( \ Association for Tertiary \
R atem Education Management

Welcome to the

PROFESSIONAL STAFF CONTRIBUTIONS TO
POSITIVE STUDENT OUTCOMES

Breakfast

\

~ www.atem.org.au ~

/ \ Association for Tertiary \
q atem Education Management

Hearing the voices of professional staff:
professional staff perspectives on their
contributions to student outcomes

Presented by Carroll Graham

o

~ www.atem.org.au ~




Professional staff contributions
to posmve student outcomes

L= Sustainable
X '\ Futures

¥ | UNIVERSITY OF
% TECHNOLOGY SYDNEY

- e - - .-

¢ University Staff

|

|

| |
|

|

| Academic, |
| staff 1
: Senior \

1 Exec professional |

L staff )

_ - -~

staff contribute to
student outcomes?

/  Other g Sfudenf Support Behavnour‘s N
[ behaviours | / o \ <G>
that support || " What else? pebble s ==~ ‘
Bt > \ N \\_/ PI"O. smons/ p b
outcomes? N ~o ot PSS 7 Ny N v e---l

~ -~ ——



What? The Propositions

1.!' Institutional behaviours, environments 8.! A comprehensive range of institutional
and processes are welcoming and services and facilities is available
efficient"

2.! The institution provides opportunities for 9.! Supplemental instruction is provided
students to establish social networks"

3.! Academic counselling and pre- 10.!Peer tutoring and mentoring services
enrolment advice are readily available are provided
to ensure students enrol in appropriate
programs

4.! Lecturers are approachable and 11.!The institution ensures there is an
accessible inside and outside class absence of discrimination on campus,
times for academic discussions” so students feel valued, fairly treated

and safe

5.1 Students experience good quality 12.!Institutional processes cater for
teaching and manageable workloads diversity of learning preferences

6.! Orientation and induction programs are | 13.IThe institutional culture, social and
provided to facilitate both social and academic, welcomes diverse cultural
academic integration capital and adapts to diverse studentsO

needs

7.! Students working in academic learning

communities have good outcomes

Prebble et al. 2004

Why?

OThe key resource for universities is their
academic and general staffO
PIHigher Education Management Review, 1995

Staff costs are a significant expense

Blurring of roles

Bl Pickersgill, van Barneveld and Bearfield (1998)
The Oblended professionalO

and the Ounbounded professionalO

Bl Whitchurch (2008)
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Why?
Why professional staff?

¥ Growing professionalisation of
professional staff

¥ Changing roles and
relationships of
professional & academic staff

¥ Little research has been done
Into professional staff and
their work

¥ Empirical research to
understand the work and
identities of professional staff

Why?

Why student outcomes?

¥ Part of the Ocore businessO of universities
¥ Linked to external accountabilities
¥ Different definitions for Ostudent outcomesO

¥ Prebble uses,C‘)retention, persistence,
achievementO «

The interaction of
professional staff with
students has the
potential to impact on
the sustainability of an
Institution.




How? Doctoral research

Delphi study: Preliminary
framing study

Case study: Perspectives |
of professional staff at UTS

Case study

OGirl reading a letter at an open

windowO, Jan Vermeer, c. 1658
| http://commons.wikimedia.org

OWoman reading a possession
orderO, Tom Hunter, 1998

http://www.theculturaljackdaw.typepad.com

Case-study is the way of the artist, who achieves greatness
when, through the portrayal of a single instance locked in time
and circumstance, [she or] he communicates enduring truths
about the human condition.

Macdonald & Walker, 1975



Findings so far E

Proposition Percentage

ranking top half

Institutional behaviours, environments and 1.48 100
processes are welcoming and efficient

Academic counselling and pre-enrolment 3.32 88
advice are readily available to ensure
students enrol in appropriate programs

Orientation and induction programs are 4.24 68
provided to facilitate both social and
academic integration

A comprehensive range of institutional 4.28 72
services and facilities is available

Hearing the voices of professional staff

Institutional behaviours, environments and processes
are welcoming and efﬂuent




Hearing the voices of professional staff

Institutional behaviours, environments and processes
are welcoming and efficient

-

.1';#‘“

Hearing the voices of professional staff

To be perfectly honest, probably at least half the
questions we get are to do with directionsE
because thereOs no concierge or anything like that.
Eand we canOt tell people, Olook thatOs not our job
function, go awayO

Also where the toilets are,
where various functions are ©
occurring, where certain
lecturers and staff are - ®
which mostly we donOt

know, but we look it up.

