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JISC Relationship Management 

Completion Report July 2012 

We recommend that you print out these questions and discuss the content with 
your colleagues working on the project to ensure you capture the full picture. You 
can then paste or enter your responses into the online questionnaire at 
http://www.surveygizmo.com/s3/924214/RMCompletionReport2012 but we 
suggest you save a master copy in case the upload fails! 
 
Please note that almost all of the questions are required and that you will be 
unable to upload the form unless all those questions marked with an asterisk 
have been completed. 
 
The report is split into two sections: 

 Part 1: Project Progress Report - You'll already be familiar with most of 
the questions in this section as you will have seen them in the earlier 
quarterly Progress Report Surveys. 

 Part 2: Programme Evaluation - This new section focusses on your 
experience of the Programme overall. We'd really appreciate your views on 
how it was run, its structure, the support given to you, etc. We would 
appreciate your honest feedback as this helps to plan future JISC activities. 

 
Confidentiality - As you know these reports are seen by JISC and JISC CETIS 
staff only. Whilst we do need to match the name of the institution with the first 
part of the survey (Part 1: Project Progress Report), identifying information will 
stripped out before presenting any of the data relating to the Programme 
Evaluation (Part 2) to JISC, so please be as honest as you can. 
 
Deadline - All projects will need to complete this questionnaire by 17:00 on 
Friday 31st August.  If you have any problems filling in this survey or have any 
questions, please e-mail Sharon (s.perry@bolton.ac.uk) at JISC CETIS. 

http://www.surveygizmo.com/s3/924214/RMCompletionReport2012
mailto:s.perry@bolton.ac.uk
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Part 1: Project Progress Report 

Section 1: Your Details 

1. Project and Contact Details* 
Lead Institution*: University of East London 
Email Address*: r.hiles@amosshe.org.uk 

Section 2: Progress and Benefits 

2. Has the project run to schedule as per the submitted project plan?* 
Please comment on any areas of concern with regard to either meeting the 
schedule or deviating from the project plan. 
Due to delays in obtaining some of the data, the research element of the project 
ran to the full deadline of 31 August.  All tasks were completed by the final 
reporting date, but used the full contingency time. 
 
3. Does the expenditure reflect the budget plan and is on track? * 
Please list any deviation from the budget and give reasons. 
The budget plan has been modified slightly, as in light of the information readily 
available from the Aspire bursary platform, we were able to realign work 
responsibilities. This relieved burden on the participating higher education 
instituitons (HEIs), but also meant that the time of one HEI on the project 
reduced; in turn it increased the staff commitment needed from other partners 
and the research team. All partners agreed to restructure the budget so that 
those partners who contributed more than orginally anticipated were reimbursed 
appropriately, subject to submitting appropriate evidence to the lead institution.  
This realignment was agreed amicably, and very much in the spirit of the 
consortium agreement and partnership working throughout the project. Several of 
the partners contributed slightly higher amounts of 'in kind' or 'match funding' 
than the original budget proposal, which is another indiciation of their 
commitment to Students FIRST (no further funding has been, or will be, 
requested from JISC). 
 
4. What are the three key deliverables, activities or achievements since 

the last report (April 2012)?* 
 

 Deliverables/Activities/Achievements 

1 Research analysis completed and full report of findings published 

2 Guidance materials for Student Services and commercial partners 
completed and published 

3 Presentations at FACE and AMOSSHE 2012 annual conferences 

 
5. Have you delivered all the deliverables identified in your Project Plan?* 

 Yes (go to Question 7) 
 No (go to Question 6) 
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 Maybe (go to Question 6) 
 
6. If you haven't been able to deliver all the deliverables as identified in 

your Project Plan, please list those that are still outstanding and 
include details on when they will be delivered. 

It became clear that because technology changes so rapidly, setting out a 
minimum specification list for Student Services wishing to engage with 
technology would be inappropriate. Instead, we developed a matrix of the things 
that Student Services needed to know or have in place at each stage of 
collaboration - before, during and post product development. 
 
