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contract

You already use lots of different external commercial products – probably more than 
you realise. Could you achieve more if you combined those tools? Could you make 
the student experience of accessing university support services seamless? Prob-
ably – but it will take some careful crafting and strategy to unify the provision from 
different companies and set up a multi-way delivery strategy. 
 

Specify what technology you already have available, the limits within your insti-
tution’s framework and technology support, and what options and platforms 
your students are likely to want to use.

Find out what kind of user testing an external provider will include as part of 
their development, and how much user testing your team might need to do. 
Double that and specify it in the contract. 

If you will be providing data to one or more external providers:
a. Address data protection in all contracts; and
b.  Make sure that the data you hold is correct, and systems are in place to up-

date it with the provider on a regular basis once the product(s) or system(s) 
roll out at your university.

Set out a detailed project specification, using the Students FIRST sample 
Memorandum of Understanding and Service Level Agreement Templates. If 
more than one provider is involved, agree one as the ‘lead’ contractor and 
leave them to project manage the external collaboration. Consider separate 
contracts for each of the partners to speed up procurement.

Plan for once you are using the product(s) – how will you evaluate it/them? 
What data can you collect from each tool as part of this? Consider using the 
AMOSSHE Value & Impact Toolkit.
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listen

You know what information needs to be communicated to students, but commercial 
providers probably know better what technology users want, and more importantly, 
what they will use. They’re probably also more attuned to the language that technology 
users – your students - respond to. These five points come from commercial providers.

Students want to access support without being restricted by physical time 
and location.

Students tend to access the web in mobile situations as well as PCs – and  
accessing the web via mobile devices will soon overtake web access via PC.

Students need to be immediately engaged in process and  
information, and mobile is the easiest, least intrusive way to do this.

Students need to be ‘pulled’ into accessing support. You can add  
information to core transactional processes to enhance the messages you are 
sending out via other information, advice and guidance media.

You might be buying a product for your department, but it’s also a tool for 
the whole university, and for students to utilise – so you are buying on behalf 
of several consumers at once. Think about what each of those consumers 
wants, needs and will use.
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speak

You’ve identified a problem area, and think that you might be able to draw in external 
experts to help address it. There’s probably a range of things that you could do, and 
it might be good to combine them. You can only find out what the options are by talking 
to people – and lots of them. And once you have a product or tool, it’s even more  
important to tell everyone on this list it’s there. There’s no point in developing  
something brilliant to then keep it a secret.

Your team – to get buy in and understand the issues you can help with and 
solutions you can offer.

Senior management – and specifically to get a project sponsor.

Students – to find out what they use, what they want to use – and, when 
you’ve commissioned something, involve them in user testing.

IT – to enable the ready roll out of the product(s).

Providers – and lots of them. Find out what they can deliver, what they know 
about your university, what they need to know from you, and whether you can 
tailor their products for your institution’s specific mission, policy and needs.
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know

You may be using technology tools very successfully to communicate with students, 
but have you ever taken a step back and asked why? What is it about today’s students 
that make them ‘digital natives’? What is the technology take up among students? 
Rather than asking how a tool works, ask how it is, could or will be used.

 It is predicted that by 2015, more than 80% of internet access will be via 
mobile devices.

 In the UK, 71% of students use the internet every day.

 In the US, 38% of students check their e-mail, tablet, laptop or smartphone 
every 10 minutes.

Students are the most willing group to use smartphones to manage their 
finances.

There remains a digital divide – 90% of students think ICT is important to their 
university experience, but there are still some ‘non natives’. Don’t alienate 
them by overusing technology.
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