
Libraries and Learning Services 

Service Delivery Model and 

Functional Review 

Consultation Document 

Embargoed until 27 March 2018 

Author: Sue Roberts, Director, Libraries and Learning Services 

Date: 16 March 2018 

SUBJECT TO CONSULTATION 



2 | Pa g e SUBJECT TO CONSULTATION 

Contents 
Consultation Document ...................................................................................... 1 

1 Preface ....................................................................................................... 4 

2 Recommendations for Formal Consultation ...................................................... 5 

3 Background ................................................................................................. 6 

3.1 External Environment .......................................................................... 6 

3.2 Internal Environment – The University ................................................... 8 

3.3 Informing the Functional Review and Service Delivery Model Design .......... 8 

3.4 Current State Assessment and Opportunities Identified – Priority Areas ... 10 

3.5 Current State Assessment and Opportunities Identified – Organisational 
Structure ......................................................................................... 14 

3.5.1 Corporate Services ............................................................................ 14 

3.5.2 Corporate Services – Current Permanent Structure ................................ 15 

3.5.3 Collections ....................................................................................... 16 

3.5.4 Collections – Current Permanent Structure ........................................... 17 

3.5.5 Digital Services ................................................................................. 18 

3.5.6 Digital Services – Current Permanent Structure ..................................... 19 

3.5.7 Access Services ................................................................................ 20 

3.5.8 Access Services – Current Permanent Structure, 1 of 2 .......................... 21 

3.5.9 Access Services – Current Permanent Structure, 2 of 2 .......................... 22 

3.5.10 Academic and Research Support Services (AcRSS) ................................ 23 

3.5.11 Academic and Research Support Services – Current Permanent Structure 25 

3.5.12 Academic and Research Support Services – Current Permanent Structure 26 

3.5.13 Academic and Research Support Services – Current Permanent Structure 27 

3.5.14 Academic and Research Support Services – Current Permanent Structure 28 

3.5.15 Academic and Research Support Services – Current Permanent Structure 29 

3.5.16 Academic and Research Support Services – Current Permanent Structure 30 

4 Expected Outcomes .................................................................................... 31 

5 Strategic Alignment and Benefits ................................................................. 35 

5.1 Strategic Alignment – University of Auckland Strategic Plan 2013 – 2020 35 

5.2 Summary of Proposed Service Delivery Model Benefits ........................... 38 

6 What Are We Consulting On? ....................................................................... 39 

7 What Are We Not Consulting On? ................................................................. 39 

8 The Proposed Service Delivery Model ............................................................ 40 



3 | Pa g e SUBJECT TO CONSULTATION 

9 Proposed Organisational Structure and Positions ............................................ 45 

9.1.1 Leadership Team ............................................................................... 45 

9.1.2 Proposed Leadership Team Diagram .................................................... 47 

9.2.1 Business Services .............................................................................. 48 

9.2.2 Proposed Business Services Diagram ................................................... 49 

9.3.1 Research and Collections .................................................................... 50 

9.3.2 Proposed Research and Collections – Management Team Diagram ........... 52 

9.3.3 Proposed Research and Collections – Research Services Diagram ............ 53 

9.3.4 Proposed Research and Collections – Collection Development and Access 
Diagram ........................................................................................... 54 

9.3.5 Proposed Research and Collections – Cultural Collections Diagram ........... 55 

9.4.1 Learning and Teaching ....................................................................... 56 

9.4.2 Proposed Learning and Teaching – Management and Learner Support 
Diagram ........................................................................................... 58 

9.4.3 Proposed Learning and Teaching – Client Services Diagram .................... 59 

9.4.4 Proposed Learning and Teaching – Learning and Teaching Support Diagram 
...................................................................................................... 60 

9.4.5 Proposed Learning and Teaching – Career Development and Employability 
Services Diagram .............................................................................. 61 

9.5.1 Academic Engagement ....................................................................... 62 

9.5.2 Proposed Academic Engagement Diagram ............................................ 63 

9.6.1 IT Support Diagram ........................................................................... 64 

10 Application of the Proposed Model: Impacts of Proposal to Current Organisational 
Units and Positions ..................................................................................... 65 

