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Who are we?

Joanne Austin

- Director of Planning and 

Resources

Madelaine Sandall

- Associate Director, 

Students & Programs
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Future vision –

Asia-focused university & business school

Singapore

Shanghai 

(SUIBE)  

Melbourne

Jakarta

Hanoi

Ho Chi Minh City
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2017

We’re big and we’re global

44% of our 

students 
are 

offshore or 

online
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Using your devices...

PollEv.com/2019ecofin

"Describe your challenges in 

leading change in a single word"



777

PollEv.com/2019ecofin

"What % of staff in your university 

are impacted by change every year"
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The History
● Changes in 2012 
● Functional based teams
● Focus on streamlining processes, innovative practice and 

establishing new relationships
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Why did we do this review?

● New Director, Planning and Resources

● Perceived silos

● Handoffs 

● Informal feedback

● Unhappy staff 

● Poor opportunity for career paths

● Lack of detailed knowledge of programs

● Stakeholder confusion
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What did we do?
● Customer Care Culture Project (2017)

○ Review of functions across the Portfolio
○ Focus groups across the University 
○ Solutions Team



12

Customer Care Culture

Customer 
Care 

Culture

ASU 
Realignment

Front of  
House 

Redesign

Business 
Connect 
Change

Profi le 
Planning & 

Shared 
Services 
Review

Professional 
Capability 

Framework 
Implementation

Course & 
Program 
Lifecycle

Schools 
Functional 

review

Customer Care Culture is a 
programme of work, 
consisting of several projects 
and activities designed to 
deliver a positive 
transformationand to meet 
RMIT’s strategic objectives.

Some of those projects were 
completed in 2018 and some 
will be delivered this year 
and beyond.
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Pre-change engagement 

● 23 recommendations

● 14 projects

● Meetings

● Away Days
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Next Steps
● Shared Services and Schools review - identified as 

separate projects based on feedback
● Project Manager appointed
● Largest project - Academic Services Realignment
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Even our own team agreed..



17

Our Vision 
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Change goals

● Greater collaboration with stakeholders

● Improved service to our students and 

stakeholders

● Clearer roles and responsibilities for our staff

● Stronger career progression 

● Focus on staff capabilities and 

professional development
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Change Approach

● Project and Change Management plan
● Change Agents (Champions)
● Regular Surveys
● Co design workshops
● Clear communications plan
● Stakeholder identification and inclusion
● Continued engagement
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Considerations

● Staff still feeling ‘hurt’ from disruption 6 years 
ago

● Apprehension about why things need to change
● Staff more concerned about change impacting:

○ who they report to 
○ who is in their team 
○ where their desk is 
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Change Champions

● Recruited a team of 6 Change Champions (HEW 
levels 5-7) 
○ Weekly Meetings
○ Regular Feedback
○ Expertise and insights
○ Establish effective relationships
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Regular Surveys

● Every 6 weeks
● 5 questions covering:

○ Consultation?
○ Feeling listened to?
○ Sufficient support
○ Assistance in new role?
○ Overall satisfaction?



24

Co-design our new team

● First cut at design - based on solutions group 
● Messaging 
● Continual review
● Ultimately - staff were ready for the change
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Stakeholder Identification
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Measure Change Effectiveness
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Continued Engagement

● 4 x ASU wide workshops
● 2 x Leadership groups
● 1 x session with MPRs in Schools
● All contributed to co-design and feedback
● Regular Communications to team and 

stakeholders
● ASU Realignment website
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Major Change

● No surprises!
● 2 weeks for feedback:

○ 15 elements submitted
○ 9 positively addressed and incorporated

● Main outcome -review Front of House separately 
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Implementation

● Expression of Interest for 12 new positions 
overall

● 30 staff submitted preferences for new cohort 
based team

● 91% received 1st/2nd preference
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What did the staff say about the 

change?
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Change Champions

Makes me 

feel included

Doesn’t 

feel ‘top 
down’

Removed 

the 
barriers

Genuinely 

being 
heard I’ve been here 17 years 

and been through 7 
restructures and never 
experienced one like it - it 

was so positive and 
collaborative
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http://www.youtube.com/watch?v=Wx10pPp_T5E
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Change Survey
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Successes

● Staff Engagement
● University recognition
● Open and Transparent
● Culture transformation
● Strong Leadership
● Strong Project/Change Management 
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Implementation/ Transition
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However hard you plan....

In preparation for the launch of our new teams

• Continued engagement and support

• Clear detail of who does what

• Training strategies owned by whole team

• Team Building



3737

Stumbling blocks

• Staff quickly lose positivity when the hard 

work comes along!

• Transition to new roles while still doing 

previous role

• Desks and proximity to each other
• Forming new teams….Storming

• Performance issues – good and bad!

• Stakeholders not knowing who did what
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Lessons learnt

• Too much training and PD too soon

• Recruitment of internal candidates

• Underestimating Complexity vs High 

Volume

• Planning to review too soon

• Engaging difficult people early on
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PollEv.com/2019ecofin

"What stood out for you in our 

presentation"
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