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• Facts about USQ

• Overview of USQ’s Student Support Model

• Development of USQ’s Service Excellence Program

• Challenges Faced

• Inter-Divisional Collaboration

• Measurement & Assessment

• Sustainability of Program

• Achievements & Successes

• Customer Service in Higher Education



OBJECTIVE





DEMAND DRIVEN 

FUNDING SYSTEM













USQ 
Locations





































Level 1 - Current & 

Future Student Support

1800 007 252
1800 269 500

usq.support@usq.edu.au 
study@usq.edu.au

10am to 3pm
Monday to Friday

Disclaimer: Please note this Lego character is not a true representation of our SRO staff 



Expert Area Enquiries

BELA HES

Fees Enrolments

Learning 

Centre
Library

Exams Grads

Level 2 - Current & 

Future Student Support

Disclaimer: Please note this Lego character is not a true representation of our support staff 



Difficult or Advanced 

Student Issues

• Student Experience Coordinator

• Senior Executive Officer

• Manager’s

• Associate Dean (Students)

• Heads of School

• DVC (Students & Communities)

• Senior Executives

Level 3 - Current & 

Future Student Support

Disclaimer: Please note this Lego character is not a true representation of our management staff 











Next 
Phase

Staff 
Development 
& Culture













‘In my experience, the USQ 

customer service is outstanding.  

It’s really hard to fault their 

attitude & performance, even if 

they’re not telling you what you 

want to hear…  The service is 

consistent, no matter which day 

you call or who you speak with.’

USQ Student 17/02/2015





Elements

1. Staff Training Programs
2. Service Protocols & Standards
3. Measurement & Assessment    
4. Sustainability Measures
5. Complaints Management





Challenges











Senior Executives

Library

ICT Client 
Services

The 
Learning 

Centre

HR

Faculties Students & 
Communities

OAC CISER









‘Great teamwork at USQ’

AWESOME Student Feedback!! (received 2015)

‘Fantastic service’ 

‘I will be applying 
because of your 
impeccable service’

‘Love your customer service –
gold stars on all accounts!’

‘Amazing 
interaction makes 

me excited to 
study with you’

‘Staff are enthusiastic & polite’

‘Very professional, friendly & 
helpful. As an online student, it's 

fantastic to have such helpful, swift 
& well-informed assistance always 

available. Well done USQ staff, 
you've made my experience as a 

student first-rate’



• Soft launch

• Sessions fully booked

• High demand

• Training rolled out

• Academics in attendance

• Positive feedback





• Consistent approach

• Updated USQ Policy & 

Procedures

• Education vehicle

• Online Complaint Tool



Growth  & Sustainability 











Service      
Champions



CONTINUOUS IMPROVEMENT