10.1 Current Corporate Services ................................................................ 65 

10.2 Current Collections ............................................................................ 66 

10.3 Current Digital Services ..................................................................... 67 

10.4 Current Academic and Research Support Services (AcRSS)..................... 69 

10.5 Current Access Services ..................................................................... 71 

10.6 Proposed Leadership Team ................................................................. 73 

10.7 Proposed Business Services Team ....................................................... 73 

10.8 Proposed Research and Collections Team ............................................. 73 

10.9 Proposed Learning and Teaching Team ................................................ 74 

10.10 Proposed Academic Engagement Team ................................................ 74 

11 Summary of Potential Impacts Across All Organisational Units ......................... 75 



4 | Pa g e SUBJECT TO CONSULTATION 

 

 

12 Proposed Process for Consideration of Issues Affecting Individual Staff ............. 76 

12.1 Confirming Existing Positions .............................................................. 76 

12.2 Redeployment/Recruitment to Potential Vacant Positions ........................ 76 

12.3 Proposed and Confirmed Disestablished Positions .................................. 77 

13 Supporting Staff Through Change ................................................................ 77 

13.1 Embracing Change Resources ............................................................. 77 

13.2 Additional Resources ......................................................................... 78 

13.3 Transition ......................................................................................... 78 

14 Proposed Timeline ...................................................................................... 79 

15 Consultation Feedback ................................................................................ 80 

15.1 Review Committee ................................................................................ 80 

Appendix: Position Descriptions (Online Version) ................................................. 81 
 
 
1      Preface 

 
‘Ko au te tumu i herenga ngā waka’ 

 
I am the main tethering post for the vessels 

 
- Dr Merimeri Penfold 

 
Libraries and Learning Services | Te Tumu Herenga (LLS) is at a critical point in its evolution 
and its role in enabling learning, teaching and research at the University of Auckland. Significant 
change is required in order to fulfill the promise of the Vision and Strategy 2017-2021, as the 
current organisational design is financially unsustainable and no longer fit for purpose. This 
Service Delivery Model (SDM) and Functional Review identify a number of opportunities to 
refocus and strengthen services especially in light of the accelerated digital transformation 
evident over the past five years, building on existing LLS successes. It also identifies 
opportunities to align, streamline and reprioritise services in response to University strategic 
priorities. 

The vision for LLS is as an essential partner in learning, teaching and research in order to enrich 
and support students in their learning and their lives and to enable excellence in research. 

In the proposed Service Delivery Model this will be delivered through functional teams blended 
with disciplinary expertise who have the capabilities to lead and deliver in the dynamic digital 
environment that continues to transform how students learn, how academics teach, how 
researchers research and publish, and how the University community works and collaborates. 

Libraries and Learning Services will prioritise: 

• Skills and capabilities development (academic, information and career literacies) to 
enable students to succeed in their studies and throughout their careers, using the online 
environment to provide all students with these opportunities; 
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• Researcher development and support especially for early career researchers, doctoral 

and postgraduate students, enabled by information systems and tools that reflect best 
practice globally; 

• Recognition of the Principles of Te Tiriti o Waitangi and commitment to increasing Māori 
participation in education, and contribute to positive Māori outcomes; 

• Specialist and targeted support for specific groups of students and a focus on inclusive 
learning; 

• Provision of quality and relevant scholarly information and collections for learning, 
teaching and research, ensuring best value and ease of access; 

• Connecting researchers and students with unique cultural collections to inspire research 
and discovery; and 

• Access to excellent facilities and technology to support study and research. 

 
The benefits of the proposed Service Delivery Model include: 

• Greater and clearer alignment of LLS goals and services with University strategy and 
Faculty and Large Scale Research Institute (LSRI) priorities; 

• Stronger, more targeted and specialised focus on learning and teaching, and on research, 
with the ability to provide services (including emerging and new services) to scale and 
to larger numbers of staff and students; 

• The ability to respond to significant changes in community behaviour and expectations 
and in access to and use of scholarly information; 

• The realignment of resources to priority and emerging services, and away from services 
where demand is in decline, providing greater impact and value for money; and 

• Stronger strategic relationships with Faculties, LSRIs and partners to promote and shape 
services and more opportunities to collaborate. 

 
The proposed Service Delivery Model will result in a streamlined and refocused Libraries and 
Learning Services | Te Tumu Herenga, moving away from dispersed physical locations and 
delivery, and towards increased cohesion and an enhanced ability to innovate and be more 
flexible. The proposed model also future-proofs the division to enable us to respond to ongoing 
change. Over an estimated 3-year period, it is expected that the overall FTE will reduce by 
approximately 45 FTE. This is largely related to the proposed reduction of LLS service points. 

