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Key points to be covered 

• Why it is important to “Think BIG”

• Purpose and vision in positioning libraries

• Who are the community stakeholders responsible for owning, leading 
and enabling strategy

• How do research insights enhance a customer-led design approach 
(Cx) to strategy 

• Cascading strategy locally, nationally and globally 

• What does “actioning and delivery” of strategic and operational plans 
look like in practice

• Finally – stay calm and focused - “Think BIG”



South African Airways –
strategic aspiration

Bringing the world 
to Africa and 

taking Africa to the 
world 



Work in progress: An emerging vision for 2030?

The Melbourne 
Vision

The University of Melbourne
is committed to being one of
the finest universities in the

world, contributing to society
in ways that enrich and

transform lives

Current vision
(Growing Esteem 2015 – 2020)

Emerging vision
(Strategy 2030)

The Melbourne 
Vision

The University of Melbourne
is committed to being a great
Australian university for the

world, exercising global
leadership and delivering 

enduring value to our
students, partners,

communities and to society



• Context slide 

Melbourne Operating Model 

What are Universities for? 
Curate the canon of knowledge, interrogate the canon of knowledge, with the 
active participation of students, sharing beyond the walls of the University, to 

benefit society.

(Duncan Maskell,  Vice Chancellor ) 



AS Direction

US Direction

UoM Direction

Enabling the Next Generation 
Student  Experience

• Delivering initiatives & programs to 
improve the student experience

• Designing high quality physical and 
virtual environments 

• Building digital capability for 
academic success and workplace 
readiness

• Valuing & enhancing the sense of 
belonging and inclusion in our 
environments

Inspiring the Scholarship 
Experience

• Partnering with the campus 
community to design, enhance and 
evaluate services and spaces 
aligned with the student, academic 
and researcher  experience

• Taking the strategic lead in 
advancing the financial 
sustainability of the university-
wide scholarly collection

• Providing strategic stewardship for 
the university-wide scholarly 
collection

Enhancing Campus Community 
and Global Engagement & 
Impact

• Contributing actively to University 
commitment create public value

• Valuing the sense of belonging and 
inclusion as core principles 
underpinning engagement 
programs

• Actively engage with cultural 
partnerships that foreground the 
scholarly collection

• Building profile and narrative 
across: 
-Campus
-Local communities
-HE sector – local, national, global

Evolving the Workforce for the 
Future

• Embracing and demonstrating 
University Services values and 
culture 

• Enhancing and evaluating Internal 
engagement & communication

• Developing  professional expertise, 
digital skills  and leadership 
capability across all levels of the 
organisation

• Optimal alignment of 
organisational structure with 
University goals and priorities

• Leading transformative futures 
• Embracing agile and adaptive ways 

of working

Building Operational  
Excellence

• Providing high quality services and 
optimal environments within 
allocated resources 

• Ensuring that the budget provides 
optimal value to the University and 
is aligned with strategic goals and 
priorities

• Measuring, analysing and 
evaluating services, facilities and 
collections to demonstrate impact 
and value  

ENGS CX 
Project

5 Strategic Streams

Scholarly 
Information 
Future 2011 & 
2019         
refresh

SS Review 
2017

Enable Next Generation Scholarship (ENGS) Initiative

Scholarly Services Strategy + Operational Plan 2019-2021

Metrics 
Project

Leadership 
Library 
Visits

Digital 
skills 

project

Library 
Etiquette 
CX Project

Internal Comms 
CX Project & 

Plan

Cascading the strategic journey locally, nationally and globally  

Financial 
Sustainability of 
Materials Vote 

• Access
• Communication
• Innovation

• Vision
• Cx Value 

Proposition
• Strategic  Goals 

and Priorities

• Wall of Insights produced  

• UoM 2030 Strategy
• Chancellery Green & 

White papers

• US 5 Challenges
• US  2020 Vision

• AS - Student  Service 
Experience 
Enhancement Program

26/05/2019 12:31 PM



The University’s purpose: Creating, curating, challenging and 
disseminating knowledge to shape and benefit society
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• Curating the canon of knowledge: understanding, nurturing and disseminating the
existing canon of knowledge.

• Challenging the canon, creating new knowledge: interrogating the canon with a 
constant spirit of inquiry, rigorous scholarship and research, leading to the generation
of new knowledge and its translation.

