013 Winner:  Green Award & ICT Leader of the Year (Steve Watt) 

Project Excellence:                                                             
Data Centre Project of the 
Year 



Benefits of these activities 

• Increased understanding in our operation 

• Appreciation of workloads and complexities of what we do 

• Building relationships 

• Reaching out to staff we wouldn’t otherwise interact with 

• Putting a face to a name 

• Credibility  

• Approachable – IT helping others to resolve business issues 

• Other units see the benefit of what we do in terms of call and 
performance management.  Two other units now use Unidesk 
CMS; with three likely to be added in next year.    

• SDC works!  
 



Any questions? 
 

Get in touch:  pauline.brown@st-andrews.ac.uk  

 https://www.linkedin.com/in/pauline-brown-8b9b7922/ 
 

mailto:pauline.brown@st-Andrews.ac.uk
mailto:pauline.brown@st-Andrews.ac.uk
mailto:pauline.brown@st-Andrews.ac.uk
https://www.linkedin.com/in/pauline-brown-8b9b7922/
https://www.linkedin.com/in/pauline-brown-8b9b7922/
https://www.linkedin.com/in/pauline-brown-8b9b7922/
https://www.linkedin.com/in/pauline-brown-8b9b7922/
https://www.linkedin.com/in/pauline-brown-8b9b7922/