Your views and comments on all proposals are invited. Section 15 of this document explains the 
procedures for providing and considering comments and the online consultation feedback survey 
will be available from 5pm on 27 March 2018 on the University Staffing Functions intranet page. 

 

2 Recommendations for Formal Consultation 
 

• That University staff be introduced to the proposed new Libraries and Learning Services 
Service Delivery Model and the proposed organisational structures and positions designed 
to support the new model. 

• That impacted staff be consulted on the new proposed structures and positions, and in 
particular how those changes may impact their positions. 

• That University staff be given the opportunity to comment on the proposed structures 
and positions. 

https://www.staff.auckland.ac.nz/en/how-the-university-works/projects-and-programmes/lls-function-review.html
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• That Section 9 of this document provides the detail of the proposed structures and
positions and that Section 11 outlines how the proposed structures and positions would
impact each area.

• That the process (Section 12) and the proposed timeline (Section 14) be followed for the
consultation, review and, if appropriate, confirmation phases.

3 Background 

Libraries and Learning Services | Te Tumu Herenga (referred to from now on in this document 
as LLS) enables our students and staff to flourish by providing excellent opportunities, 
environments, services, resources, tools and expertise for learning, teaching and research. LLS 
encompasses libraries and collections, information commons, student learning services and 
career development and employability services, and the University Art Collection. Its online 
presence is the key gateway to collections and services 24/7. 

The proposed Service Delivery Model (SDM) encompasses the whole of LLS and is designed to 
respond to a number of external and internal drivers outlined below. It is also cognisant of other 
functional reviews either underway or planned. 

3.1 External Environment 

Te Tiriti o Waitangi 

Māori have unique status within New Zealand as Tangata Whenua, with Te Tiriti o Waitangi as 
the country’s founding document. The University is committed to the rights and obligations 
articulated in Te Tiriti o Waitangi and places particular emphasis on promoting Māori presence 
and participation in all aspects of University life and encouraging teaching, learning and research 
in a range of fields important to Māori. 

Information environment 

Universities are operating in a rapidly changing information environment. In this context, 
libraries have been redefined as facilitators to a world of information far beyond physical 
collections, providing access to global information through online resources and systems, and 
also creating their own digital content. Staff and student expectations are developing in line with 
these changes in the teaching, research and scholarly communication environment. Libraries 
and learning services in all universities are taking an increasingly strategic role in supporting 
academics and students within this technologically-rich and constantly evolving context. 

There is also a need for the shift from print to digital to be managed strategically and to be 
operationalised with greater clarity. In spite of the speed of technological change and the growth 
and take-up of digital content, research collections will continue to exist in both the physical and 
digital state in certain disciplines – ‘there are still disciplines for which the physical library 
currently remains the laboratory’ (University of Manchester, UK) - and access to print collections 
in those disciplines remains critical to research and teaching. 

In addition, there is ongoing demand for materials that are unique – in our context often relating 
to the history and culture of New Zealand and the Pacific - and libraries remain responsible for 
strengthening, promoting and preserving these collections (often primary source material and 
archives), and also for providing digital surrogates and access. 
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Libraries as physical spaces and places 

Libraries as physical spaces continue to be revitalised, reimagined and invested in as hubs for 
learning and research, often bringing together different types of services and expertise to 
support students, teachers and researchers. 

Employability, graduate attributes, skills development across a range of capabilities and 
literacies (e.g. digital, information, academic writing, career literacies) 

The tertiary sector globally has developed more strategic, cohesive and sophisticated 
approaches to student attributes and skills to enable them to succeed in their learning and in 
their longer term careers. This is often in the context of online and blended learning, both to 
deal with the scalability issue and on-demand/just-in-time provision. There is growing 
awareness of the importance of university employability strategies in the context of the changing 
world of work and student expectations, and the connections between this and graduate 
attributes. 

Priority learners1 are being supported in more targeted and nuanced ways with their learning 
needs placed at the centre of learning design and experiences. Inclusive learning principles and 
practices are increasingly being adopted across learning and teaching, viewed as beneficial to 
all students. 

Research ecosystem and support 

The research ecosystem has become increasingly sophisticated, driven by research impact and 
assessment, by technological transformation, changes in the publishing industry, and by 
researcher behaviour and expectations. This includes the emergence of research outputs 
management systems, bibliometric services, digital scholarship, research data management, the 
open access movement and the evolution of scholarly publishing and platforms. This 
environment continues to develop rapidly and requires new knowledge and expertise. 

