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* The future







Real Difference Project: drivers and background

‘There are confusing and
overwhelming channels’

‘l am unable to connect ‘I am unaware of the
when | need to most’ - support services that are
available’
Functions
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A B Students
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‘I get inconsistent advice
‘Support services are and support’

disconnected’
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Real Difference Project: drivers and background
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QHUB

* Physical Service Point
* Peer concierge service

* Enquiries, Enrolment, Library Support, IT
Helpdesk, ID Cards, and more

» Referral service for specialist support
» Spaces for events and drop In sessions

« Contact Centre; phone, email, chat
» Digital Resources (student intranet)
* Mobile App

By the start of Semester 1 2017

QUT LEARNER
SUPPORT MODEL
Working Title: QHUB

Program Plan and Report

eclmolgg ombmun nd‘ keaming Support (TILS)
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Student ( = client) involvement

Undertaking to involve end users in design and testing across all
aspects of the project.

Physical/Service

= Space design workshop

= Prototype testing of service points
(hosts/respondents)

Technology

» |nformation architecture workshops
= Mobile app survey
= Beta testing - mobile app

< Communications

= Video filming and production - workshops
= EXperience masterplan workshop
= Naming workshop







Staff engagement
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Engaging Vendors

Physical Spaces

Architect- James Cubit Architects

Services- Hawkins Jenkins Ross .
Cost Planning- DCWC

Superintendent- DCWC

Experience Masterplan
Consultancy - Eight Inc

Technoloqgy

App- Code Heroes

Intranet — Step Two

Queuing System- Qflow (through Nexa)
Telephony System- Heat Voice ;""
Digital Installation- Corporate Initiatives \\.)

DONALD
CANT
WATTS
CORKE

WEAT Voice

o |

hawkins jenkinsross




Minimum Viable Product

Not like this....
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And we are off.....

 Scope
» Gardens Point HiQ- 850m2 a’ '_‘\ '; Y <&
T RN A |
+ Kelvin Grove HiQ 750m2 . ‘.'t..\s;-."“fi S F |
ol . -
* New Contact Centre 400m2 N Y &% \

« Challenges

« Design and Construct timing — Oct 2016 to April
2017

» Keeping the libraries operating
« Early works

* Ensuring that the design was reflecting the
service model as it was developing

« Anticipating the identity/brand of the new
service

QUT
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Absolving boundaries

No bad questions

Help learners
lcarn themsedves

Breakout spaces
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HIQ Experience Framework

Communications Environments Behaviour Products & Services
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> What we do is real. We transform lives. Everyone is a knowledge producer.

c

G

@

" — Human — Welcoming — Share my story — I'min control

2 — Speak their language — Connected — Help learners learn — Anywhere, Anytime
‘S — Anticipate your needs — Relationship space themselves — Connecting people
£ — End to end experience — Flexible — Build and nurture trust through ideas

':'m' — Serendipity happens
c

2

5

o

x

L

"They get me. QUT is on point."” “This is my space" “l am not alone” "l am inspired”

Qutcome




Organisational structure

HiQ Service Points HiQ Contact Centre HiQ Communications
Manager Manager Manager
| | [ |
Team Leader (KG) Tearn Leader (GP) Service Delivery Team Leader Servioe Management
_| ] Coordinator — — Coordinator
Senior Advisers (KG) Senior Adwisers (GF) Senior Advisers Ask QUT Manager Communications
| | LU L | | | | Officer Proj
Peer Concierges Pesr Concierges HiQ Technology Service Management Communications and
' ] — Support Advisers - Analyst - Digital Media
Coordinatar
HiQ) Advisers HiQ Advisers HiQ Student Reporting and Information
a - = Admimistration Advisers - Analytios Officer Managerment Officer
Configuration Officer Knowledge
N H Manager
Digital Media Officer
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Organisational structure

HiQ Service Points
Manager

Coordinator

HiQ Advisers

HiQ Contact Centre HiQ Communications
Manager Manager

. nator
Senior Advisers . Ask QUT Manager
HiQ Technology Service Management
Support M“ﬂﬂﬁ‘ - Analyst .
HiQ Student Reporting and
Administration Advisers - Analytios Officer
@
Conhguration Officer

Communications

.

