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Services
at the heart of excellence

The latest news for Services teams

Improving the Student Journey
Scoping the student journey

The Student Journey 
Transformation 
Programme is a large-
scale business change 
initiative to improve the 
quality of service the 
University provides to 
students. 

It will enhance every 
aspect of the University's 
administrative processes 
and systems and will 
provide a more efficient, 
responsive system to support 
the student journey, from 
initial enquiry to becoming 
a member of our alumni 
community.

In order to help kick-start the 
journey, Information Systems 
and Digital Services (ISDS) 
helped the new project team 
set up in their new base. 

The team is based at 
Piccadilly Place and ISDS 
have been invaluable 
in helping to set-up the 
offices to ensure the project 
launched on time. 

The set-up was completed 
over a two-week period with 
ISDS providing support by:
•Working closely with the 
project team and Piccadilly 
Place site managers/
engineers to ensure 

everything necessary was 
planned, documented and 
communicated 
•Installing cabling router 
and switches to connect 
the site to the University 
network 
•Installing Wi-Fi access 
points and providing 
Eduroam coverage within the 
office space
•Ensuring the smooth 
delivery, installation 
and configuration of all 
computing, AV, cisco phones 
and printing equipment
•Documenting all patch and 
asset information 

Many members of the ISDS 
team worked very long 
hours to ensure the move 
went both smoothly and to 
schedule. The Programme 
team would like to say a 
big thank you to everyone 
involved, particularly Keir 
Graham, Saira Banu, Lynette 
Daniels, Andy Stokoe and 
Justin Michell, who worked 
around the clock to meet our 
needs. 

Thank you very much from 
Andrew Kemp, Programme 
Director, and all involved 
in the Student Journey 
Transformation Programme 
project!  



MMU Sport

Services in the 10k
It is getting competitive 
for the Manchester 10k 
and we have not even 
hit the start line! MMU 
Sport is looking for size 
over speed as many of the 
Departments are entering 
into friendly rivalry. 

As you may know, Director 
of Services Paul Kingsmore 
has registered for the 10k. 

"As the biggest Department 
at the University, it will make 
me very proud to see a large 
number of entrants from the 
Services team", said Paul.

Cast aside your inhibitions, 
dust off your trainers, move 
out of your comfort zone and 
walk, run, jog, shuffle your 
way to the finish line!

Platt Lane Boasts Range of Staff Activities
Platt Lane Gym flies 
under the radar, however 
if you are looking for 
a gym where there are 
always machines free, 
friendly staff and always 
free parking, look no 
further!

Direct debit payment for 
staff is only £15 a month, or 
you can save further with 
an Annual Membership 
purchased upfront which 
costs £165.

Platt Lane has just launched 
its Les Mills classes, 
including Body and Combat 
and Bodypump 100. These 
classes will help you get 
fitter, leaner and stronger in 
2017. These classes are free 
at Platt Lane, whereas the 
same classes can cost as 
much as £5 a go elsewhere!
On top of this, they host 
women-only classes as well 
as spin classes for different 
ability types (Beginner, 
intermediate etc).

You will also receive many 
other benefits you wouldn’t 
expect. For instance, 
Manchester Metropolitan 
University 
Staff get a 
20% discount 
on children’s 
holiday camps.

Whether you 
are a beginner 
or fancy yourself 
a bodybuilding 
expert, there’s 

something for everybody at 
Platt Lane! To find out more 
visit the website. 

Read why some of our Services colleagues are taking 
part this year. 

Lacking some motivation? 

"I did the Race For Life 
(5K) back in 2011 in 
Liverpool and have been 
really bad at keeping up 
with my exercise since. 
I think the 10K will be a 

good target for me to get active again 
and also discover more of the city." 

Faye Christiansen, Marketing and 
Communications Coordinator

"I started running last year 
and enjoyed it so much 
I decided to set myself a 
milestone of entering and 
completing a 10K race".
Patricia Booth, Systems 
Manager

"I’ve decided to 
power walk rather 
than run because 
walking seems more 
achievable, partly 
because I have 
asthma. It would be 

great to have some other colleagues to 
walk with."
Ruth Jenkins, University Librarian

"The Manchester 10k is my favourite 
out of all the races I've taken part in, 
the atmosphere is fantastic. It’s such 
a surreal experience with spectators 
shouting your name and cheering you 
on, it really does help put a stride in 
your step. If anyone was contemplating 
the idea, or those who think they might 
not make it, you have to do it! The 
atmosphere and the community feel you 
get carries you around and, before you 
know it, you're over that finish line!"
Darren Waldron, Sports Development 
Office

"It’s as much about 
the experience 
as it is about the 
running. The things 
I remember aren’t 
really the running, 
but us all sharing 
the experience 
together. The last 

5K was not my finest hour, but I didn’t 
stop, no matter how much I wanted to. If 
you’re not the quickest, it doesn’t matter 
but just set yourself your own goal and 
you’ll enjoy the day for what it is. There’s 
nothing better than someone shouting 
your name out when you’re struggling to 
keep going, it really does help to know 
that you have the support of everyone 
around you. Darren was quite literally like 
a striding gazelle off into the distance, I 
imagine I looked somewhat less graceful!
Abi Dean, Active Lifestyle Officer
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Jérôme Leads Winning Team
Manchester Met's men's 
waterpolo team beat the 
University of Durham on 
Wednesday, which secures 
their unbeatable status.