Service delivery 

Emerging trends in academic libraries and learning services include: 

• tiered service delivery models beginning with self-service (both online and physically),
moving to high volume quick queries, then to more complex referrals to experts at
integrated help points to provide information on a range of learning services based on
the principle that ‘Students should not have to understand how a university is structured
in order to access its services.’ (Saltire Centre, Glasgow Caledonian University, UK);

• the use of quality systems and processes to manage advice and support;
• value-add and expert services to support research, learning and teaching with the

acknowledgement that the skills, knowledge and tools required are becoming increasingly
sophisticated and require more in-depth expertise; and

• extensive development of online materials to develop the skills of staff and students in a
rapidly developing scholarly environment.

The external environment outlined above raises many challenges and opportunities for libraries 
and learning services globally. This is particularly marked for libraries given the emergence of 
new services in response to the changing digital landscape and client demands, whilst they often 

1 At the University of Auckland equity groups are identified as: Pacific students and staff; students and staff with 
disabilities; Lesbian, Gay, Bisexual, Transgender, Intersex (LGBTI) students and staff; students and staff from refugee 
backgrounds; students from low socio-economic backgrounds; men or women where there are barriers to access and 
success. 
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remain grounded in legacy print and traditional models. As a result of this, academic libraries 
around the world have undergone significant structural and role changes in order to meet these 
demands, to refocus and reprioritise, and to create a flexible and skilled workforce aligned with 
these changes. 

3.2 Internal Environment – The University 

The global trends and drivers identified above are all relevant to our local context. The following 
drivers and priorities are also evident from the University’s strategic goals, annual planning 
priorities, and Faculty, LSRI and service strategies: 

• Emphasis on the student experience to drive recruitment, retention, transition and
success;

• The need for curriculum development and changes particularly to embed the graduate
attributes, modernise curricula and improve student retention;

• Changes in Faculty profiles including student numbers (increases and reductions
depending on the Faculty), programmes offered, student profile;

• Emphasis on Māori and Pacific student outcomes;
• Increases in numbers of international students (both real and projected);
• Increases in numbers of postgraduate students – taught and research – with a focus on

doctoral student completions;
• Consideration of the doctoral experience and the improvements and changes required;
• Emphasis placed on improving research rankings and research performance, and the

importance of international collaboration and publishing;
• Desirability for further collaboration across services and between services and Faculties

to provide a seamless student and staff experience;
• The long-term capital plan which will impact significantly at City and Grafton Campuses

and include the closures of Tāmaki and Epsom Campuses; and
• Financial environment and considerations.

3.3 Informing the Functional Review and Service Delivery Model Design

The Functional Review and Service Delivery Model have been developed out of the environmental 
context highlighted above and informed in more detail by the following pieces of work. 

Benchmarking 

Benchmarking has been undertaken with other University LLS (or equivalents as most 
Universities have separate Library Services rather than our wider, integrated approach). This 
includes the Group of 8 in Australia and a number of Russell Group Universities in the UK. The 
Uniforum benchmark data has also been used to identify issues and opportunities for the Library 
function specifically. 

The major findings of this Library function benchmarking highlight that the University of 
Auckland is currently resourced significantly above benchmark. Library function FTE per 1000 
students at Auckland is 5.14 with the Group of 8 range being from 2.82 (UNSW) to 3.58 
(Monash); Library function FTE per 100 staff at Auckland is 7.54 with the Group of 8 range being 
from 3.31 (UNSW) to 5.40 (Monash). 

The key factors for the University of Auckland are the number of libraries, the high number of 
staff in certain roles in comparison with others, and the overall organisational design which has 
been traditional and fragmented compared with functional and rationalised models elsewhere. 
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LLS Vision and Strategy 2017-2020 

The LLS Vision and Strategy looked forward to consider new possibilities, with the aim of 
enabling us to respond and contribute most effectively to the University’s strategic directions 
and aspirations. A variety of inputs were gathered and analysed to obtain strategic insights that 
shaped a proposed trajectory. 

It provided a high-level vision of how we see the future, assessing our internal and external 
environments, and the drivers for change, and an outline of where we will focus in this context. 
This included what we need to prioritise, how we can most effectively and efficiently do that, 
who we need to be and how we need to work to succeed. 