• With the active partnership and participation of students: our students benefit from
teaching infused with research and inquiry and are educated to see the big picture: to 
be curious, innovative and rigorous, and so shape new knowledge and ideas. Our
students, past and present, make a positive difference in the world.

• Sharing beyond the walls of the University for the benefit of society: engagement
with communities enriches everything we do, ensures that opportunity is shared and 
that society benefits from all aspects of the University’s work.



Work in progress: An emerging vision for 2030?

The Melbourne 
Vision

The University of Melbourne
is committed to being one of
the finest universities in the

world, contributing to society
in ways that enrich and

transform lives

Current vision
(Growing Esteem 2015 – 2020)

Emerging vision
(Strategy 2030)

The Melbourne 
Vision

The University of Melbourne
is committed to being a great
Australian university for the

world, exercising global
leadership and delivering 

enduring value to our
students, partners,

communities and to society



Place

Collaboration

People 

Diversity

Emerging possible themes for exploration in the 
discussion papers – green & white papers
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Individual Local National Global

Questions to be addressed

• What does success look like in 2030, across individual, local,
national and global levels?

• What do each of these themes mean for our core work of
education and research?

• What is our baseline, compared to where we need to go?
What are the key opportunities and challenges, and can we
identify key initiatives?

2. Creating value
3. Global

leadership
1. Students at the

heart



Leading transformative futures position libraries – the UoM 
example

• Aligning university purpose, vision and scholarly information strategy 

• Core to the purpose is scholarly communication 

• Stretch our ambitions and aspirations for scholarly information – locally, 
nationally and globally 

• Stimulate university-wide thought-leadership and ownership around 
building on achievements always with a lens on the contemporary and 
emerging futures

• Optimise a customer design-led approach (Cx) to strategy

• Scholarly information strategy is owned by the university community, led 
by the academic community and enabled by the professional community 



Melbourne's Scholarly 
Information Future:  a ten -year 
strategy

• Endorsed by Academic Board and University Council in 
2008 

• It was an ambitious vision – too large for a single 
program or department to achieve in isolation. The 
strategy urged us to cooperate across academic, 
professional and organisational boundaries, finding 
innovative ways to remove barriers and stimulate new 
ideas.

• To frame our current and ongoing choices it also 
articulates a set of guiding principles 

• In 2011 minor amendments were made  while 
confirming principles and ensuring long term goals 
remain sound



Questions shaping the “future 2025”lens 

What do we want to 
look like as a future-
ready and focused 

scholarly information 
University? (do we lead 
or operate in catch-up 

mode?)

How should we develop 
the strategy to 

converge with the 
purpose of the 

University? 

Are the ambitions and 
aspirations sufficiently 

robust, relevant and 
balanced to support the 
University purpose and 
core work of education, 

research, cultural 
partnerships and 

community?  

12
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Scholarly Information Future: 2025 “refresh”
focused local, national and global futures that align with 

university purpose and vision

A future focused commitment to the aspirations of Melbourne’s Scholarly Information Strategy – a ten year strategy (2008-2018)
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University Services 2020 vision
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Human-centred design 
(HCD) is a methodology 
which places human needs 
and expectations at the 
centre of problem-solving -
before considering 

organisational and 

technological constraints or 

solutions 

Why Human-centred design (Cx – customer experience)?



‘University Services’ 2020 vision puts the customer at 
the heart of everything we do’.

What could re-imagined Scholarly Services look like 
in the future to support scholarly success at the 
University of Melbourne?

The findings and recommendations from the 
project informed Scholarly Services strategy,  
service vision and operational plan.

Throughout our research, we engaged…

60 Undergraduate and 
graduate coursework students

46 Graduate Researchers

29 Academic staff

Chancellery

A design-led approach to 
research

Leading transformative futures



Customer-informed 
considerations for 
Scholarly Service’s 
strategic and business plans

Adopt flexibility as a working principle, and enable customers to shapetheir own experiences.

Every service and product should feel coordinated, intuitive and be of world-class standard. 

If a best-practice service or product already exists, look to integrate it into the customer experience and build 
partnerships, rather than duplicating.

Digital and physical experiences must work together to build a holistic experience,
and provide flexibility to allow for unique customer contexts.

Faculties are at the heart of the student experience; know when to play a background 
role in enabling them to support and deliver exceptional scholarship experiences.

Students will always need high quality physical spaces to work, connect and belong in.

Maintain inclusivity and accessibility for newly equipped, orderly and dynamic spaces.