Going into the game, the 
team had won all of their 
previous league matches. 
With one game to go against 
the second in the League, 
Durham, they would become 
League Champions of 
the top tier of University 
competition.
 
"It has been a steady but 
progressive rise to the top. 
Under threat 
of relegation to 
the third tier 
of University 
waterpolo, the 
team worked hard 
with shoestring 
numbers and, 
here we are, a 
season on and 
we have won the 
Prem North. From 
a Performance 
Sport perspective 

it is only half the job as 
the team will now go on to 
compete for the National 
title across two rounds in 
March", says Jérôme Read, 
Performance Sport Manager 
and Waterpolo Coach.
 
"One of the most pleasing 
aspects of this journey 
has been the way it has 
been able to engage 
many students not 
involved in sport such 
as student journalists 
and photographers. The 
engagement in sport 
stretches so much wider than 

those who play. It is a chance 
to be part of ‘the sporting 
university in the sporting 
city’, adds Jérôme.

Pictured: Jérôme and scholars 
Dan Paddon (top) and Joel 
Leighton (bottom).

Information Systems and Digital Services

Sharing the Journey of our IT Helpline 
Last month, IT Helpline 
Manager Martina 
Holubcova was a speaker 
at the itSMF Czech 
Republic’s 2017 Annual 
Conference in Prague.

Martina’s relationship 
with the itSMF (IT Service 
Management Forum, an 
international not-for-profit 
best practice organisation 
for IT professionals), started 
11 years ago when she was 
involved in the foundation of 
itSMF Czech Republic.  

Fast forward 11 years 
later; Martina was invited 
back to Prague to deliver 
a presentation on her 
experiences of service 
management in the UK 
Higher Education sector.  
Martina shared with the 

assembled audience of 
Czech service management 
professionals, the details of 
how her small team of six 
advisors and one coordinator, 
handle over 40,000 phone 
calls and 20,000 emails per 
year in such a large diverse 
institution whilst achieving 
a customer satisfaction score 
of 96%. 

Martina laid out her belief 
that the key corner-stone of 
the success of her team is 
its passionate and talented 
people, backed up by a 
unique and innovative 
support toolset, and a 
strong culture of continuous 
improvement and learning. 

The audience, consisting 
primarily of private sector 
organisations and some 

government agencies, was 
so inspired, both by her 
honest account of the journey 
that our IT Helpline has 
undertaken and by her own 
personal voyage of discovery, 
that our story was voted the 
top presentation from the 
forty presentations delivered 
during the conference. 

Martina’s visit also enabled 
her to bring back some new 
insights and best practices 
that will be valuable 
in enhancing our 
process maturity 
and achieving 
greater levels of 
customer service 
here at Manchester 
Metropolitan. 
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Print Services is keen to 
improve their service and 
has recently circulated 
a survey across the 
University to find out 
what staff think of their 
services and what areas of 
improvements there may 
be.

The results are in and the 
team has had some great 
feedback from colleagues. 
The survey shows good 
results around value and 
service, and suggests how 
the team can improve for 
customers in certain areas, 

clarifying orders and working 
on communication with 
customers. 

The team is keen to take on 
ideas from staff comments 
and will be focusing on 
marketing their services to 
staff throughout the year. 

Print Services

Improving the Service for You

of customers would 
recommend our service

of customers feel our 
service offers value for 

money

of customers think our 
location is convenient

of customers think the team 
understands their needs 

well

of customers are satisfied 
with our service

of customers are satisfied 
with how responsive the 
team is to their needs

“always very obliging 
and speedy

provide excellent 
service

always reliable and 
100% dependable

“
“

”
”
”
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Food & Drink

Conference and Events

New Year, New Look 
Conference and Events 
has just launched their 
new website  www.mmu.
ac.uk/venues. There will 
be further developments 
to the site over the next 
few months.

“We are pleased with initial 
reactions to the update 
and in particular the 
positive feedback from the 
Manchester Met Equality 
and Diversity team” Janet 
Scull, Head of Conference 
Services.

“This is a fantastic and 
positive piece of work that 
you should be really proud 
of. It really sets us apart 
from other Universities.” 
Manchester Met Equality 
and Diversity team.  

