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The LTeam
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In support of Student Services the Interaction Team (i-Team) provide a cohesive
customer experience to both current and prospective students as well as a range of

other enquirers.

We:

« are the first point of contact to our students/customers

« pride ourselves on our breadth of knowledge

« offer comprehensive responses and accurately signpost to our specialist colleagues
where further detail is required.

Relocate to KG (Service
integration)

Phased go live of CRM
iTeam Review
Matrix accreditation achieved

BCM (telephony integration)
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Inception of iTeam —
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what does it take..?

-a fantastic team

 good communication and working relationships with colleagues
*well structured and considered business processes

«an efficient technical solution

eaccess to good reporting systems
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Inbox Search
Senice Ticket/Email MU Ticket - Assigned To My Groups - Classification?
Semnice Ticket ID Status Mot Completed - Classification?
Description Priarity - Classification3
Enquirer Date Type Creation Date - From/Ta 01.02.2012 [ 15.02.2012
Sort By - Then Sort By
Search | Clear
Result List
;l;l;.l?g T | (& | Reserve | Reset Resenation | Complete | Display | Interact | Link
usef MNode Created Time Ticket/Email | Priority | Status Thr... Description Resp. Group Resp. Empl
5 15.02.2012  11:36 MU Ticket Medium Open (Web Ti... WEA - Courses and Applications | Team
o R 5 13.02.2012  15:36 MU Ticket Medium Open (WebTi... WEA - Courses and Applications | Team
° [P 5] 13.02.2012  12:06 MU Ticket  Medium  Open (Web Ti._ WES-SSV - Courses and Applications | Team
Z R 5 13.02.2012  12:04 MU Ticket Medium Open (WebTi... WES-Acc - Courses and Applications | Team
[ 5] 13.02.2012  11:56 MU Ticket Medium  Open (Web Ti_.. WEA - Courses and Applications | Team
This R 5 13.02.2012  10:00 MU Ticket  Medium  Open (WebTi... WEA - Courses and Applications | Team
D|EEI [ 5] 10.02.2012  16:38 MU Ticket  Medium  Open (Web Ti._ WEA - | Team
5 10.02.2012  16:32 MU Ticket Medium Open (Web Ti... WEA - | Team
[ 5] 10.02.2012  15:23 MU Ticket Medium  Open (Web Ti... WEA - | Team
5 01.02.2012 13:28 MU Ticket Medium Open (Web Ti... WEA - | Team
Stu
Newcastle University OC
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Student Services, King's Gate, Mewcastle University, Mewcastle upon Tyne, 26-28 March
2012
United Kingdom., NE1 7RL
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Inbox [ Back -
=% | Inbox Search
Senvice Ticket/Email E-Mail v Assigned To My Groups v Classification? .
Senvice Ticket ID Status Not Completed v Classification? 9
Description Priority v Classification3 9
Enquirer Date Type Creation Date v FromTo 01.02.2012 T 16.02.2012 G|
Tha
be | Sort By v Then Sort By v
Search | Clear
Result List
fil | [& | Reseve | Reset Resemvation | Complete | Display | Interact | Link N
Tlhif Node Created Time  Ticket/Email Priority @ Status Thr... | Description Resp. Group  Resp. Employee
pled
[ T 16.022012 0943 EMail Low Open @  'CRM Email Testing 001" rec. fram robert shuttl . | Team
b o 16.02.2012 0942  E-yail Low Open @ 'Request for Advice' rec. from sarah kendall@n .. 1 Team
Stud b o 15022012 11:58  E-Mail Low Open @ Test Email Auto Ack’ rec. from robert shuttle@....| Team
Ne Lastc UInveloity

Student Services. King's Gate. Newcastle University, Newcastle upon Tyne,
United Kingdom, NE1 7RU

Feedback
Please use the following link to tell us what you think about our service:
https://my.ncl.ac uk/students/feedback.php

Data Protection

SRS

26-28 March
2012




Newcastle
Q) Lniversity

Newcastle
University

Welcome Sarah Kendall Personalize | Log off

CRM System  Student Info Gateway Student/Campus Administration  Employee Self Service
Home | CRM Interaction Centre | CRM Event Upload

CRM System - Interaction Centre support

The following help documents are available:

O SAP training materials

o Interaction Team business processes
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about
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Measura bLLLt@

We have a comprehensive quality monitoring process including;
Service Ticket and System checks (staff usage)

*Electronic feedback

*Face to face/comments cards

*Survey monkey

*Mystery shopping
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Statistics

The following is indicative of iTeam’s interactions in the

academic year 2010/2011,

2010/2011

Total Mownthly average
Face to Face

42591 3549
emails § webforms (Excl.
prospectus requests) 7356 613
Telephon

P d 28488 2374

Switchboara

85151 7096
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Future olevetopmewts

‘BCM

*More specialist team involvement — wider University colleagues

26-28 March
012



RUESELONS

Newcastle
+ University

ROC

26-28 March
2012



