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Collaborating to deliver excellence 
in Professional Services
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Dorothy Welch
Deputy Secretary

#UofGProfessional



David Duncan
University Secretary & COO
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Neal Juster
Senior Vice Principal and Deputy Vice Chancellor
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Frank Coton
Vice Principal (Academic Planning & Technological 
Innovation)
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Got a question for Neal?
Please go to www.slido.com

Use Event Code #4993

http://www.slido.com/
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Euan Smith
Director, Sport

April Logan
Active Lifestyle Programme
Lead, Sport



Anna Dominiczak
Regius Professor of Medicine
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Lesley Cummings
Director of Performance & Reward
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Our Values
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ProgressiveProfessionalPassionate



Behaviour

Performance

Behavioural Competencies…

… are key behaviours that 
underpin effective performance

Intellect
Personality 

/ Style

Experience/ 
Knowledge

Drive/ 
Motivation

Energy
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Behavioural Framework Development...

25 interviewers 
trained

152 interviews with 
over 300 hours of 

detailed 
conversations 

conducted

3000 Post It 
notes used

36 hours of 
analysis
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Our Behavioural Competencies
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Behaviours

#UofGProfessional



Applications and Benefits
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Glasgow Professionals Through the Ages….

Frances Helen 

Melville

1873 - 1962

Janet Anne 

Galloway

1841 - 1909

William Innes 

Addison

1857 - 1912

Zachary Boyd

1585 - 1653
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Famous Glasgow Professionals 

Alastair Sim  

Director, 

Universities 

Scotland 

Previously worked 

in Planning Office

2004 to 2006

James Lapsley  

Production Designer 

Winner of countless 

awards for 

Bodyguard, 

Fearless, Murdered 

for Being Different, 

Kill Command

Worked as a Project 

Manager 

1999 to 2001

Lisa Ballantyne  

Author of ‘Guilty 

One’, ‘Little Liar’, 

‘Redemption Road’

Worked in the 

International Office 

for nearly seven 

years, until 2012

Iain Robertson  

Senior 

Commercial 

Manager at 

Statkraft

Previously Senior 

Recruitment 

Manager

2003 to 2007

Gail Honeyman

Author of ‘Eleanor 

Oliphant is 

Completely Fine’ 

won the 2017 

Costa First Novel 

Award 

Previously worked 

in MVLS as a 

Administrative 

Officer

2012 to 2015
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Our current Glasgow Professionals 

Margaret Anne McParland

Donations Manager

Chris Bevan

Head of Research 

Administration

George Hepburn

Bedellus

Tracey Aydogan

Head of International and 

Academic Resourcing, 

Human Resources
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Panel and Q&A

#UofGProfessional



#UofGProfessional

Got a question for the Panel?
Please go to www.slido.com

Use Event Code #2686

http://www.slido.com/
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Break
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Cordelia Ditton
Director, voicebusiness

www.voicebusinesstraining.co.uk
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Lunch
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Miles Seecharan
Senior Associate, Next Action Associates

miles.seecharan@next-action.co.uk
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MAY - 2014

Staff Meeting
(Board Room)

10 -3PM

SUSAN OUT OF THE OFFICE TUESDAY SALES SUMMITMONDAY









COVER OF BOOK



C R E A T E  S P A C E



S T E P S
FIVE











BRAINTOSS



CLARIFY
PROCESS WHAT IT MEANS



DEFER IT

DELEGATE IT

DO IT

TRASH IT

REFERENCE IT

INCUBATE IT

WHAT’S 
THE NEXT 
ACTION?



NEXT ACTION
The very next physical, visible action 
that will move the situation forward





CLARIFY02 PROCESS WHAT IT MEANS

2 MIN RULE





ORGANIZE03 PUT IT WHERE IT BELONGS

PROJECTS CALENDAR NEXT ACTIONS WAITING FOR

ACTIONABLE













miles.seecharan@next-action.co.uk 
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Break
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Euan Smith
Director, Sport

April Logan
Active Lifestyle 
Programme Lead, Sport



Rachel Sandison
Vice Principal, External Relations
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World-Changing Glasgow - a story well-told



▪ Our brand proposition

▪ Our brand in action

▪ Developing our brand toolkit - what resources you need to tell 
your story
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“O wad some Pow'r the 

giftie gie us

To see oursels

as ithers see us!”
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• Coherent and consistent branding is 
important

• Only by working together to build a 
shared reputation would anyone 
succeed

• Branding needs to offer some flexibility 
BUT a degree of brand control is 
necessary

• Audience-focussed branding is 
paramount

Emerging Themes
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Why Brand is important