Look out for the latest 
Conference and Events news 
bulletin, which will be issued 
soon.  

Following on from their 
China Welcome Training, 
Kate McCorry and James 
Charnock were invited by 
the Manchester China Forum 
to attend a Chinese New 
Year network evening at the 
Midland Hotel this week.  
The Manchester-China 
Forum is a business-led 
initiative aimed at increasing 
Greater Manchester’s 
commercial connectivity 
with China and is a 
division of the Manchester 
Growth Company  www.
manchestergrowth.co.uk

James Charnock (centre) at the Manchester China Forum networking 
evening.

Teaming Up for Nutrition and Wellbeing

MMU Sport

MMU Sport and Catering 
have joined forces this 
year to support and 
develop a series of 
nutrition and wellbeing 
projects.

Intern Hannah Dearden has 
recently started working in 
a shared role between both 
teams, helping move forward 
a major project on nutritional 
analysis and healthier eating 
for Catering, and rolling 
out health initiatives across 
Campus for MMU Sport. 

As a previous student, 
Hannah has a genuine 
interest in the health and 
wellbeing of staff and 
students and was eager 
to support any projects 
to improve this. Hannah 
graduated from Manchester 
Met last year, where she 

studied Nutritional Sciences 
(BSc Hons) and is registered 
with the Association for 
Nutrition as an Associate 
Nutritionist.  

Her main role includes 
analysing the nutritional 
content of menus and 
working closely with 
the Executive Chef to 
adapt recipes making 
them healthier whilst still 
maintaining flavour. "This is 
a very exciting project and 
I hope to make an impact 
on the health of individuals 
at Manchester Met by 
clearly displaying nutritional 
information across campus," 
says Hannah.

She will also collaborate 
closely with MMU Sport to 
help support a variety of 
wellbeing projects across 

the University, promoting 
healthier lifestyles. Some 
projects that Hannah is 
currently working on include 
activity equivalent labelling 
and a nutrition health MOT, 
which is due to launch soon. 

This will include an initial 
assessment, food diary 
review and nutritional 
analysis of the diet, with 
the added option of body 
composition analysis 
in the BOD POD which 
calculates fat mass versus 
lean mass and is the most 
accurate body composition 
assessment.

If you are interested in the 
nutrition health MOT or 
would like more information, 
please contact Hannah via 
email, h.dearden@mmu.
ac.uk. 
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Facilities

Maintaining quality standards
Well done to Sarah 
Marsland and the team 
of in-house assessors 
for another successful 
external audit to ensure 
we maintain quality 
standards in the delivery 
of BICSc (British Institute 
of Cleaning Science) 
qualifications to teams 
across Facilities. 

The BICSc assessor 
conducted a thorough 
audit of candidate and 
centre paperwork, watched 
assessments in the 
workplace and questioned 
centre staff. In the audit 
report, it was noted ‘Sarah, 
Jayne Brooks, John Mulligan, 
Simon Graham and Ronald 
O’Neill are excellent trainers 
and assessors. Their 

approach to delivering BICSc 
is extremely professional and 
diligent.

Their hard work and regard 
for each other is a refreshing 
change to see in the work 
place, and the advantages of 
them working as a team are 
obvious at this verification 
visit’.

Thanks also to assessor 
Jill Feery for her continued 
support of the BICSc process, 
especially her assistance in 
preparing for the audit.

To date, over 200 staff across 
Facilities have received 
BICSc Licence to Practice 
cards and skills certificates 
to demonstrate competence 

via accredited industry 
recognised training.

Putting our Customers First
The All Saints South 
Facilities team has been 
drowning in compliments 
recently.

The Art School passed 
on their thanks to all the 
Facilities and Security teams 
who assisted in making the 
first day of weekend opening 
at Chatham, Grosvenor and 
Benzie a huge success with 
170 students attending.
 
The Art School also hosted 
a prestigious event for 
colleagues and external 
guests recently. Organiser 
Marie Saddoo from 
Manchester Corridor thanked 
receptionist Rochelle Gordon 
for her professionalism and 
help.

Providing a clean 
environment for all events 
is crucial for students. 
“It supports us in being 
successful in our degrees”, 
said students from 
Architecture, who praised 

the level of housekeeping in 
Chatham and Benzie.
 
The Technical team at the 
School of Art always puts 
manual handling training to 
test with many deliveries of 
unusual and large objects. 
A particularly large piece 
of equipment took great 
team effort to manoeuvre 
recently. “Justin Ranstead, 
was absolutely fabulous. He 
helped with both the delivery 
and removal, a really great 
asset to your team,” said 
Tricia Church, Technical 
Team Leader.
 