 
 
 
Priority areas were identified as: 

 

Underpinning principles: 

The following principles identified in the Vision and Strategy have been used to inform decision- 
making and were chosen for their relevance to the LLS context and aspirations and their 
alignment to the University’s broader mission and values. 

1. Success for all (we will be inclusive and equitable for all) 

2. Streamlined and simplified (ease of use, efficiency and effectiveness) 

3. Through partnership (integrated with the university, achieved through collaboration) 

4. Value for money in everything we do (sustainable, scalable) 

5. Stewardship (especially of the distinctive and unique) 

6. Continuously improving how we work (evidence based, outcome focused, flexible 
and adaptive, committed to our own learning, proactive and future-focused) 
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Our commitment to the principles of Te Tiriti o Waitangi and our desire to embed this in our 
work is articulated within the strategy. LLS acknowledges the distinct status of Māori as Tangata 
Whenua and is committed to developing our understanding of Te Tiriti o Waitangi and what it 
means for us. 

Student and Researcher Outcomes and Success Project 

As outlined in the Vision and Strategy, our priorities and focus must be driven by Student and 
Researcher outcomes and success. Consequently, the “Student and Researcher Outcomes and 
Success Project” was undertaken as the foundation project during 2017. The aim of this project 
was to develop an overview of the LLS current state in supporting students and researchers, 
and to develop recommendations regarding possible future directions for LLS with regards to 
how we contribute to Student and Researcher Success and Outcomes. The future state work 
looked ahead, identifying new and growth areas. The project teams developed in-depth reports 
on a range of themes2 and these have been assessed to determine priorities and whether they 
are or should be core LLS business. A high-level overview of the recommendations from the 
projects and how these have been prioritised is included in the supplementary material. The 
detailed reports will be valuable when implementing the proposed Service Delivery Model and 
developing aspects of the service in more detail. 

Review of Creative Arts and Industries (CAI) Libraries 

In light of the LLS Vision and Strategy and in consultation with the Dean, Faculty of Creative 
Arts and Industries, a CAI Libraries review was undertaken in November-December 2017. 

The review and recommendations have been used to inform the proposed Service Delivery Model 
and are available as supplementary material. 

 
Other information/data 

 
A range of other data has also been used to inform the proposed Service Delivery Model. This 
includes benchmark data with other Universities, financial data, staff feedback, and ongoing 
information with regards to University strategy and priorities. 

 
3.4 Current State Assessment and Opportunities Identified – Priority Areas 

 
The current state of LLS has been explored in the LLS Vision and Strategy related to each of the 
Strategic Directions and has been analysed in more detail as part of the “Student and Researcher 
Outcomes and Success Project.” The aim of the current state assessment in this document is to 
paint a high-level picture against each LLS strategy priority area. 

 
 
 
 

Student outcomes and success 
 
 

2 Student Success and Outcomes themes: Māori success, Curriculum mapping and integration, Learning resources, 
Learning analytics, Academic integrity, Learning Management Systems, International students, Equity groups, 
Foundation studies and pre-university pathways. 
Researcher Success and Outcomes themes: Research Assessment and reporting, Researcher identity and visibility, 
Scholarly publishing, Research data management, Digital scholarship, Commercialisation of research, Vision 
Mātauranga, Doctoral candidates and early-career researcher, EAL students. 
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LLS has a strong reputation within the University and internationally for its work in learning and 
teaching support, including curriculum integration of skills and the Academic Integrity online 
module. However, this has been inconsistently embedded across the Faculties, is extremely 
variable, and most commonly is based on time-intensive workshops that are challenging to staff 
and to scale up, given the number of programmes and students. It is necessary to look at a 
model that can be scaled to the majority of students and can be more flexible and on demand. 
There are great opportunities for the online delivery of such skills and knowledge and we have 
not yet fully taken advantage of this. 

There are opportunities to strengthen our support for student outcomes in taking a holistic 
approach to graduate attributes and employability, plus opportunities to influence a more 
strategic approach to developing the graduate attributes (as expressed in the graduate profile) 
with Faculties. 

There is considerable duplication of services and roles across LLS in this area e.g. staff in Subject 
Librarian roles, in Student Learning Services and Learning Support Services have considerable 
overlap which results at times in confusion in their work. Staff are also line managed through 
multiple small teams which works against a strategic, co-ordinated and cohesive approach. 