Communications
Officer (Projects) .

Communications and

e @
Information
Management Oﬁic‘
Knowledge

Manager .
Digital Media Officer

a university for the real

®
world

QUT



Service Model

E.g. faculties, medical,

Tier SpeClahStS careers, counselling,
3 scholarships, equity.

Tier HiQ Advisers Face-to-face, phone,

2 chat, email.

Assisting or directing
(triage) students at

Tier Peer COﬂCierge service points or when

1 roving around campus.

. Digital, online resources,

Tier Self Service e.g. app and website;

0 information enquiries;
transactional activities, e.g.
paying fees.

Enquiry Complexity

QUT

®
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Physical Design

» Reflect and complement the digital online

experience

« Student Focussed Environment encouraging

‘ownership’ and self empowered use
« Central and accessible
« High quality experience- but not a bank queue
« Dynamic and active

« Accommodate evolving services

a university for the real
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QHUB GP V BLOCK LEVEL 3 ENTRANCE

Concept Plan FURNITURE PLAN
Service o
» Self Service TO . .
« Peer Concierge T1 f
 HiQAdvisers T2 = |
« Specialists T3 I
* Mix of open and more —
private spaces depending _ L=
on student needs ]
Small group rooms RQ
« All spaces are available g r . ”
for students whenever LK OUTSIDE [ — —[[3TULTIPURPOSE ROOM
HiQ aren’t using them 1| | 1 R _
« Activity Room TRTEE , P
+ Coffee Shop N T seRvce
» Digital Interactive wall — = =
Il“'. \.\1 é e q:b %O%IN% C[:]J
\ \ = L o

FURNITURE PLAN | \
1:200 @ A3
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Look and Feel

QHUB GP V BLOCK LEVEL 3

TO+ T1- FURNITURE CONCEPT

INTEGRATED GROOVE FOR SMART PHONE
AND TABLET STAND
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Prototyping the Physical Interactions

Over 140 Student and staff participated




Self Help (TO) Zone
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Concierge Moment (T1)
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Technology components

2016 2017 (Go Live 1)
Oct ‘ Nov ‘ Dec ‘ Jan ‘ Feb ‘March‘ April ‘ May ‘ June ‘ July ‘Aug‘

Student Mobile App MVP Enhanced Student Mobile App
Hybrid Integration Platform MVP Enhanced Integration

Device Authentication

GPS Digital Wayfinding

Single View of Student/My Profile

Student Support Content Refurbishment MVP Complete Content Refurbishment

Call Management System

Phase 2
Sept

GletTaanagemenisyeem > Enterprise Service Management System

Student ID Card Production

Cognitive Natural Language Assistant Pilot > Cognitive Assistant Enhancement




Technology: Student intrane

Find out what's happening in learning.
teaching and research, including academic
profiles. features and on-campus events.

LaunchPad u

Add a shortcut  QUT Seudents
site

o

Test important message
18 Apr - Test important message

Internet quota

Available quota for April, 2017

0% used. 650MB remaining

Purchased quota

No purchased quota remaining.

® Durrhaca intarnat nuinta

Emat AskQU?

Coversheet

Shuttle bus

& Gardens Point

9 Kelvin Grove

BUS DEPARTS ARRIVES
n 11 am 1121 am

mn

eStudent T MHelpdesk  Anmal Ethics  QUT Home

Coming up today

€ You do not have any events for today.

Tmportant

Enrolment

Lesnmy Fcew I Imsmnag e wour
COUNSs, Classeas and Tees

PelaTiE IR WOUT SFEolmient
Regstering for classes.
COUrses

Linits.

Fees and finances

Graduahing

Key dabers arsd acadomic calondar

Looking for QUT Virtual?
Say hi to HiQ!