✓ communicate our vision

✓ consistent presentation

✓ articulate our story in a structured way 

to target audiences

✓ communicate our points of distinction

✓ champion our world-changers

✓ secure attention with scale and focus

✓ build reputation and profile 
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OUR INVITATION OUR COMMUNITY
OUR BRAND 

PROPOSITION
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ongoing digital 

transformation

harnessing the 

power of 

community and 

influencers

content 

marketing 

audience 

focussed 

smart 

measurement

key messages 

- points of 

distinction 

strong brand 

positioning & 

integrated 

planning

authoritative 

voices

PEOPLE, 

PERSONALISATION 

& POWER
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MEET WORLD CHANGING GLASGOW

Reputation Management
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Reputation Management

The Chronicle of Higher Education, October 
2019

THE, QS and The Chronicle digital ad example,

Ongoing
University of Glasgow Connect 

Newsletter to International Partners,

September 2019

THE, QS and The Chronicle 
digital ad example,

Ongoing



Sustainable Development Goals
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MARKETING 20:20
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How to influence our 

brand and reputation

personalised

information

stay connected

peer to peer 

communications

How to create 

compelling, 

relevant and 

timely content

multiple platforms 

and messages –

how to stand out 

How to engage on preferred 

and 

trusted channels 

What’s in 
it for me ?
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www.gla.ac.uk/brand
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Please go to www.slido.com

Use Event Code #W259

http://www.slido.com/


As a ...................................

I want/need to ...................

So that I can ......................
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#WorldChangingGlasgow

@UofGlasgow

Any questions?

brand@glasgow.ac.uk



Robert Garnish
Director, Commercial Services
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Commercial Services at UofG

A diverse offer, collaboratively delivered
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Director, Commercial Services
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Commercial Services in 2017/18

Accommodation
£17.5m —> £5.7m

Conferences & Events
£709k —> £51k

Hospitality Services
£4.2m —> £62k

Print Unit
£342k –> £88k

Retail
£1.1m —> £217k

Sport
£2.0m —> £103k 
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Show me the money…

17,500

4,200

2,600

1,100 709 342

Accommodation Hospitality Sport

Retail Conferences Print

5,700

217
103 88 62 51

Accommodation Retail Sport

Print Hospitality Conferences
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Income 2017/18 (£k) Surplus 2017/18 (£k)



Commercial Services – golden threads

Service experience Value for (money) quality
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Leadership and purpose – start with ‘why’
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Commercial Services – The Why…

Commercial Services:

Delivering diverse, thoughtful and engaging services to 
enable a World Class experience & to deliver value for the 

University.
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Commercial Services – what’s new?

Two became one

The creation of
Catering & Events

Uncovering opportunities

Taking on the
University Nursery

Co-ordinated future focus

Creation of a Business 
Development role

#UofGProfessional



Leadership – Day to day

Monthly and quarterly time together

Development of the Voice group and conversation

Sharing of knowledge, especially financial
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Making changes – learning through trial and error

Sport CaféProsecco for
Graduation

Food to Go App

#UofGProfessional



3 + 1 case studies

Customer feedback

Student Residential Strategy

Retail evolution

Catering on the extended campus
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1. Customer feedback

#UofGProfessional



#UofGProfessional



#UofGProfessional



#UofGProfessional

“Excellent” responses – Jan-Dec 2019

45,180

21,336

16,254

1,787 832

Sport Catering Gift Shop Print Unit Accommodation



87% KPI
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50

55

60

65

70

75

80

85

90

95

100

Excellent Good

Percentage of responses scoring “Very Good” & 
“Excellent”



2. Student Residential Strategy

Provide a high quality, student-focussed, Glasgow 
experience 

Recommendations

Refurbish and
improve existing Developing the estate

Short to medium term 
additional capacity

Spirit of community and 
social welfare
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3. Retail evolution
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4. Catering on the extended campus
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4000-5000 people daily

3 outlets

No crockery

Research-led building

1 outlet

Franchise opportunity

Health & Wellbeing

1 outlet

Inclusion and diversity
#UofGProfessional



Satisfaction – employee and customer

Financial return – University 
and employee

Future opportunities
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Further afield…Dumfries

#UofGProfessional



Christine Barr
Executive Director of 
HR
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Carol Clugston
COO, MVLS

Chris Green
Chief Transformation 
Officer

Sharon McGregor
Director of Professional 
Services, College of Social 
Sciences
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Got a question for the team?
Please go to www.slido.com

Use Event Code #Z480

http://www.slido.com/


Dorothy Welch
Deputy Secretary
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Please go to www.slido.com

Use Event Code #X027

http://www.slido.com/
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@UofGlasgow

THANK YOU