Our support for learning and teaching was strengthened by the introduction of Talis in 2016 to 
manage and provide seamless access to core teaching materials, and its integration within 
Canvas. LLS could maximise the opportunities that Canvas brings more generally in learning 
and teaching developments in a blended environment, particularly in student academic and 
information literacies development. 

LLS offers an extensive range of services that are available for priority student groups, including 
Māori as Tangata Whenua, Pacific nations, students with learning disabilities, gender diversity, 
refugees and those from low socio-economic backgrounds. As highlighted in the Student 
Outcomes and Success project, there are opportunities to create a Te Tumu Herenga Māori 
Student Success service model that would strengthen how Māori students, their whanau and 
communities relate with the University; uplift and enrich Māori culture; commit to and practice 
Te Tiriti o Waitangi in action. It would also create a foundation to enable success for all students. 

 
Researcher outcomes and success 

Research skills and capabilities development for doctoral students is another acknowledged 
strength. This landscape is changing rapidly and expectations and needs are evolving, especially 
in relation to the digital skills and knowledge required. 

Expertise in scholarly information resources and the ability to respond to rapid changes within 
the research information ecosystem are also a strength as evidenced by LLS business ownership 
of Symplectic, support for PBRF and initiatives such as ORCiD, Bibliometrics, open access and 
research data management. Some of the work here is at an early stage and needs to be matured, 
relying on a few individuals currently for delivery and support, and consequently challenging to 
deliver to scale. The PBRF Subject Librarian model has been successful in expanding expertise 
and capacity and there are opportunities to build on this. More broadly there are opportunities 
to make a significant difference to researchers at multiple stages in the research process, and 
to the outcomes and impact of their research. The introduction of the IRiS model and the 
University Research Strategy provides significant opportunities for alignment with broader 
University goals. 
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Service excellence 

Satisfaction with LLS service delivery is strong but awareness and understanding of LLS services 
could be significantly improved. There are opportunities to consider the strategic promotion of 
services, resources and expertise, and how we communicate with our clients and community 
with clarity and purpose, aligned to strategic priorities. 

 
LLS operates across multiple locations and over long opening hours (this varies across locations). 
The majority of front of house teams are location-based and Faculty-specific, and consequently 
the service offerings and standards are variable with a variety of models currently in place (for 
example, a separate enquiry desk service operating during certain hours at the General Library, 
a more integrated service offering covering library, information commons and student learning 
help at the Sylvia Ashton-Warner Library). There are challenges with staff turnover, hours, cover 
and flexibility across teams. There has been some adoption of self-service technologies for 
transactional activities but this could be developed more extensively. The Off Campus Store at 
East Tāmaki has proved effective, providing access to physical collections on demand, with an 
average 24 hour turn around. 

 
Service provision is extremely localised with staff line managed through multiple teams which 
works against a strategic, coordinated and cohesive approach. Provision is also dominated by 
physical collections management and access when the usage of these collections continues to 
be in decline. 

 
Opportunities to integrate with the wider University service infrastructure (for example, the 
Student Contact Centre) could be maximised, with LLS currently providing standalone services 
in the most part. 

 
Resources and infrastructure 

 
• Scholarly collections 

 
The University has invested significantly in collections to support learning, teaching and 
research, and especially in e-resources over the past 10 years. Our community of staff and 
students has a high level of satisfaction with the scholarly collections managed and made 
available by LLS and these collections are regarded as a strength, particularly in regards to 
research. In line with global trends, physical item loans have declined, reducing by 58% over 
the period 2011-2017 (See supplementary material for LLS trend data). Despite this trend a 
significant amount of space and staff time are allocated to support of the physical collection. 

 
LLS has a key stewardship role in the University’s special collections and archives, both physical 
and digital collections. Physical collections are housed, managed and accessed in a fragmented 
way, in multiple locations and by multiple small teams, and not always to the standards required. 
There is a growing emphasis on unique local collections internationally with universities viewing 
them as a key part of their cultural capital and a valuable asset in teaching, research and public 
engagement. LLS has not optimised this, nor yet developed a clear strategy for and investment 
in digitisation and digital preservation. 

