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involvement and the potential to unlock progress in other areas. Progress 
against agreed milestones would be overseen by Executive Oversight 
Groups. The UMC subcommittees would have an important streamlining role 
to play in reviewing progress and determining when it was necessary to refer 
business up to UMC.  

 
 21.3 The Priority 1 projects were: ‘Programme Excellence’ phase 1; functions; the 

Estates Masterplan phase 1; Digital Strategy; review of delegations; academic 
HoDs; admissions and student number planning; shape; disciplinary 
procedures review; EDI strategic review; international student market 
diversification. 

 
 21.4 A longer list of ‘Priority 2’ projects had also been developed. These were 

deemed to be significant business items captured on portfolio plans and 
deliverable within existing resources.   

 
21.5  Operations Committee discussed:  
 

a) the communications around this work, noting the importance of the 
message that this represented a continuation of the discussions with the 
community. A communications plan would be ready shortly; 

b) the intention to align this work with other planning processes; 
c) the question of governance approval routes, and the potential of the 

current work on delegations to clarify routes of approval; 
d) the plans for closer alignment between finance and business planning, 

and the process for reflecting the work slate projects in the budgets; 
e) the impact of this work on the work slate for next year, noting the 

likelihood of much activity rolling over into a second phase. 
 

22 PS HUB AND STRATEGIC CHANGE UPDATE 
 
 22.1 Operations Committee was briefed on progress with the PS Hub and Change 

& Improvement review, which was seeking a route to a more unified service 
operating framework in place of the current fragmented services. As part of 
these changes, to improve operational alignment and to better focus on end-
to-end Service improvement, the Continuous Improvement function would be 
moving to the PS Hub in January 2024. This would bring together the Lean 
Six Sigma (process excellence) and the Automation and Operational 
Excellence teams under a new role of Service Excellence Director. This 
combined function, along with the existing Systems and Data Configuration 
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sample service journeys. In October 2024 Phase 2 would turn to the question 
of improving those services and enhancing functionality.  

 
 22.3 The Committee was briefed on the programme of work to identify, define and 

start reporting on KPIs across the VP Operations Leadership Team through to 
May 2024. It was being developed iteratively with first reports starting from 
January 2024. It was envisaged that Operations Committee itself would 
receive routine updates on these in order to inform the focus of its attention. 
Members were invited to flag any elements that they felt were missing as this 
process progressed. 

 
23 IT SERVICE PERFORMANCE 
  
 23.1 Comprehensive service delivery statistics were reviewed on a termly basis by 

the ISD Service Delivery Board. A summary of the most recent statistics, 
relating to the period before the Christmas break, was presented to the 
meeting. These covered a range of measures including a view of the annual 
cycle of requests and incidents across various user groups, response times, 
and service availability. 

 
 23.2 In discussion it was noted that: 
 

a) all statistics were reported on the ITSM report hub, and it was intended 
that some of these would be opened for the UCL community to view; 

b) LCCOS employed an external scheme for tracking customer satisfaction. 
There would be value in exploring whether this could be rolled out to other 
PS functions; 

c) most of the critical incidents arising in the reporting period related to the 
Student Admissions and Records Platform (SITS). This was recognised 
as a fragile key service and was being carefully handled. 

 
24 ESTATES MASTERPLAN 
 
 24.1 Operations Committee was briefed on the process for the development of an 

Estates Masterplan. A consultation with the UCL community was due to 
launch in February, with the first iteration of a plan scheduled for issue by the 
end of the calendar year. Members were asked to advocate for a more 
collaborative and forward-looking view to planning for the wider estate. 

 
 24.2 Members urged the need to keep a close link with timetabling data and needs 

analysis on an annual basis, citing the sector’s poor track record in predicting 
the nature of future trends in teaching delivery. 

 
 24.3 Operations Committee members also noted: the impact on professional 

services functions of being spread across multiple sites; the value of setting 
minimum standards criteria; and the need for target metrics as markers of 
future success. 
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25 ADMISSIONS AND RECRUITMENT UPDATE 
  
 25.1 Operations Committee was briefed on the current admissions position. Offer-

making had started much earlier this year and there was reason for 
confidence in 
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29 DATE OF NEXT MEETING 

 

29.1 20 March 2024 at 1-3pm. 

 
 

Nick McGhee 
Secretary to UMC 

Tel: [+44] (0)20 3108 8217 

Email: n.mcghee@ucl.ac.uk  
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