7. Have all IPR issues that will prevent project outputs being made 

available to the community been resolved?* 
 Yes (go to Question 9) 
 No (go to Question 8) 
 Maybe (go to Question 8) 

 
8. If not, please list any outstanding IPR issues below with a resolution 

plan and timeframes. 
n/a 

Section 3: Sustainability  

9. What sustainability measure have you arranged for your project?* 
Tick as many as apply. 

 Further institutional funding 
 Further JISC funding 
 Further external funding 
 Sustained by the community 
 No sustainability route established 
 No sustainability measures required 
 Other (please specify):  

Meetings are being set up to encourage those HEIs already utilising smartcard 
bursary platforms to contribute to an ongoing data set and review. This will need 
some seedcorn funding from those institutions.   
All Students FIRST project partners are committed to championing the findings of 
the project, which has been formally recorded in the final project board meeting 
minutes. 
 
10. Overall, has your team developed new skills as a result of the project?* 

 Significant new skills (go to Question 11) 
 Some new skills (go to Question 11) 
 Improved existing skills (go to Question 11) 
 No improvement or new skills (go to Question 12) 

 
11. Please add details of skills gained or improved. 
SPSS analysis (researcher) 
Service design methodologies (research team and Student Services teams) 
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Negotiation and influencing skills honed (all) 
 
12. Will any project outputs be further developed after the project ends?* 

 Yes 
 No 
 Maybe 
 Don't know 

 
13. Please provide details regarding further development (or lack of 

development). * 
There is a possibility for some further research around bursary usage and 
relevance to students, which will be increasingly relevant as the impact of 
changes to fees and funding are realised. 
Students FIRST project partners are working together to develop new or 
enhanced tools to better support the Student Services community through 
technology. 
 
14. What arrangements been made to archive/preserve project outputs 

and/or make them available to the community when the project ends?* 
All materials are available on the AMOSSHE website, at 
www.amosshe.org.uk/projects/stu_1st/outputs 
All project partners have been encouraged to also post the materials on their 
webpages 
All videos are on both AMOSSHEUK and Continuum's YouTube channels 
Hard copy material relating to Students FIRST will be displayed on all AMOSSHE 
stands for the next twelve months 
The questionnaire materials and consent forms will also be added to the 
AMOSSHE Value & Impact Bank, so that Student Services teams can access 
and use them in their own future evaluations of finance interventions 

Section 4: Dissemination 

15. Please provide details of any dissemination opportunities (project 
presentations, paper submissions, etc) that you've undertaken since 
the last progress report.* 

Presentations: 
FACE conference, July 2012 
AMOSSHE conference, July 2012 
 
Hard copy dissemination: 
All lead AMOSSHE members sent two copies of the final report, and the 
guidance materials for Student Services 
All AMOSSHE commercial contacts sent one copy of the final report, and the 
guidance materials for commercial providers 
All AMOSSHE professional sector groups, including policy organisations, send 
one copy of the final report, and the guidance materials for commercial providers 
and Student Services 
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Media coverage: 
Regular tweeting using #stu_1st and #rminhe 
Final blog post to be added first week of September 
THE media interest, with exclusive coverage agreed for 7 September issue 
 
16. What are the key headlines that we can tell people about your project?* 
Please include anything likely to resonate beyond your institution. Include things 
you didn't expect as well as things you've planned for. 
- Focussed bursary provision offers an equality amongst students to be able to 
obtain the materials that will help them to succeed in their degrees that would not 
otherwise exist without the progfress based bursaries 
- There is a positive relationship between higher spend on books and academic 
achievement, including progression between programme stages 
- Students are used to technology, and this can be an effective means of 
communication when used coherently - but it should not replace face to face 
advice 
- Both institutions and commercial providers could benefit from utilising their tools 
more strategically to inform students about the services available 
- Commercial partner interaction does not have to threaten competitive 
advantage, but that collaboration can actually generate such advantage 
- All these interventions and lessons are critical to ensuring that the student is 
placed FIRST in relationship management 

 

Part 2: Programme Evaluation 

Section 6: Project Clustering and Approaches Used 
This section for Strands 2 and 3 only.  Strand 1, please go to Section 7. 
 