 
• Libraries and learning spaces 

 
LLS manages a high number of facilities that are at varying degrees of quality, having been 
redeveloped and refurbished at different periods. 2017 occupancy data reveals that the use of 
study space in libraries and information commons has remained relatively constant with high 
usage in a number of facilities and much lower in others. We know from student feedback that 

https://www.staff.auckland.ac.nz/en/how-the-university-works/projects-and-programmes/lls-function-review.html
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the nature and quality of this study space requires attention. The busiest spaces, according to 
the space occupancy data over recent years, are: General Library, Kate Edgar Information 
Commons, the Davis Law Library and the Philson Library at Grafton. 

 
The multiple points of physical presence result in a high cost service, duplication and variable 
service standards. Other universities have consolidated and rationalised physical presences over 
recent years and have also developed new delivery models and learning spaces. 

 
• Digital tools and infrastructure 

 
Digital is very much the norm across LLS and we have been at the forefront of digital library 
developments as well as providing leadership for cross-University developments. Key 
opportunities and challenges include working collaboratively across the University to realise the 
new Digital Strategy; the prioritisation of developments, ensuring that these are driven by the 
business and the needs of our academic community; and the embedding and integrating of 
digital with appropriate digital capabilities across all staff to enable the sustainability and 
scalability of services. 

Other key challenges include the interoperability of systems within LLS and across the University, 
and working with other services to provide an excellent and seamless student and staff 
experience. 

Organisational capabilities and how we work 

LLS staff have embraced significant change in the provision of services and shown commitment 
to student learning success and researcher success and outcomes, emphasising the need for 
further collaboration and the desire to better engage with our community of users and provide 
them with a great experience. 

 
There are a number of priority areas for capability development and a need to balance more 
generalist roles with specialists especially in areas which are becoming increasingly complex. 
LLS staff will need to gain new capabilities and enhance existing ones to develop, implement 
and deliver new services. For example, as outlined in the “Student and Researcher Outcomes 
and Success project”: 

 
For Researcher Success - Knowledge of the research data management process, tools, 
terminology and related issues; researcher profiling services and tools; networking and 
collaboration tools; copyright and intellectual property. 

 
For Student Success - Learning/instructional design knowledge; pedagogical approaches; web 
design and the creation of online resources; understanding the digital learning environment. 

 
The current LLS organisational structure is fragmented, often location-specific, with a number 
of managers managing small teams, leading to duplication and lack of clarity regarding 
responsibilities. Functions are managed through multiple managers and Associate Directors (for 
example, client services, special collections and archives are split across several portfolios) 
leading to a lack of strategic focus and cohesion and raising challenges with regards to the 
optimal use of resources and decision-making. This has also resulted in variability of position 
titles and descriptions in several instances. There are small, discrete teams in certain areas 
which are a risk in terms of service continuity and there are areas where the demand for services 
has declined. In addition, digital transformation continues to provide new ways of offering and 
delivering services, resources and expertise. 

 
In some areas roles have expanded considerably as needs have changed and the environment 
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has become more demanding; for example, Subject Librarian responsibilities cover a wide 
spectrum of areas – support for learning and teaching, curriculum development and elearning, 
support for research (which is becoming increasingly complex) collection development, liaison 
with the academic community. 

 
3.5 Current State Assessment and Opportunities Identified – Organisational Structure 

 
LLS encompasses libraries and collections, information commons, student learning services, 
career development and employability services, and the University Art Collection. Based on the 
most recent Uniforum data, 256 FTE staff are located across 12 staffed locations and the 
organisational structure comprises Corporate Services, Access Services, Collections, Digital 
Services, and Academic and Research Support Services (AcRSS). Student Learning Services, 
Career Development and Employability Services, the Art Collection and most recently Canvas 
Support, have all joined LLS over the past decade. 

NB: The structure diagrams and related FTE allocations that follow are current as at 4 March 
2018. 

 
 
3.5.1 Corporate Services 

 
Corporate Services comprises the LLS Leadership Team (Director, Associate and Assistant 
University Librarians) and a range of staff in roles that provide central business support to the 
service as a whole. 

Corporate Services is responsible for a number of LLS business areas and provides a range of 
support services for LLS teams at all sites including: administration, staff development co- 
ordination, copyright, project management, communications and statistics. The majority of 
these roles report into the Director as there is no senior team manager. 

 
Several roles encompass a range of responsibilities that overlap with other teams (for example, 
communications) and there is an opportunity to clarify responsibilities, to consolidate efforts and 
resources, and to strengthen central business support in a number of areas. These include 
opportunities to better align digital engagement and communications with our community, and 
to improve our project management capacity. 

