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Background & Engagement Results

• Between July 29 – Sept 20, 2021, focus groups were hosted to explore emerging
challenges and opportunities as identified in conversations with Department Heads and
Managers/Administrators, and as per staff survey results.

• As part of a phased approach to SEEES solutions design, challenges and opportunities
were prioritized for discussion based on their connection to Dean’s Office core
functions (i.e. Student Support, Finance, Marketing & Communications,
Advancement, and Human Resources).

• 62 staff participated focus groups (some in more than one), with representation from
29 FAS departments and units.

• Additionally, parallel ThoughtExchanges on these five topics were conducted to capture
asynchronous feedback and allow flexible options for those who wished to participate
but were unable to attend focus group sessions, resulting in:

142 total staff and faculty participants (non-unique)
84 thoughts shared
889 ratings
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https://www.queensu.ca/artsci/sites/default/files/seees-2021-survey-highlights-themes.pdf
https://www.queensu.ca/artsci/staff-and-faculty/support/strategy-for-excellence-equity-enrichment-in-service-seees


Highlights Directory

Discussion topic Find highlights on 
pages…

Student Support 4 - 8

Finance 9 - 13

Advancement 14 - 17

Marketing & 
Communications 18 - 22

Human Resources 23 - 28
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Discussion Highlights: 
Student Support
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Focus Group (Student Support): What We Asked

Participants were asked to reflect on the following:

“What does effective “student 
support” mean to you? When you’ve 
experienced effective student 
support in the past, what did this 
look like? Was it streamlined? 
Personal? Timely?”

“To ensure an equitable and consistent 
student experience, which elements of 
student support are best handled directly by 
departments?  Which are best handled 
centrally and/or could be handled in a 
shared services approach?”

“How can we re-think the way that we work 
together to increase staff support and 
enhance the student experience?” 
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Focus Group (Student Support): What We Heard

• Student support should be: friendly, student-centric, personalized, timely, patient, proactive,
and empowering.

• More consistency is needed between depts, both in terms of information sharing and
approach to handling certain elements of student support (eg: Academic Integrity or
Accommodations).

• Central services are a key to ensuring consistency and equity across the board.

• Shared approaches to support could be particularly helpful with respect to Academic Integrity,
Student Accommodations/Considerations and Experiential Learning.

• Departments are best equipped (and best positioned) to handle course/program-specific
information (eg: course registration, plan advising).

• Additional training for staff and instructors in certain areas (eg: accommodations, academic
advising) could help to enhance the student experience and increase staff capacity.
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ThoughtExchange (Student Support): What We Heard

Notable thoughts re: Accommodations:

Notable thoughts re: Academic Integrity:
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ThoughtExchange (Student Support): What We Heard

Additional, noteworthy thoughts:

Notable thoughts re: Student Advising:

8



Discussion Highlights: 
Finance
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Focus Group (Finance): What We Asked

Participants were asked to reflect on the following:

“What’s working well with the 
current FAS finance support 
model? What isn’t? Are there 
gaps, redundancies, or 
inefficiencies that need to be 
addressed?” 

“How might we re-think the way that we 
work together to best support 
departments? 

Which finance-related tasks are most 
effectively handled at the department 
level?  Are there tasks that could be best 
(or more effectively) handled centrally 
and/or in a shared approach?” 
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Focus Group (Finance): What We Heard

• A shared support model could be helpful for smaller departments, particularly with respect to
ongoing transactional functions such as procurement services (ie: acQuire) and the ERS.

• Shared support partners would need to be knowledgeable and well-integrated into depts.

• All departments could benefit from: “go-to” contacts for specific finance functions and
increased overall role clarity; more (easier to access) standardized operating procedures,
checklists, and workflows; assistance/guidance with training, onboarding and granting
permissions/access to key systems.

• More support is needed for those in research finance.

• Communities of Practice or opportunities for best practice/information sharing/practical
problem solving among smaller groups would be widely appreciated.
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ThoughtExchange (Finance): What We Heard
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Notable thoughts re: shared support:

Notable thoughts re: the need for central resources/onboarding support:



ThoughtExchange (Finance): What We Heard
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Additional, noteworthy thoughts:



Discussion Highlights: 
Advancement
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Focus Group (Advancement): What We Asked

Participants were asked to reflect on the following:

“From your department/unit’s 
perspective, what are the most important
factors to ensuring a positive alumni 
and/or donor experience?

Are current FAS processes/procedures set 
up to optimally achieve this, or are there 
gaps and/or areas for enhancement? 

Why is this important to you and your 
stakeholders?”