Institutional behaviours,
environments and
processes are
welcoming and efficient



Hearing the voices of professional staff

WeOll fix peopleOs passwords if
they screw up or if they canOt
log on. This is the technical
stuff that weOre actually
responsible for.

Probably the scariest
guestions for people are when
theyOve lost assignments and thing
like that. If theyOve forgotten to save of
become corrupt and stuff like that. WeOll make an
attempt at helping people but itOs usually a lost
cause. We can only retrieve things like that about
20 per cent of the timeE

Hearing the voices of professional staff

We help people fix wireless problems, which can
take a couple of hours each time, sometimes.
WeOre not supposed to. When the wireless
network was rolled out, about three or four years
ago, we werenOt given any extra staff to handle
that, or even much training, or any - really any
training.

So we were told, if we get questions about it, just
to tell people that if they canOt work it out
canOt use it.But none of us do ttlatE

©




Hearing the voices of professional staff
— >
She came to the counter when | was working at the
Student Centre B she wanted to do an
undergraduate degree . . . | went through the
possibility of going into @ post graduate degree . . .

1 )4
)
Academic counselling :

and pre-enrolment You are the reason why IOm
advice are readily in this class Byou know, that
available to ensure |IOm actually here.” And | wan
students enrol in to thank you so much forit.

appropriate programs ~ And it was really great.

There was one young
woman who came to an
information evening. SheOd
never studied at university
before. And she had her

Hearing the voices of professional staff
own business.. ..
|

Academic counselling ‘

arSojlradvisedher . . . that she could start her
acGraduater Certificate without having had a BachelorO
audegree (0 crShe=could do that and then if she chose,
stshercould move through to complete her MasterOs.
ajAndrsheactuallydid that.




Hearlng the voices of professional staff

provided tc
facilitate both
'social and
‘academic
integration

In terms of the orientation
stuff, orientation - one of the
Issues you have in
orientation is that it's so
overwhelming.

You [the students] don't even
realise when you come to uni
- even though everyone tells
you - that, how different it's
going to be.




Hearing the voices of professional staff

Peer Léarni g
?Trams 60 peer Ieaderf per

emester

129 sessions per week

But it is not teaching

A comprehensive
range of institutional
services and facilities
IS available;,

Hearing the voices of professional staff
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Hearing the voices of professional staff

A wide variety of programs are
(;, G. run by professional staff

The other two women that |
work with have been working on
cultural diversity workshops and
getting students into facilitated
workshops where they learn
more about cultural diversity and
A comprehensive leadership opportunities and

range of institutional NI like that. _ |
services and So we have other little projects

facilities is available . that get chucked in our direction.

Hearing the voices of professional staff

. But in addition to that, they
keep adding extra th1'ng

Anythlng they want student development, Student

engagement, student interaction, gets chucked into
my area.

' So at the moment I'm working on student
representatlon E
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Key behaviours

R S # oo™ A _! l
¥ Institutional behaviours, environments and
processes are welcoming and efficient ! l

"= ¥ Academic counsélling and pre-enrolment advice
are readily available to ensure students enrol in Lﬁ
appropriate programs \-“‘

¥ Orientation and induction programs are provided |,
to facilitate both social and academic integration

¥ A comprehensive range of institutional services

3

2 and facilities is available
LEIENEEERTE e T ' e 5
5“" ¥ Staff knowledge and experience %

%ﬁ

Professmnal development support
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Hearing the voices of professional staff
Staff knowledge
and experience

When youOve been here more than three or four

years, youOre pretty confident in the job, and youOre ®
pretty confident in how the university works, so

rather than restricting yourself to - to just fixing

technical problems and sending people away, you

might look a bit ahead and see that - what theyOre
worried about, and try and reassure them, for

example. I
m B

WeOre net just from
Universal Casting E

M




Hearing the voices of professional staff

You kind of have a bit of an insight into how other

areas of the university work.

So if someone is talking to you about, they were

playing touch footy, they've hurt their arm and itOs

just about to be exams, | know to say to them,

OLook, you need to talk to Special Needs about ®
maybe getting a scribe for your examO or, you know,
that sort of stuff.