17. How did you find working with the other projects in a cluster group, and 

across the programme generally? 
Please enter any comments relating to the approach, etc. 
The clustering of projects was an excellent idea, but it was sometimes hard to 
keep track of what people were doing or why we were grouped together. 
 
18. What is the one piece of learning that has come out of the clustering 

approach for you? 
That we're all in this together, and no issue is unique. Our project had some 
seemingly unique management challenges, given that it worked across several 
organisations, but this experience contributed ideas to others' project 
management and we drew from others' ideas to address our challenges. 
 
19. How did you find the Action Learning approach? 
Please enter any comments relating to the approach, etc. If you didn't use Action 
Learning, explain why not. 
The action learning approach worked really well where people understood it.  
Sometimes participants simply could not adapt to the approach, which was 
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personally frustrating. Often they were keen to ask a specific question of the 
other cluster members and get direct advice, rather than use the action learning 
approach to find options themselves. 
 
20. How did you find using Service Design techniques? 

 Very useful 
 Useful 
 Neutral 
 Not useful 
 Completely useless 
 Not applicable 

 
21. Do you have any further comments on the Service Design approach or 

any of the other techniques used in the programme? 
The Service Design approach was painful at first, but the benefits each HEI 
experienced outweighed this.  More should be done to promote the 'quick wins' 
that can result from this approach, as at the point of undertaking the exercise it 
seemed arduous when the potential for positive outcomes was not immediately 
apparent. 

Section 7: Programme Support 

22. Have you been involved in a JISC Programme before?* 
 Yes 
 No 

 
23. How did you find the involvement of a Critical Friend? 
Please enter any comments relating to the approach, etc. 
Having a specific person to go to is a good idea - this is an approach we often 
take informally in our day to day work, but as the JISC project was outside our 
normal boundaires, it was useful to have someone more knowledgable in the 
programme area to go to. There were times where the confidentiality of such a 
relationship was unclear, and a more cynical interpretation might suggest that 
such roles are simply a report back mechanism for JISC. 
 
24. Do you feel that you've been given enough support and guidance? 
E.g. from the CETIS support team, critical friends, JISC Programme managers, 
etc.* 

 Yes 
 No 

 
25. Where did you feel the support worked best for you? 
Describe any support interventions, such as project catch-up calls, website 
information, documentation, shared blogs, etc and why you found them useful. 
Having a contact at JISC Cetis clearly relieved burden on the programme 
managers, and it was excellent to have dedicated support. This meant that we 
did not have to pester programme managers, who we know to be very busy, for 
advice on obvious questions. 
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26. In what areas did you feel that the support could have been improved? 
Describe any support interventions, such as project catch-up calls, website 
information, documentation, shared blogs, etc and what improvements you would 
like to see. 
Too many reports were added post hoc with little warning, and no funding 
provided to match the additional resource needed to respond to them them. The 
summer workshop for all projects was not indicated clearly enough in the original 
call and clashed with major sector events, yet it seemed to be mandatory. The 
evaluation and impact assessment in particular created bad feeling, and was 
poorly received by our project board.   
 
There were times when it seemed we were forced to take part in irrleevnat 
activities such as the JISC Cetis conference - as most of this focused on 'pure 
technology' discussion it was beyond the realms of understanding (language was 
one key barrier) for many projects, but the message from JISC seemed, again, 
that attendance was mandatory. 
 
27. If your project made use of other JISC work, please describe what it 

was, how you became aware of it, and its usefulness to your work. 
 