“How can we increase 
Advancement support for 
departments and/or best 
empower teams with the 
information/tools they need?

How might we re-think the way 
we work together?” 
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Focus Group (Advancement): What We Heard

• More regular touchpoints with Dept Managers/Administrators and identifying key
Advancement contacts within each unit would help to foster stronger, more productive
relationships (for both staff and alumni).

• Related to the above, department input/involvement in the early development stages of new
ideas/processes is key to successful programming and positive working relationships.

• As a faculty, we need to focus on the holistic student-to-alumni journey, and departments
need training/education/support to understand this and more intentionally leverage key
touchpoints.

• Role clarity is needed for both internal and external stakeholders, both in terms of who to
contact in FAS Advancement and in departments.

• Personal connections (particularly at the department level) are essential for effective
alumni/donor engagement.
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ThoughtExchange (Advancement): What We Heard
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Notable thoughts:



Discussion Highlights: 
Marketing & Communications
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Focus Group (MarCom): What We Asked

Participants were asked to reflect on the following:

“By necessity, marketing and 
communications projects often require 
input from multiple stakeholders. 

How might we re-imagine/streamline 
current processes to allow projects to move 
more efficiently, with input from the right 
people at the right time(s)?

Could shared approaches to support help to 
accomplish this?”

“From your department/unit's 
perspective, which marketing and 
communications tasks take most 
of your team’s time? 

Where would you most appreciate 
additional/increased support, and 
why is this important to you and 
your stakeholders?” 
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Focus Group (MarCom): What We Heard

• Shared and/or enhanced MarCom support for departments would be particularly appreciated
with respect to managing social media and websites (guidance on strategy, implementation,
maintenance etc).

• Navigating the balance of “department voice” and staying true to the Queen’s/FAS brand is a
common challenge. Guidance/support would be appreciated in this area.

• Related to the above, departments would appreciate increased access to strategic planning
guidance/expertise.

• Easily accessible faculty-wide marking templates/graphics/visual identity standards could help
streamline content creation and ensure consistency across departments.

• Increased opportunities for cross-department collaboration could help to
streamline/strengthen FAS MarCom efforts overall.
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ThoughtExchange (MarCom): What We Heard
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Notable thoughts re: desire for support with communications strategy/planning:

Notable thoughts re: the need for social media/website support:



ThoughtExchange (MarCom): What We Heard
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Additional, noteworthy thoughts:



Discussion Highlights: 
Human Resources
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Focus Group (HR): What We Asked

Participants were asked to reflect on the following:

“What gaps and/or areas for 
enhancement do you see in the 
current FAS Human Resources support 
model?

How might we streamline key Human 
Resources processes and/or adapt 
existing structures/systems/processes 
to increase efficiencies and better 
support departments?”

“What does excellent Human 
Resources support mean to 
you and your stakeholders? 

Have you experienced 
excellent HR support in the 
past? If so, what did this look 
like? Was it streamlined? 
Personal? Timely?” 
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Focus Group (HR): What We Heard

• “Excellent HR support” is defined by: proactive approaches with the “user-journey” in mind;
clarity of information and processes; consistency and continuity; transparency; responsiveness
(and timeliness of responses); approachability and willingness (on the part of HRAs/HRSRs) to
“go the extra mile” to find answers.

• Streamlining and/or automating key processes (eg: submitting multiple forms with similar
information) could help to reduce administrative capacity strain and increase overall
efficiencies.

• More frequent, regular touchpoints between HR teams and FAS departments would be
helpful and appreciated. Additionally, either as part of these meetings or separately,
departments could benefit from opportunities to share HR best-practices amongst each other.

• Process changes need to be communicated more effectively and consistently across the
faculty. The above point re: more frequent HR touchpoints with departments could help to
address this.
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Focus Group (HR): What We Heard (cont.)

• Key HR documents and resources need to be easily accessible via intuitive pathways.
Currently, finding resources can be time consuming/challenging, especially when they are
scattered across multiple locations.

• Across FAS, the hiring process needs to be streamlined and made more intuitive to avoid
lengthy vacancies.

• To help streamline the onboarding process, it would be helpful to identify (and consistently
track) mandatory training for all positions across FAS.
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ThoughtExchange (HR): What We Heard
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Notable thoughts re: onboarding support & opportunities to streamline system access:

Notable thoughts re: the need for a more consistent training framework:



ThoughtExchange (HR): What We Heard
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Notable thoughts re: the need for more consistency and regular HR touchpoints:

Additional, noteworthy thoughts:



https://www.queensu.ca/artsci/seees
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https://www.queensu.ca/artsci/seees
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