Staff knowledge
and experience

Hearing the voices of professional staff

TheyOre angry and they
want to blame someone
and stuff like that, and
you fix the problemE

Whereas, someone
whoOs only been here
six months can fix the
email problem, but
might not know what
the ramifications are, or
what to do to make
things okay.




Hearing the voices of professional staff

S — —
So it's just really having that prior kind of knowledge of
being within the same university but also the university ©
sector to know that there are areas that provide
support or specialise in something that you can tap into
without having to redo everything yourself.
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Staff knowledge ™ T8 2
and experience . " '

| feel that a large part of my role is

ensuring that we deliver the best

service to students, but | donOt

3 ‘\;‘ personally do that. But I ensure
~° that the team does that. So thatOs

& why IOm so focused on training.

©

ThatOs very important to me.
And a team that is constantly
and consistently developed
e and has a professional
il development path in order to
keep it interesting for them.

Professional
development support



Hearing the voices of professional staff

And then | got a scholarship.
The Enterprise Agreement said
that they had this scholarship
for general staff, $2,000
scholarships, and one of them
was to do the Cert IV in
Training and so my boss said, |
OWell if you want to do training \
and you're obviously good at it
and you like it, why don't you &
do this because it would get —
you a job wherever.O So ldid Pprofessional
the Cert IV. development support

So what do | hope to achieve?
r— ¥ Understand professional staff

identities and capabilities

¥ lllustrate the contributions
professional staff make to the
key role of learning and teaching

¥ Communicate with a wide range
of different audiences

¥ Ensure future viability and
sustainability of Australian
universities within the complex
context of higher education




|
‘ So what?,

So if we can help someone through b just because
of a technical matter E 1tOs kind of cool, Ocause |
mean the services are supposed to be there to
help them out. . . . So itOs pretty good to be able to
P L W, ©
help people out, especially if theyOre in trouble.
PN NE ) BN |\ €
| see that we do make a difference in a lot of
people's lives as things arise. ®
Vid R R
What | love is that the work you do in universities |
. D itjust has suchprofound impact for the rest of i

~ their life. . ©
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Professional Staff Contributions to Positive Student Outcomes

Hearing the voices of professional staff: professional staff perspectives on their contributions to
student outcomes

[Slides 1 and DATEM intro slides]

[Slide 3- Two graduates]

Ic:)m delightdto be here today and to have the opportunity to share with you some of the insights
IOm discovering about how professional staff contribute to student outcomes.

So I1Om going to talk to you about:
What IOm doindthat is, researching how professionaffstantribute to student outcomes

Why 10m doing thiBbecause people are a key resource for any organisation and professional staff,
in the words of Judy Szekeres, are Oinvisible workersO

How 10m doing thi®IOm doing a Doctor of Education, which is@fgssional doctorate
And So What?bwhat makes this important?

[Slide 4DRich picture representation of research]
This slide is a visual representation of the context of my research and what IOm doing.

Firstly, we have the students, going through amaditeluous journey from application and
admission through to completion and graduation.

There are the staff who interact with the students. Plenty of research has been done into how
academic staff affect student outcomes, but almost nothing about hi@sgwoal staff effect
outcomes, and there is apparently nothing from the perspective of professional staff.

There are external factors that affect student outcomes, but as these are pretty much outside our
control, I wonOt be focussing on thBaidthoudh where they impact on professional staff | will
consider them.

The policies and procedures, both at university and department level, (impact on what we do, so
that will be taken into consideration.

And ultimately, | want to identify what it is that progesnal staff do and how they do it, that
contributes (or not) to student outcomes.

In the diagram I1Ove shown two groups of behavid@BrebbleOs PropositionsO and OothersO. So
now IOIl describe the 13 Prebble Propositions.

[Slide 5D The Propositions]

In 2004, a group of researchers in New Zealand, led by Tom Prebble, did a meta study of 146
research papers, from which they derived 13 propositions for behaviours that contribute to student
outcomes. As you can see, some of them relate directly to aicaakmaviours, but the other
propositions are described in terms of Qinstitutional behavioursO rather than as things that people
actually do.

