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Our paper will focus on the following key themes: 

- Improvements to customer service achieved through improved customer service delivery, 
support and skills training 

- restructure with call centre and face to face service – RMIT Hub 
- clever training and induction strategies 
- moving towards a shared service model with a faculty and other student services  

 
This paper will discuss ongoing developments for service delivery and customer service approaches 
within Student Administration at RMIT.   
 
It will begin with a description of improvements to customer service recently achieved, specifically 
through the call centre and face to face service areas (RMIT Hubs). Then it will discuss the recently 
implemented skills training and job rotation program to broaden staffs’ skill sets and ability to 
service students over the phone and face to face and how this group of staff have ridden the wave of 
organisational change over the past few years. 
 
The induction process which includes pre-induction checklist, induction manual and 4 week training 
program for all new staff will also be discussed.  Training within the student service centres, 
including the creation of a year long training calendar and the use of Blackboard as a learning 
management system, including quizzes, videos and training documentation will be explained. 
 
The paper will conclude with currents plans, including the move towards a shared service model 
with our business faculty as well as the integration of central student services (ie counselling, 
housing, learning and teaching departments) and how we have brought with us a university 
community that should be thoroughly drowned in change and turned them all into strong swimmers 
or life guards for change.  
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