1. Next Generation Student Experience
Key customer insight



Teaching and learning

Academics need support to embrace the future of pedagogy, and understand 
how their role and value will shift, while balancing research pursuits.

Scholarship is different for everyone. Understand the unique pressures playing 
out for each customer group and help to manage or negate them.

Scholarly Services is responsible for taking a proactive stance to enable the delivery 
of strategic change in pedagogy, with an understanding of the changing contexts 
of our customers.

2. What role can Scholarly Services play 

in inspiring the scholarship experience?

Research

Risk-taking and exploration lie at the heart of scholarship for academics and 
must be supported.

Time is of the essence for researchers: Every engagement must demonstrate 
efficiency and relevance.

Graduate Researchers feel  lacking in status and identity& want to see evidence of 
dedicated resources, spaces &services to feel valued and supported by the University.

Graduate Researchers need a range of soft /practical skills and support based on 
their objectives, to become effective teachers, employable professionals or 
esteemed academics.

Research can be isolating and ambiguous: feel they want support connection, structure 
and community across disciplines among researchers.

Provide access to the value of collections through curation and visibility,to optimise
digital content.

Customers expect local communities to form around faculty and global communities 
around discipline–but they must be provided with the resources and spaces they 
need to thrive organically.

Create visibility of indigenous identities in spaces and services, and improve cultural 
literacy through meaningful partnerships.

Library spaces should act as third spaces for people to share the companionable 
experience of scholarship, but adapt for new definitions of scholarship and pedagogical 
reform.

Wider research networks are the future, support customers to collaborate across 
universities, locally and globally in research.

Build on existing relationships and develop new ones, to tailor and adapt the way in 
which we deliver services.

3. What role should scholarly services play in activating 
and supporting local and global communities?

Key customer insight 14



Your value is in enabling the pursuit of scholarship, by leading with accessible resources 
and support, whether  directly to us, your customers, or indirectly through our partnerships.

Through being trusted as expert partners, and as the connectors of knowledge, 
you lead  transformative futures.

Scholarly Services customer-led value proposition



AS Direction

US Direction

UoM Direction

Enabling the Next Generation 
Student  Experience

• Delivering initiatives & programs to 
improve the student experience

• Designing high quality physical and 
virtual environments 

• Building digital capability for 
academic success and workplace 
readiness

• Valuing & enhancing the sense of 
belonging and inclusion in our 
environments

Inspiring the Scholarship 
Experience

• Partnering with the campus 
community to design, enhance and 
evaluate services and spaces 
aligned with the student, academic 
and researcher  experience

• Taking the strategic lead in 
advancing the financial 
sustainability of the university-
wide scholarly collection

• Providing strategic stewardship for 
the university-wide scholarly 
collection

Enhancing Campus Community 
and Global Engagement & 
Impact

• Contributing actively to University 
commitment create public value

• Valuing the sense of belonging and 
inclusion as core principles 
underpinning engagement 
programs

• Actively engage with cultural 
partnerships that foreground the 
scholarly collection

• Building profile and narrative 
across: 
-Campus
-Local communities
-HE sector – local, national, global

Evolving the Workforce for the 
Future

• Embracing and demonstrating 
University Services values and 
culture 

• Enhancing and evaluating Internal 
engagement & communication

• Developing  professional expertise, 
digital skills  and leadership 
capability across all levels of the 
organisation

• Optimal alignment of 
organisational structure with 
University goals and priorities

• Leading transformative futures 
• Embracing agile and adaptive ways 

of working

Building Operational  
Excellence

• Providing high quality services and 
optimal environments within 
allocated resources 

• Ensuring that the budget provides 
optimal value to the University and 
is aligned with strategic goals and 
priorities

• Measuring, analysing and 
evaluating services, facilities and 
collections to demonstrate impact 
and value  

ENGS CX 
Project

5 Strategic Streams

Scholarly 
Information 
Future 2011 & 
2019         
refresh

SS Review 
2017

Enable Next Generation Scholarship (ENGS) Initiative

Scholarly Services Strategy + Operational Plan 2019-2021

Metrics 
Project

Leadership 
Library 
Visits

Digital 
skills 

project

Library 
Etiquette 
CX Project

Internal Comms 
CX Project & 

Plan

Cascading the strategic journey locally, nationally and globally 

Financial 
Sustainability of 
Materials Vote 

• Access
• Communication
• Innovation

• Vision
• Cx Value 

Proposition
• Strategic  Goals 

and Priorities

• Wall of Insights produced  

• UoM 2030 Strategy
• Chancellery Green & 

White papers

• US 5 Challenges
• US  2020 Vision

• AS - Student  Service 
Experience 
Enhancement Program

26/05/2019 12:31 PM
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Our vision for 2019 to 2021

By 2021, we will be a highly adaptive team enabling academic study and research. Globally 

recognised for our rich collections, welcoming spaces and professional expertise, we aspire to 

provide  a complete experience for our students, academics, researchers and partners in 

advancing knowledge and inquiry. 