I"HHS% & H" ("R
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But, as IOm sure you can see, many of those behaviours are things that we professional staff do.

| wonOt go ovellahese propositions today, but during this presentation | will focus on these 4,
which were identified in the preliminary study | completed last year as being significant at UTS.

[Slide 6D Why?]
So why am | doing this research?

For any organisation, ¢ir staff are a key resource. For knowledge organisations, such as
universities, this is particularly so. The Higher Education Management Review explicitly stated, in
1995, that Ogeneral staffO were part of this key reddurdact, the report statdtlat professional

staff:

- Support and facilitate teaching and research
- Contribute significantly to the effectiveness of universities, and
- Offer a wide range of expertise, skills and systematic knowledge

As well as being a key resource, from a managemesp@etive, staff are a significant expense.

The costs are about 75% of universities budgets in Germany, while in Australia staff costs are abou
60% of those budgets.

In 1998, Pickersgill and his team identified that there was a blurring of roles, ortéiméigddor

roles to blur, particularly between teaching/research and support. This has particularly been
brought on by the introduction of technology that is used in teaching and research that requires
high-level support by professional staff.

More recatly, Celia Whitchurch has proposed the existence of the OblendedO and OunboundedO
professionals. According to Whitchurch, Ounbounded professionalsO extend their roles beyond the
job descriptions and are likely to operate on the borders of academis sféle Oblended
professionalsO have job descriptions that span both professional and academic domains.’

[Slide 7D Why professional staff?]
So why consider what professional staff do? Of course, being one, | have a vested interest!
There is a growingrpfessionalisation of professional staff, demonstrated by:

- increase in formal status of professional staff positions

- increase in formal qualifications required to hold such position

- the development of common understandingsch as through the professibdavelopment
programs offered by ATEM and research and publication about professional staff; and there is
a

- growth and formalisation of networks between staff in these positions

One example of the changing roles and relationships between professioaehdanhic staff is

the role of Faculty Manager and their relationship with the Dean. Over the last 20 years, the role
of Faculty Manager has changed from a fairlydewel administrative role to that of a key
managebwhich is reflected in the qualifitans now required for the role (usually an MBA or
similar) and in the role title (increasingly OGeneral ManagerO). And in 2002, Maddie McMaster
described the changing relationships between faculty managers and deans.

I"HHS% & H" ("R
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The lack of research into professibataff and their work is not surprisifjtOs of little interest to
most academic®provided we get the work done for them!

However, there is a growing trend in research and publishing by professional staff for professonal
staff, and my work will be paof that trend.

Ultimately, a good understanding of our work is needed so that good solutions can be found to
complex problems.

[Slide 8DWhy student outcomes?]
Why think about our work in relation to student outcomes?

Because learning and teaching ferpart of the core business for universities (along with research
and, perhaps, external community engagement), and so itOs strategic to view our work in this
context.

Increasingly, student outcomes are linked to external accountabilities, with Key Rerterm
Indicators developed and reported®and linked to funding.

However, there are many different ways of looking at the concept of student outcomes

Prebble and his team considered student outcomes in terms of retention, persistence and
achievement

Whatever the definition usedhe interaction of professional staff with students has the potential to
impact on the sustainability of an institution

[Slide 9BDHow? Doctoral research]

| decided to do my research by taking on a doctoral degree. Thiswdeld give sufficient rigour

to my research for it to be taken OseriouslyO by academics. Rather than do a PhD, | decided to do
professional doctorat@the Doctor of Education. This allows me to focus on making a contribution
explicitly to professioal practice.

Also, at UTS, it allows me to present my work as a portfolio of pieces that address three different
audiences: the scholarly academy, the workplace and the profession. For my particular study, thes
three domains overlap significantly, yee ways in which | communicate my outcomes are quite
different.

Last year | completed a small study using a methodology called the Delphi Method, which allowed
me to refine the list of 13 propositions to determine the most significant ones in the cbhi&%.

A number of variations of the Delphi Method have been developed, and it is useful for issue
prioritisation in the early stages of research and for selecting the topic and defining the research
guestion(s). So | found it very useful.

