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Strengthening Organizations, Strengthening Communities 

 
OneStop 





ii.  Utilize staff meetings to discuss updates 
iii.  Develop template for staff meetings (for purposes of improving 

communication)  
iv. Explore implications of taking over x3456  

b. External communication 
i. Gather and centralize information from functional areas regarding events, 

mailings, etc. into one place. 
ii.  Communicate our boundaries, audience & scope to the functional areas, 

faculty, staff, support services and students 
1. Communicate at quarterly meetings with f unctional areas 
2. Utilize University communication channels (e.g. WSU today, 

Senates, Student Government, Housing, Orientation Programs, 
etc.)  

3. Host a social event for functional areas and ancillary areas to build 
relationships/impart information  

iii.  More formal ized communication with upper administration about 
OneStop (Rick) 

 
2. Increase utilization and satisfaction  

a. Analyze and use data to inform needs for improvement/changes 
i. Conduct student focus groups  

ii.  Conduct faculty and staff focus groups 
iii.  Intentionally synthes ize and examine all sources of data at staff meetings 

b. Partner with new student involvement events and organizations  
c. Partner with existing student involvement events and organizations (e.g. SGA, 

RSO, etc.) 
d. Host and participate in campus events  

 
3. 



adding new objectives and associated actions as they are determined. CCSR is available 
to can demonstrate this “course correction” approach to strategic planning . 



 
 
 
 

APPENDIX

 



OneStop Strategic Plan Action Steps  
 
Priority Area #1: Define and communicate audience, boundaries, 
and scope  
 
Strategy #1: Internal Communication  
 
Develop template for staff and strategic meetings for purposes of improving 
communication  
Action Steps                                                  

Contact CCSR to get template for new staff meeting agenda Completed 

Create template for strategic planning meeting Completed 

 
Operationalize taking over x.3456  
Action Steps                                          

Meet with Telecom to view/discuss current operator set -up and process Completed 

Arrange meeting with architect to determine appropriate office set -up for new 
staffin g 

Completed 

Update Telecom with plan for x.3456  Completed 

Confirm budget for staffing and furniture to operate x.3456 within OneStop  Completed 

Order necessary modular furniture/equipment  Completed 

Determine back-up plan for operator lunch/breaks/vacat ion/sick leave Fall 2015 

Hire new staff for operator position  Fall 2015 

Train new x.3456 staff  Fall 2015 

Move x.3456 from Telecom to OneStop Fall 2015 

Provide ongoing training; monitor for quality  Ongoing 

 
Develop and formalize standard operating pr ocedures within OneStop  
Action Steps                                          

Develop and finalize list of SOP topics for discussion Completed 

Research and decide on SOP manual type/style  Completed 

Schedule meetings to discuss topics   Completed 

 

Completed 



Hold meeting to discuss OneStop SOP and uses  Fall 2015 

Review SOP for updates Ongoing 

 

Strategy #2: External Communication  
 
Gather and cent ralize university information regarding events, mailings, etc. into one 
place  
Action Steps                                          



Communicate at quarterly meetings with functional areas  Ongoing 

Attend fall and spring new faculty, UP and USS orientations  Ongoing 



Go-live for Student Accounts  Spring 
2016 

 

Develop more formalized communication with upper administration about OneStop  
Action Steps                                          

Send email to Student Success to get example of Annual Report Completed 

Review report format and what we need to include  Completed 

Review data needed for report  Completed 

Meet with Mark to review data and put together report  Completed 

Finalize report data  Completed 

Design report  Completed 

Present report to Rick   Completed 

 
 
Priority Area #2: Increase utilization and satisfaction  
 
Strategy #1: Gather, analyze and use data to inform needs for 
improvement/changes  
 
Conduct  student, faculty, and staff focus groups  
Action Steps                                          

Determine purpose and timing of focus groups for AY 15-16 and develop tentative 
agreement with consultant  

Spring 
2016 

Develop and confirm SOW for focus group to include the number, timing and 
budget for focus groups   

Spring 
2016 

Contract with consultant conduct focus groups  Spring 
2016 

Work with consultant to develop questions  Spring 
2016 

Arrange for logistics for focus groups (i.e. location, times, rooms

2016



Provide appropriate feedback/recommendations to Blackboard Spring 
2016 

 
Conduct online survey of students’ perceptions of OneStop  
Action Steps                                          

Meet with Mark to discuss options for online survey  Completed 

Develop questions for survey  Completed 

Send questions to company to design survey  Spring 
2016 

Send out survey to students Spring 
2016 

Compile responses and 



Seek input from Blackboard as to what agents find most beneficial in training  Completed 

Based on feedback from Blackboard, develop standard format of trainings  Completed 

 

Plan for WSU staff training  
Action Steps                                         

Develop plan for new staff training for BbCRM and SIMS Fall 2015 

Develop plan for refresher training f or BbCRM and SIMS  Fall 2015 

Schedule new and refresher trainings for upcoming academic year based on 
department feedback  

Fall 2015 

 

Plan for OneStop Office staff training  
Action Steps                                          

Customer service training procedures for x.3456 and student assistants  Fall 2015 

Create binder for office procedures documents  Fall 2015 

Create a common training sessions document for new staff  Fall 2015 

Use previous How to Guides for programs (BbCRM, SIMS, Client Support, etc.) to 
make a more user friendly version  

Fall 2015 

 

Priority Area #3: Improve tools and resources  
 
Strategy #1: Ensure SIMS/BbCRM accuracy  
 
Audit and review user data we allow Blackboard to access for SIMS to make sure it meets 
our business process needs  
Action Steps                                          

Review each tab in SIMS for accuracy Spring 
2016 

Review data being pulled to ensure correct tables  Spring 
2016 

Discuss possible additions or deletions to streamline SIMS   Spring 
2016 

Discuss current practice for uploading user data (frequency, timing)  Spring 
2016 

 

 

 



Update drop -down options in tickets for agents  
Action Steps                                          

Review current drop-down options and decide on possible updates  Completed 



Update IVR call flow to include Student Accounts  Spring 
2016 

 
 
Strategy # 4: Provide plan for better utilization of Student Help 
Portal  
 
Coordinate with BbSS for improvements  
Action Steps                                          

Conduct Student Help Portal review/analysis meeting with Blackboard  Completed 

Review data in Google Analytics on Student Help Portal usage  Fall 2015 

Identify areas for improvement in Student Help Portal, e.g., keyword searches, 
separating eLS articles to improve search results  

Fall 2015 

Implement changes to Student Help Portal as necessary  Spring 
2016 
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