Stretching excellence – inspiring your academic journey

*Holding images only



dd/mm/yy

Finding the linkages:
• Research customer experience insights
• Design user-centric-led informed strategy
• When you have the strategy look at 

operational plans
• Align strategy and structure with capacity 

and resourcing to deliver



29

Defining our 5 strategic streams
Enabling the next 
generation student 
experience

Inspiring the 
scholarship 
experience

Enhancing 
university, 
community & global 
engagement 

Evolving the 
workforce for the 
future

Building 
operational 
excellence

• Delivering initiatives & 
programs to improve the 
student experience

• Designing high quality 
physical and virtual 
environments

• Building digital capability 
for academic success and 
workplace readiness

• Valuing & enhancing the 
sense of belonging and 
inclusion in our 
environments

• Partnering with the 
university community to 
design, enhance and 
evaluate services and 
spaces aligned with the 
student, academic and 
researcher  experience

• Taking the strategic lead in 
advancing the financial 
sustainability of the 
university-wide scholarly 
collection

• Providing strategic 
stewardship for the 
university-wide scholarly 
collection

• Contributing actively to 
University commitment to 
create public value

• Valuing the sense of 
belonging and inclusion as 
core principles 
underpinning engagement 
programs

• Contributing to the vision 
& strategic plan  to  
position UoM collections 
& the Cultural Estate in a 
global context

• Actively engage with 
cultural partnerships that 
foreground the scholarly 
collection

• Building profile and 
narrative across internal & 
external communities

• Embracing University 
Services values and culture

• Enhancing & evaluating 
internal communication

• Developing professional 
expertise, digital skills and 
leadership capability 
across all levels 

• Leading change

• Optimal alignment of 
organisational structure 
with University goals & 
priorities

• Embracing agile and 
adaptive ways of working 

• Providing high quality 
services and optimal 
environments within 
allocated resources

• Ensuring that the budget 
provides optimal value to 
the University and is 
aligned with strategic 
goals and priorities

• Measuring, analysing and 
evaluating services, 
facilities and collections to 
demonstrate impact and 
value   

External facing External facing External facing Internal facing Internal facing
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Enabling the Next Generation Student Experience 

• Delivering initiatives and programs to improve the student experience 
• Designing high quality physical and virtual environments to enhance the student experience
• Building scholarly and digital capability for academic success and workplace readiness 
• Valuing and enhancing the sense of belonging and inclusion in our environments

Opportunities can only be realised through strong and productive collaborations with a broad set of partners 
across the University Services, Chancellery and Academic Divisions

Defining our 5 strategic streams with priorities

• Provide physical and virtual environments that are diverse, equitable, comparable and accessible

• Engage our students in the design of our physical and virtual environments

• Support students in developing scholarly and digital capability needed to succeed at university and navigate the information landscape

• Increase the quality and variety of online support material available to students 

• Make it easier to find and access information resources   
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Inspiring the scholarship experience – Research  

• Partnering with the university community to design, enhance and evaluate service models aligned with the academic 
and researcher experience

• Providing strategic stewardship for the university-wide scholarly collections
• Taking the lead in advancing and motivating for the sustainability of the university-wide scholarly collections

Opportunities can only be realised through strong and productive collaborations with a broad set of partners 
across the University Services, Chancellery and Academic Divisions

Defining our 5 strategic streams with priorities

• Align service delivery models to key points along the researcher journey and experience in partnership with the university community

• Enhance and improve access, visibility, discovery and preservation of University research outputs

• Enhance and improve visibility, engagement, access and discovery of the University's unique and distinctive scholarly collections

• Provide strategic leadership in building and developing sustainable research collections  

• Facilitate open scholarship in collaboration with partners, internally and externally
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Inspiring the scholarship experience – Learning and Teaching 

• Partnering with the university community to design, develop and evaluate services and technology-enabled spaces 
that optimally support learning and teaching programs and student experience