IOm now undtaking a case study at UTS, which will allow me to explore the question of the
contribution of professional staff from the perspective of professional dtaffill provide rich
information and that will illustrate and illuminate what we do and howaow. d

I"HHS% & H" ("R
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[Slide 10bCase Studybimages of two womer840years apart]

And in case youOre thinking that a case study might not be useful or generalisable, | thought IOd
throw in this quote, illustrated by these two images, which shows that the case stpdyvadaa
rich analysis of a situation.

[Slide 11D Findings so far]

So the 4 key propositions that came out of the study last year at UTS were these. At another
university, different propositions might rank highly either in addition to these fouerbajps
instead. However, | think that most of you will be able to identify with the sorts of activities
suggested by these propositions.

[Slide 12D Hearing the voices of professional staBinside of building]
For the next few slides, 101l now be tadtthe participants in my study speak for themselves . . .
[Voice of Participant A]

Another job is on the IT support counter. WeOve got two of those, one
in Haymarket and one in Broadway. ThatOstaéace support. ItOs for
staff and students, but it@estly for studentsEEbecause staff have

their own desktop support as well.

Well, you basically come in, when you start your shift, whichfes

counters is either 9:00am or 1:30pm. YouOll come in, ask if thereOs any
fires out of control, or whatevéne updates are from whoeverOs there
previously. YouOll log onto the computers, sit down at the desk. WeOll
also log onto the phones, but weOre the secondary support if theyOre full.

So weOll only get calls if the call centreOs full, and we also rigadrt®
them quite often, because facefacehelp takes precedence. WeOll
wait for people to come up and ask questions, or ask for help. We
usually donOt have to wait very long [laughs].

[Slide 13D Different shot of same area]

This area is part of UTat is essentially a large open corridor used to access one building from
another. About 18 months ago, it was set up with desks, network outlets and power to make a stud
area for students. It also has an IT Help Desk at one end. But it is stidxisedively as a
thoroughfare. As a result, the staff get all sorts of questions.

[Slide 14D Directions - signpost
[Voice of Participant A]

To be perfectly honest, probably at least half the questions we get are to do
with directionsEbecause thereClschnmerge or anything like that.Eand we
canOt tell people, Olook thatOs not our job function, go awayO

I"HHS% & H" ("R
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Also where the toilets are, where various functions are occurring, where

certain lecturers and staff argvhich mostly we donOt know, but we look it

up.
So, even though itOs not part of their position descriptions, these staff know that by answering thes:
guestions, they are helping students in their studies. This and the next few slides illustrate how it is
staff who are welcoming and efficient, whancmake a difference.

[Slide 15D Helpdesk staff]
[Voice of Participant A]

WeOll fix peopleOs passwords if they screw up or if they canOt log on. This is
the technical stuff that weOre actually responsible for.

Probably the scariest questions for pe@pewhen theyOve lost assignments

and things like that. If theyOve forgotten to save or if theyOve become corrupt
and stuff like that. WeOll make an attempt at helping people but itOs usually a
lost cause. We can only retrieve things like that abopie2@ent of the

timeE

[Slide 16D OHelpO button]
[Voice of Participant A]

We help people fix wireless problems, which can take a couple of hours
each time, sometimes. WeOre not supposed to. When the wireless
network was rolled out, about three or fgears ago, we werenOt given

any extra staff to handle that, or even much training, or a&glly any
training.

So we were told, if we get questions about it, just to tell people that if they
canOt work it out, they canOt usBitt none of us do thatE

IOm sure that many of you can relate to this situBtimw systems are rolled out, and professional
staff have to implement them without any additional resources or training. Nevertheless we do our
best to make things work.

[Slide 17D Male advisor and female student]
The next couple of slides are about thegmeolment advice that is often given by professional staff
[Voice of Participant B]

She came to the counter when | was working at the Student ®esitee
wanted to do an undergraduate degree went through the possibility of
going into a post graduate degree.

When she found out that she was eligible for entry, she was so excited, not
knowing because she thought sheOd have to do an undergraduate degree
first. Just to be able to get to aa@ Cert, skipping the undergraduate
degree, being able to go to classes with adults, with postgrad students.

I"HHS% & H" ("R
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And | went through the courses, and what would suit her, sort of went
through the career, where she wants to get to, so itOs almost counselling in
a sense. Sitting down with them and going through that. We found the
course that suited her and she went back to her employer, and | spoke to
her about the fees and how we can assist her in terms-bfdheand

what she needs to do to convince her eygl to support her. Of course

she had no idea about study leave and | said, OGo and ask about it because
they probably will give you time off to studyO.