We used the Derby Service Design for HE materials, and also the CRM 
handbook in development when developing our guidance materials for Student 
Services and HEIs wishing to work together. 
 
28. How did you find the "light touch" approach to reporting, i.e. blogging 

and the online progress reports?* 
Whilst the content requirements of such materials were clear and easy to 
address, the overall approach felt far from light touch as additional reports and 
expectations seemed to be added with increasing frequency and whimsy.  
 
Our relationship with blogging was complex and there were definite peaks and 
troughs in interest and capacity to do this. All partners committed to blogging, 
which in principle should share the load, but there were problems with getting log 
ins to the site.  Also, not knowing whether people were accessing and reading 
the blogs, or how often, did not inspire contributions. 
 
29. Please let us know how useful you found some of the following support 

and guidance interventions, using the scale below.* 
 

 
Very 

useful 
Useful Neutral 

Not 
useful 

Completely 
useless 

Not 
applicable 

Cluster groups       

Critical friends       
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Action learning 
approach 

      

Service design 
approach 

      

Service Design in HE 
resource 

      

Contact from CETIS 
support team 

      

Catch-up 'phone calls 
(CETIS) 

      

Shared blog       

Programme Start-up 
Event (April 2011) 

      

Service Design 
Workshop (November 
2011) 

      

Collaborate 
Deliverables Webinar 
(March 2012) 

      

End of RM Event (July 
2012) 

      

 
30. Please add any further comments regarding the support provided for 

you or any other comments relating to the Programme as a whole.* 
The role of the JISC Cetis report team seemed unclear. 
 
The open source and IPR requirements of the project funding and its parameters 
have the potential to be off-putting to commercial partners. Whilst recognising 
that JISC projects often do not engage with these groups, if continued 
involvement with the private sector is envisaged (which we would recommend), 
the IPR requirements of the funding may need to be relaxed. This is particularly 
important for new and emerging technologies - commercial partners may be 
open to engaging with JISC projects, but understandably less keen to freely 
release their product(s). One solution might be to include specific opt out clauses 
where products are developed or in development outside of the lead institution, 
or by organisations that are not higher education providers. 

Section 9: Lessons Learned 
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31. Lessons learned - please tell us the one lesson that you would pass on 
to:* 

 Lesson to pass on 

a) Other institutions 
as a result of your 
project 

Focusing financial aid and literacy skill support where it 
can enhance the learning experience is effective - but you 
need to do careful research to understand how this might 
work, and continue to evaluate on an ongoing basis 

b) Other JISC 
projects as a result of 
your project 

You don't always have to create something new - use the 
tools you already have but use a project to better 
understand how they could and should be employed 

c) Other JISC projects 
about working with 
project partners (e.g. 
projects in your cluster, 
JISC, CETIS, etc) 

Working with a national sector body can relieve 
administrative burden on participating institutions, and 
give access to wider dissemination pools 
 

 
32. As a result of your project, are there any areas that you would 

recommend JISC should consider for future investment? 
 

 Recommendation 

1 Commercial provision - not just developing in house products 

2 Collaborative technologies 

3 

Collaborative projects with relevant sector bodies leading them eg projects 
about information in research administration might partner with ARMA, 
projects about information in admissions might partner with SPA, projects 
about information in Student Services might partner with AMOSSHE 

 

Thank You! 

Thank you for completing this Project Progress and Programme Evaluation 
report! 
 
We know there were a lot of questions, but the answers you've given will help us 
to provide an even better service to future Programmes and to help JISC identify 
areas for new work. 
 
Just one more thing... Now that you've finished this Completion Report, don't 
forget to make any final updates to your Project Budget Template and to submit it 
to your Programme Manager (if you haven't already done so). 
 
It's been a pleasure working with you all and we wish you every success for the 
future!  
 
Sharon and Lisa, JISC CETIS. 