• Focusing on digital skills development as core capability for academic success and workplace readiness
• Developing high quality collections that optimally support University learning and teaching programs and student 

experience 

Opportunities can only be realised through strong and productive collaborations with a broad set of partners 
across the University Services, Chancellery and Academic Divisions

Defining our 5 strategic streams with priorities

• Align service delivery models to key points along the student and academic journeys and experiences in partnership with the university community

• Support and partner with the academic community to create exemplary learning environments   

• Design and deliver dynamic and integrated programs to support teaching, learning and assessment targeted to cohort specific needs

• Provide professional expertise and support for academic staff in digital learning and teaching environments to inspire flexible and adaptive learning 
experiences and foster student engagement

• Provide seamless and flexible access to technologies, learning resources, expertise, collections and expert professional support

• Incorporating evidence based methodologies to support enhanced learning experiences
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Enhancing university, community and global engagement and impact 

• Contributing actively to university commitment to create public value
• Valuing the sense of belonging and inclusion as core principles underpinning engagement programs
• Contributing to the vision and strategic plan that positions UoM collections and the Cultural Estate in a global context
• Actively engaging with cultural partnerships that foreground scholarly collections  
• Building profile and narrative across:
o campus
o local communities
o HE sector – local, national, global

Opportunities can only be realised through strong and productive collaborations with a broad set of partners 
across the University Services, Chancellery and Academic Divisions

Defining our 5 strategic streams with priorities

• Improve and enhance campus, community and global visibility of Scholarly Services
• Develop capability to communicate value and impact of Scholarly Services 
• Increase and enhance approach to connecting and engaging with the  University community 
• Contribute in establishing an operating framewprk for UoM collections ensuring strong alignment with UoM cultural venues
• Purposeful partnerships to support the University’s Indigenous culture and knowledge strategy and program
• Increase and enhance strategically important partnerships and professional relations internally and externally 
• Build a purposeful and contemporary philanthropic vision to advance the value and impact of Scholarly Services
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Evolving the workforce for the future

• Embracing and demonstrating University values and culture 
• Enhancing and evaluating internal communication and engagement 
• Developing and fostering professional staff expertise, digital skills and leadership capabilities across all levels of the 

organization to deliver on university strategy 
• Working to optimize alignment of organizational structure with University strategic goals and priorities
• Embrace agile and adaptive ways of working 
• Leading change 

Opportunities can only be realised through strong and productive collaborations with a broad set of partners 
across the University Services, Chancellery and Academic Divisions

Defining our 5 strategic steams with priorities

• Embrace University Services values framework 
• Create a diverse, inclusive, positive and collegial workplace for our staff
• Work associated with strategic plan & priorities will be organised around One Team principles
• Support continuous improvement of internal communications that are informative and inclusive
• Attract and retain future-ready expert professional staff able to lead change, advance continual improvement and explore innovative approaches to 

challenges and opportunities
• Grow and develop active leadership and professional networking in national and international sectors
• Working to optimise alignment of the organisation structure with university strategy to achieve the most impact on the student, academic and 

researcher experience
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Building operational excellence

• Providing high quality services and optimal environments within allocated resources
• Ensuring that the budget provides optimal value to the University and is aligned with strategic goals and priorities
• Measuring, analysing and evaluating services, facilities and collections to demonstrate impact and value  

Opportunities can only be realised through strong and productive collaborations with a broad set of partners 
across the University Services, Chancellery and Academic Divisions

Defining our 5 strategic priorities

• Contribute to a sustainable campus
• Embrace the Human-Centred Design-led approach in strategy design and implementation
• Partner with other areas across the University in the development of systems and processes that support high performance, innovation and continuous 

improvement
• Align metrics with strategy to demonstrate value and impact
• Improve ways to measure and report value and impact of Scholarly Services
• Support staff to perform at a high level through efficient teams, structures, processes, resources and infrastructure 
• Partner and actively participate in professional networks and consortia where there is benefit for the University



Linking, aligning and 
positioning

• Students at heart

•Creating value 

•Global leadership



Aligning strategy with 
goals and priorities in 
the business plan 



Think BIG – Stay focused 

• Use purpose & vision to frame what 
it means in terms of distinctiveness 
and our desire to be a great Australian 
University for the world

• Focus on future aspirations and 
evaluate as they become our reality

• Provide a high level picture of 
capacity to deliver through enabling 
lens of the university community, and 
wider society

• Focus on benefits of diversity, 
inclusion and collaboration 