So that was all approved and earlier this semester, when | walked into the
classroom, she came in asak down next to me. And she turned around
and she goes, Ol remember youO and | said, OYes | remember you, t000O.
And she said, OYou are the reason why IOm in thisgtas&now, that

IOm actually here. And | want to thank you so much for itO. Awad it

really great.

[Slide 18D Female advisor and female student]
Here is another example of a similar situation.
[Voice of Participant C]

There was one young woman who came to an information evening. She
had never studied at university before and sladehtea own business. She

had a wedding boutique and it was doing well, but she felt that she needed
more business knowledge. So she decided she wanted to study.

So | advised her . . . that she could start her graduate certificate without
having had a BaetorOs degree first Ocause she had a number of years of
work experience. She could do that and then if she chose, she could move
through to complete her MasterOs and she actually did that.

[Slide 19D Students on steps]

Prebble and his team found thaieotation and induction is an important factor in positive student
outcomes. In many cases, these programs are managed and run by professional staff.

[Voice of Participant D]

We run the Orientation. There's a bigvBek orientation and then anleek of

orientation. So there's a whole series of faculty welcomes, campus tours, official
welcomes, study sessions, several didaech kind of things. The idea is students are
engaging with each other. They learn things about how you achieve at univewsity, ab
independent study.

As you can hear, this is a diverse and comprehensive program, which is run as part of the role for
one professional staff member.

I"HHS% & H" ("R
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[Slide 20D Confused student]
[Voice of Participant D]

In terms of the orientation stuff, orientationne of the issues you have in orientation is
that it's so overwhelming, you don't even realise when you come {@uen though
everyone tells you that, how different it's going to be.

Studies into the first year experience have shown how impomadt @rientation and induction is,
for just the reasons spoken of here.

[Slide 21D Peer learning students]
The next 2 slides are about some of the services that professional staff provide.

As part of her role, this staff member runs the peer learningaroglt is quite extensive,

involving training and supervising 60 peer leaders each semester, who then lead 18 Ohard to pass(
subjects. These are typically first year subjects such as maths, physics, economics and so on. Wit
15 students in each sessmmd 120 sessions each week, which is providing a service to about 1800
students each week.

But this professional staff member must be very careful not to suggest that the peer leaders are
teachingE

[Voice of Participant D]

The student leader designs thaterial. It's all about, it's not about teaching, | have to
be really clear that they're not teachers E

[Slide 22- New sudent housing

In the background, you can see an artistOs image of the new student accommodation at UTS. This
will provide an addional 700 places.

The Housing Service is run by two professional staff whesjodre the role. It is not just about
managing the accommodation, but the role also includes organising a wide range of social activities
including dinners, sporting activitiesd so on. These professional staff provide orientation to
sharediving Bmany of the students have never shared with anyone outside their family before.
They run training on how to resolve shatiethg issues such as different standards of kitchen
cleanliness, and negotiate between students when they canOt resolve the issues themselves.

And support is also provided for students who arenOt in the UTS accommodation, such as by
negotiating with real estate agents on behalf of the students.

So these staffiave quite diverse responsibilities and provide an essential service to these students.

[Slide 23D Three students]
As 10m sure you all kndprofessional staff provide a very wide range of services.
[Voice of Participant D]

The other two women that laxk with have been working on cultural diversity
workshops and getting students into facilitated workshops where they learn more about
cultural diversity and leadership opportunities and things like that.
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So we have other little projects that get chuckedur direction.

IOm sure a lot of you will recognise that last Pave often have new projects and tasks given to us
Dboften without any additional resources to go along with the extra work.

[Slide 24D Six students]
[Voice of Participant D]

But in adlition to that, they keep adding extra things. Anything they want student
development, student engagement, student interaction, gets chucked into my area. So a
the moment I'm working on student representation. So in faculty boards, academic
board, cousel, there are students in those things and talking and so | ran a training
session for those student reps two weeks-againly faculty reps came. And talking

about what a faculty rep is, what is a faculty board, how does it fit in the university
strucure, what is the governance of the university, how does that work, how does
meeting procedure work, how can you get your point across.

