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What the session 
will cover  
•Background on the i-Team 

 

•What does it take...? 

 

•Case studies x 4 

 

•Demo of our Customer Relationship Management System 

 

•Measurability 

 

•Statistics 

 

•Future developments  

 

 

 

 



The iTeam 
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. 
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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 

•access to good reporting systems 
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I wonder if I 
could…..? 

Case 
study 1:  
This is 
Lily 
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Case 
study 2: 
This is 
Michael 

I’m not sure 
what to 
do…..? 
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Case 
study 3: 
Can we 
help? 

Former student 
requiring 

Council Tax 
exemption 
certificate: 
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Case 
study 4: 
Can we 
help? 

Enquirer 
calling for 

information 
about 

University 
Visit Day: 



26-28 March 
2012 



26-28 March 
2012 

Measurability 

 

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 Monthly average 

Face to Face 
42591 3549 

Emails & Webforms (Excl. 
prospectus requests) 7356 613 

Telephony 
28488 2374 

Switchboard 
85151 7096 
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Future developments 

 

•BCM 

•More specialist team involvement – wider University colleagues 



26-28 March 
2012 

Questions 