Your personalised view of
coursas, timatablas and 5

Learning and
assessment
Sy aflecivaly and get adaica
an ASSGINTEnE and axams
ShKhng STl lvety'

Clazzes and readings

e ]
wWriling and reterencing

Assig s

Exmrrs

Rasulis, reviews and academic Ssues

nin o Hic

Filter links: &g, maps

A
k Technology

Undock our dhgilal sanvices. using
VOUT SIS S0 L

WWi-Fi @l indemel SCCass
Email

LIsamame: s Qo sswean
Learming ioots and soltwars
Eksckboard

Prnhing, copymg and scanning
Compuier labs and loarrs

Health and
wellbeing
Looiing afer ywourssll or Trndng
ST 1 18lk i
Parsonsl Suppoirt s Counsaling
Intmmabonal student suppsorn
Fmancial help and suppar
Salaty ared e ity
Medcal seryvic es and Fealh dinics
Faghés, conduct and griesancas

Haalih and salaty

e
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Technology: Mobile app design

[ ==

essee Optus = 319 pm
8 qutvirtuald.qut.edu.au

Campus parking

‘

Available Parking Spaces

Basement Level 1

Basement Level 1
Disabled
Basement Level 1
Loading Bays
Basement Level 2
Block C Level 1
Block C Level 2
Block S Level 1
Block S Level 2
Block Z Level 1
Block Z Level 2

Under Freeway

wtes aqo

eeeese Optus = 2:52 pm s B

= Parking & ©Q

Kelvin Grove Gardens Point

SORTED BY NEAREST TO YOUR
LOCATION

K 6AVAILABLE 24 nours 'O'
Block

DIE OAVAILAELE 24 hours '¢" (E\

Block

12AVAILABLE 6am - 8pm ﬁ (}\

B 27AVAILABLE 24 hours '¢' Ll,'\

Block

14AVAILABLE 24 hours 'O' LI,'\

Lot .
5 8AVAILAEH_E 24 hours '.Q.' é\

KG 99AVAILABLE 24 hours '('3‘ (_if\

Oval

eeeee Optus = 2:53 pm

£ Parking Parking

F Block

spaces available & B
8 F Block

« 0.23 kms away from you

o |Bam- closing in 5:07 hours
8pm

$3.000 -1 hours
$4.001-2 hours
$5.00 3 -4 hours
© $6.004-5 hours
$7.005-7 hours

QNN 7 - O hniire
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Technology: Mobile App uptake

« Messages and notifications
« Calendar

* My units
 Exams

« Grades

« Wayfinder

« Shuttle Bus

« Parking

« Get Help

« Personal Profile
« Search

* Feedback
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check out these deals.,.
(ONLY AVAILABLE Mon 1 May 2017 - ypq

31 May 2017)
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Digital wall

% | 74
l,§q‘

=
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e Pokemon Go, Yay or |

1y 2017 - Wed 31 May 2017)
s Point Campus
___any Original Size Drink
a Banana Bread
= $2100 <A> b/

N or

roffee + Spinach
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Name and Identity
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Recruitment and training
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Recruitment and training
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Find it in the

first place
QUT ‘ Q«Q you look.

07 3138 2000

student.qut.edu.au

Gardens Point V Block
Kelvin Grove R Block
Caboolture J Block

Go live communications

40 ¢

g o
ALY zﬁfa SR aE%’%
‘@Hmf;& 1 M SR

=

Send students = “(Q‘Q

our way from
29 Apil. GP V Block + KG R Block » CB J Block

ﬁ’Erdl . EEE‘;I'I::H :E::-E:LZ:?:’::::E s « general enquiries + library assistance » technology support *
= university processes and administration support «

. = Technol suppaort

Kelvin Grove . uﬁm;’?:mﬁ e = connect with specialist services & faculty support «
R Block (1 ibwary) « Administration support . 7 A

Cabooture » Connect with specialist services = . Longer opening hours.

J Block & facully support ' 2 A

QUT

a university for the r@q| world®
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Library Helpdesk

IT Helpdesk

SBS Client Services

AskQUT

Q in person by phone by email

2292

enquiries

per week




Go Live: Resolution rates

@ Tier 1 Peer Concierege @ Tier 2 HiQ Advisers @ Tier 3 Specialists

46.2% 50.16% 77.64% 75.69%
Tier 1 Tier 2 Tier 2 Tier 2

3.64% 23.26% 24.31%
Tier3 Tier 3 Tier 3

QUT

®
world

a university for the real



Go Live: Sentiment

m]l m2 u3 m4 =5

Do you like the new HIQ space?

m]l m2 m3 m4 m§

How was your HiQ Experience?

a university for the real
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https://www.flickr.com/photos/handles/2885877669

