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Transforming the university administration
- from a control function to a service organisation?
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The administration in a squeeze

External and
internal
pressure to
change
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The three components of the solution
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Building a service-driven organisation

- the actual end-result in reality
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It provides a unique
opportunity to approach,
profile, develop and lead

the university

administration in a

holistic service-driven
way to the benefit of the
different needs of the
academic community and
environment
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Creating the shared service concept
- the 4 key development sectors

Service
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A great service experience

“Great experience = relevant,
easy-to-use and high-quality
services delivered
professionally and amicably”

The five main components that
we need to focus on are :

1. understand who our customer is

2. understand the expectations

3. smooth service delivery
4
5

measure the satisfaction
improve the actual service
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-*J-’:-'J. _ A customer-driven service offering

Identify relevant customer groups and
customers, and their service needs
Identify all of the administrations current
activities and package them into
customer-driven packages: the services
Different services ‘ Describe each service in a customer-

Jor different driven way to help you communicate them

customers... . .

Connect the organisational structure, the
management model and services to each
other
VLR PERSONNEL Organize testing sessions, gather
EXTERNAL THE ACADEMIC feedback and develop

STAKEHOLDERS
COMMUNITY When ready: communicate and publicize
them - sell it!
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“Z.™, Creating a service description
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Forskningsidé
frin

forskaren

Idédialog
tillsammans

med den &mnesansvarig, dekanus och
forskningsservice. géllande forskningsidén
‘och méjliga finansieringsalternativ

Bred och djup kinnedom om
finansieringsmajligheter

Tillsammans gor vi den

VINNANDE ANSOKAN

Back to drawing
board!
diskussioner

Forskningsplan
och budget
e ld | [ |
?,‘A“f‘ 83 BUDGEr @
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Genomgdng
med dekanus

Budgetering och tidsplanering
med hiélp v forskningsservice.
Uppgérande av behéviiga avtal.

d
/ ?Z\ (/ 4]
L L( i n
Forskningsservice gdr igenom
den formella delen av ansékan
tillsammans med dekanus och
skaffar dekanus godkdnnande
for att slutfora beredningen.

Back to drawing
board!

Peer review
och underteckning

Ansskningens kvalitet granskas vid behov av
en intern eller extern panel, varefter den
ansvariga forskaren skickar in ansskan enligt
finansidrens férfarande.

for forskningsfinansiering

Ansékan
skickas in

Den av dekanus undertecknade
ansdkan skickas in jémte bilagor.

VI LYCKAS NAR...

Universitetsservice:

v féljer aktivt och kontinuerligt med tillgingliga finansierings-
méjligheter och bevakar AA's intressen hos olika finansidrer

finansieringsméjligheterna

V levererar grunddata och stod for uppgorande av ansdkningen

v informerar och engagerar enligt behov &vriga Uniservice-
enheter gillande den kommande ansékningen

v organiserar behovlige stadnitverk av interna experter for
projektet

v stdder forskaren i att bygga forskningsteamet och uppgéra
behbvlig formalia

v uppritthiller statistik om ansdkningar

Den ansvariga forskaren:

v for aktivt kollegial dialog med den mnesansvariga om sin forskningsidé
(innehall, strategiska betydelse, kvalitet)

v héller kontinuerligt forskarsamfundet ajour om v utreder til

med Forsknil ice finansieri na for for

¥ sitter sig in i finansidrens krav och tidtabeller och bedémer deras inverkan pa forskningsidén

v besluter i god tid om att inleda eller inte ansokningsforfarandet, informerar dekanus och
Forskningsservice

v uppgdr forskningsplan och budget enligt finansidrens krav med stdd av Forskningsservice

v bygger det behévliga forskningsteamet for projektet, uppgér behdvlig formalia med stéd av
Forskningsservice (konsortieavtal mm.)

Y skaffar dekanus skriftliga godkénnande for projektet

v skickar vid behov ansékningsdokumenten till peer review (extern, intern)

v uppgor ansokningsdokumenten och skaffar behovliga namnteckningar

v skickar ansdkningen jimte bilagor till finansizren

FOR MERA INFORMATION intranet xxx - forskningsservice: XXXXXXXXXXXX
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Service

A shared service vision

VIS

The mission of the vision:

= States our promise to our customer

= Defines and concretizes the overall target

= Sets the value foundation for our service

= Aligns and clarifies expectations and focus
= Forms the core for future service leadership
= Drives the development
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Soautean, A shared service vision
UEUES - an example

Framgang

Akademins framgang ar syftet med var
verksamhet. Vi erbjuder proaktiv och
smidig service sa att malen nas. Vi ar

professionella, kunniga och motiverade. Vi
utvecklar kontinuerligt oss sjalva, vara
tjanster och vart satt att arbeta. Vi mar bra
och var positiva serviceattityd marks.

il lfamms

Tillsammans

Vi jobbar tillsammans med studerande
och alla kolleger mot gemensamma mal.
Var dorr ar 6ppen och vi tar bort trosklar

dar trosklar finns. Vi har en tydlig
arbetsférdelning och kommunicerar 6ppet
och aktivt. Ledarskapet ar rattvist,

malinriktat och mdojliggér delaktighet. Vi
respekterar och hjalper varandra och tar

ett gemensamt ansvar for att skapa en

inspirerande arbetsmiljé.

Courtesy of Abo Akademi Renesans
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Service

Our internal service capabilities

capabilities

\ /’ Definition of service capability?
) ‘ [ [ [

Built on a shared vision and value base,

all our organisation-specific visible and

7 Senvice . . -

. subconscious attitudes, abilities, ways

EXDERIENCERCC = of working and resources that, when

.. Custome Service provider

combined with our customer-driven
service offering, creates our wanted
service experience.
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et Ashared view of our service capabilities
capabilities B} example

CUSTOMER- AND
SERVICE-CENTRICITY

Customer intimacy

Active customer dialogue

Customer-driven development

LEAN SERVICE DELIVERY AND

COMPETENT AND MOTIVATED
FIT-FOR-PURPOSE TOOLS
Shared and lean processes

SERVICE STAFF
Exploitation of digital potential

= Service attitude and competence
e = Commitment and professionalism
ambition

= Health and well-being
and vision

Active and open information sharing

CUSTOMER-DRIVEN COMMON
SERVICE LEADERSHIP

SERVICE CULTURE
Service-driven target-setting and sourcing = Shared vision and value base
Active people engagement and empowerment = Borderless co-creation and co-working
Clear roles, responsibilities and mandates

= Trust and shared responsibility

“Our organisation-specific development and focus
areas derived directly from the strategy and customer

feedback as well as from the input from our staff” Renesans

building future organisations



A new approach to envisioning, measuring
and developing service capabilities
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capabilities
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LEAN SERVICE DELIVERY AND

P g COMPETENT AND -
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55% weCan is a unique

//working concept supported
by a digital tool to engage
the whole organisation in

\ y /

co-creating the shared ambition
assessing the current situation
choosing the essentials to fix
making the necessary change
measuring progress

CUSTOMER-DRIVEN SERVICE LEADERSHIP COMMON SERVICE CULTURE

62% 78%
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Conclusion:

Puts the academic community
and their needs in the centre

Breaks the silos between the
academics and administration as well
within the administration

Efficiency through holistic service-

driven leadership, development and
resourcing in the administration

True management
commitment to the change
of management model

Shared understanding through
active people engagement
in all phases of development
Patience fuelled by

continuous concrete
successes and visible changge
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Thank you!

At your service...

+358-40-9000480
niclas.lindgren@renesans.fi
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