And, always aiming to 
assist students in any way, 
Carol and her team found 
refuge for members of the 
Photography department 
who were waiting in the cold 
for a coach to London that 
had got lost at 6:30am! 
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Digest news

Tuesday 7 February 
was Safer Internet Day 
2017 - a day celebrating 
international efforts to 
make the internet a safer 
environment for children 
and young people. Schools 
all over the world held 
events and activities to 
promote awareness and 
share safety tips, while 
tech organisations and 
security professionals 
pitched in via Twitter 
with the hash tag 
#SaferInternetDay.
 
Never ones to miss a party, 
@MMU_IT joined the 
day with glee and a slew 
of interesting tweets. In 
addition to sharing our own 
excellent advice on security 
basics, spam and phishing 
and a reminder on where 
to go for help if you have 

any problems with your 
University IT accounts or 
equipment, we also shared 
some great advice from a 
range of experts.
  
UK Fast showed us how to 
create a safe password and 
why it matters, while The 
Next Web told us that tech 
company Vizio has just been 
fined $2.2 million for selling 
a smart TV that secretly 
harvests your data.

On a more scholarly note, 
Sophos's Naked Security 
blog presented an interesting 
ethical conundrum around 
the morals of remotely 
accessing your stolen laptop 
and nabbing the alleged 
thief's data… and new 
science and technology 
publication Motherboard 
published a truly chilling 

account of how Big Data can 
exploit your Facebook Likes 
to influence world events.
 
While Safer Internet Day 
2017 was aimed at children, 
there was plenty to learn for 
anyone of any age. So enjoy 
our selection of educational 
reading above, make sure 
you keep yourselves as safe 
as possible, and be sure to 
follow @MMU_IT for help, 
support and information.

 

Safer Internet Day 2017

MetMunch

A Unique Approach to Sustainability
MetMUnch has kick-
started the second term 
by delivering its own 
unique brand of nutrition, 
sustainability and 
employability at two key 
events so far this year.

At the end of January, 
MetMUnch delivered an 
interactive session for 
Manchester City’s ‘Staff 
Wellness Day’ at their Etihad 
Campus to highlight how 
staff can make better choices 
with their diets and improve 
their health and wellbeing. 
Students had the chance 
to shine at a high profile 

external event and 
demonstrate their skills. 

For National Student Money 
Week, the University’s 
Widening Participation team 
gave MetMUnch the mission 
to demonstrate to students 
how they could save money 
and lower food waste by 
using leftover vegetables 
to make the traditional 
fermented Korean dish; 
kimchi.

Director of Services, 
Paul Kingsmore said: 
“MetMUnch's creative 
commitment to enhance 

health and 
nutrition 
while building 
students’ 
confidence and 
employability 
skills has 
demonstrated 
how their 
multiplatform 
model can 
attract, enhance 
and inspire the 
imagination of the public and 
our partners. MetMUnch's 
expertise in sustainability 
education as part of the 
Environment Team also 
enables students to become 

empowered global citizens 
and future leaders in 
sustainability.”
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People news

Welcome to
Paul Holt, Assistant Director of Estates Development who has 
recently joined the Estates team.

Farewell to
Karen 
Standley from 
the Library who 
has recently 
left the team 
and joined the 
University of 
Liverpool. Good 
luck from all of 
her colleagues! 

Farewell also to Lesley 
Davidson who has 
recently left the Business 
Support and Improvement 
team. All her colleagues 
wish her well in her 
retirement!

Fundraising
Head of Catering, Jacqui McPeake, is taking on a major 
challenge.... walking 100km to raise money for the One 
Foundation, which funds sustainable water projects in the 
World's poorest communities. Please sponsor her!  

Payslips to Become Digital Only
It was agreed some time 
ago that the University 
would cease to print 
paper payslips, and 
offer only electronic 
payslips to those staff 
who have access to the 
myHR portal. We can 
now confirm that paper 
payslips will cease to be 
printed for the majority of 
staff after February 2017.

In order to cut the cost 
of printing thousands of 
payslips each month, most 
academic and support staff 
will not receive a paper 
payslip after February 2017 
(i.e. the February payroll 
will be the last one to be 

accompanied by a paper 
payslip).

Some groups of staff who do 
not have easy access to the 
myHR portal and so Payroll 
will, for the time being, 
continue to provide paper 
payslips to the following 
staff:
- Sessionals
- Casual staff
- Domestic and catering staff
- External Examiners
 
For technical reasons, staff 
with multiple employments 
with the University, will also 
continue to receive a paper 
payslip for the time being.

In order to prepare staff and 
assist with any concerns they 
may have, there is a set of 
Frequently Asked Questions. 
These are available on the 
University website at http://
www2.mmu.ac.uk/myhr/
faq or a hard copy can be 
provided by the Payroll Team 
by telephoning Ext. 2948 
or emailing Payroll@mmu.
ac.uk.

If you have any other 
questions regarding this 
announcement, then please 
do not hesitate to contact the 
Payroll Team.
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