These skills, such as meeting procedures and how to get your point across, that this professional
staff member is imparnig, are skills that these students will continue to use throughout their careers
Bbwhile what they are taught in a first year lecture can sometimes be forgotten before the next
semester.

Slide 25bKey behavioursbFour students]

WeOve heard a little fropnofessional staff themselves about some of the things they do and the
way they work that contributes to these propositions, which were shown by Prebble and his team to
contribute to positive student outcomes.

But in the interviews IOve done to date, othetors seem to be emerging, such as staff knowledge
and experience and the importance of support for professional development

[Slide 26D Man and woman]

WeOre not all just from Universal Casting, and we canOt be replaced by a cardoordSkiits
and knowledge built up through years of experience and training are invaluable in contributing to
positive student outcomes.

[Voice of Participant A]

When youOve been here more than three or four years, youOre pretty confident in the jo
and youOre prgtconfident in how the university works, so rather than restricting

yourself to- to just fixing technical problems and sending people away, you might look

a bit ahead and see thathat theyOre worried about, and try and reassure them, for
example.

[Slide 27D Lone student writing]
[Voice of Participant E]
You kind of have a bit of an insight into how other areas of the university work.
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So if someone is talking to you about, they were playing touch footy, they've hurt their
arm and itOs just about toebems, | know to say to them, OLook, you need to talk to
Special Needs about maybe getting a scribe for your examO or, you know, that sort of
stuff.

[Slide 28 DFrustrated student]
[Voice of Participant A]

TheyOre angry and they want to blame someahstaf like that, and we fix the

problem and they say, oh but itOs too late now. | canOt email the lecturer. We say, OYol
definitely have a problem. This is my name, | work here. Get the lecturer to call me to
confirm that your storyOs true. That wagythnow that youOve really had a technical
problem and it really affected your ability to send that emailO. So, no big deal.

Whereas, someone whoOs only been here six months can fix the email problem, but
might not know what the ramifications are, or wttatlo to make things okay.

[Slide 29D Universities]
[Voice of Participant E]

So it's just really having that prior kind of knowledge of being within the same

university but also the university sector to know that there are areas that provide support
or specialise in something that you can tap into without having to redo everything
yourself.

[Slide 30 DManager]

In order to build those skills and that knowledge, professional development has to be provided, and
actively support by managers.

[Voice of Paticipant F]

| feel that a large part of my role is ensuring that we deliver the best service to students,
but | donOt personally do that. But | ensure that the team does that. So thatOs why 10
so focused on training.

ThatOs very important to me. Amteam that is constantly and consistently developed
and has a professional development path in order to keep it interesting for them.

And itOs important that we share our learnings with our staff and colleagues

[Slide 31D Two women]
[Voice of Participat C]

And then | got a scholarship. The Enterprise Agreement said that they had this
scholarship for general staff, $2,000 scholarships, and one of them was to do the Cert
IV in Training and so my boss said,
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OWell if you want to do training and you're ioimsly good at it and you like it, why
don't you do this because it would get you a job wherever.O So | did the Cert IV.

This quote illustrates the importance longer term thinEdignking about professional and career
development as well as the shantterm skills development activities.

[Slide 32 D Graduate reaching for success]
So what do | hope to achieve with my research?
| want to help contribute to the understanding of professional staff identities and capabilities.

And | will illustrate the catributions professional staff make to the key role of learning and
teaching within the context of UTS.

| plan to communicate these findings to a wide range of different audiences.

| hope to help ensure the future viability and sustainability of Austraharersities within the
complex global context of higher education.

And | hope that this morningOs session has gone some way to achieve those goals, and has given
you some insights that you can take away today, or confirmed some of your own ideas.

[Slide 33D Graduates]
And now IOl leave the final words to some of my participants.
[Voice of Participant A]

So if we can help someone througfust because of a technical matter E 1tOs kind of
cool, Ocause | mean the services are supposed to be therdternapt. . . . So itOs
pretty good to be able to help people out, especially if theyOre in trouble.

[Voice of Participant E]
| see that we do make a difference in a lot of people's lives as things arise.
[Voice of Participant C]

What lloveis that thework you do in universitieBit just has sucprofoundimpact for
the rest of their life.

Thank you.

[Slide 33DEnd slide]
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