 
With regards to the Leadership Team there are opportunities to rationalise and clarify 
responsibilities, reduce duplication and overlap, aid decision-making and empower individuals. 
There is also an opportunity to make a significant step forward on our stated commitments and 
aspirations with regards to Te Tiriti o Waitangi. 



 

 

 
3.5.2 Corporate Services – Current Permanent Structure 
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3.5.3 Collections 

 
Collections is responsible for ensuring that the University community has access to the scholarly 
information resources needed for learning, teaching and research. It does this through the 
acquisition, cataloguing and processing of resources in all formats and through a range of 
collection development and management activities. 

 
Collections includes the Bindery and Off Campus Store at East Tāmaki (with the latter being a 
key part of LLS Strategy); Special Collections and Archives based in the General Library (with 
other LLS special collections and archives located in different teams and in a range of locations); 
Reading List services which was established as a transitional team in 2015 with the introduction 
of Talis. Collections is also responsible for co-ordinating LLS Performance-Based Research Fund 
(PBRF) support which is project-based and cyclical. 

 
Collections has responded to the accelerated digital transformation and to the requirements of 
the LLS Strategy, including analysis of eresource investment and value for money and much- 
needed work on physical collection assessment and planning. There are opportunities for further 
acceleration in these areas and the need for focused resources and clear accountabilities. This 
is important as the format balance and usage continues to shift away from print materials, and 
as scholarly publishing continues to change, bringing new challenges and opportunities. The 
area of collection development and management also presents opportunities as this is currently 
spread across several teams (in AcRSS, Access Services, Digital Services and Collections) which 
leads to confusion with regards to accountabilities, and work spread across a large number of 
staff. 

 
Future considerations relate to the need for increased policy, planning and analysis of collections 
in all formats, and broader portfolios for teams to bring increased flexibility, to deal with ebb 
and flow of service demands, to future proof roles, and to reduce single points of failure. There 
are opportunities to bring together teams working in the same or similar functions to improve 
strategy, planning and delivery of services, share expertise and skills, and develop coordinated 
approaches to increase impact. 

 
There are also opportunities for further maximisation of existing systems, process improvement 
and increased automation. 
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3.5.4 Collections – Current Permanent Structure 
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3.5.5 Digital Services 

 
Digital Services is responsible for LLS technology infrastructure, support and development. Its 
role is to manage, develop and administer LLS-based technology services and activities and to 
develop our technology capabilities in line with LLS Strategy and priorities. Digital Services 
comprises: 

 
• Digital Development Team and Applications Support teams providing software 

development and application support for all LLS specific systems. 
• Cartographic and Geospatial Resources which provide services related to the digital 

geospatial information and the map collection. 
• Library Systems which supports the technical infrastructure of the Library's operations in 

collaboration with ITS. 
• Media Archives which is responsible for the Chapman Archive, the enterprise media 

repository and the streaming television service. 
• The Archive of Māori and Pacific Music. 
• Web team which is responsible for the maintenance and development of the Library's 

web pages. 
 

Digital Services has supported the digital transformation of LLS particularly through its 
capabilities in development and applications support, and in its work on digital collections and 
their discoverability. The latter has been a major focus. There have been challenges with regards 
to capacity (including recruitment to roles) and workloads. Symplectic (Research Outputs 
system) has been developed through Digital Services with the client support located in Research 
Support Services. The Web team, Corporate Services and staff in different roles throughout LLS 
have responsibilities for communicating and promoting services and content. 

 
Three teams within Digital Services focus on the provision of and access to content that in many 
cases is unique: Archive of Māori and Pacific Music, Media Services, Cartographic and Geospatial. 
There are challenges with regard to making content accessible to the community and to raising 
the profile and use of such collections. 

 
Future considerations include the rationalisation and streamlining of services and resources, the 
promotion of services and resources that clients are often not aware of, and the impacts of the 
IT Functional Review and opportunities presented there. 
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3.5.6 Digital Services – Current Permanent Structure 
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3.5.7 Access Services 

 
Access Services provides Lending, Interloan and Enquiry Services which includes lending and 
enquiry services at the General Library, intercampus delivery and interlibrary loan (the supply 
of material to and from other libraries in New Zealand and overseas). Access Services also 
manages support services for the information commons (IC) at Kate Edgar Information 
Commons (KEIC) and Grafton Campus (with the Tāmaki and Epsom Information Commons 
managed by the local teams) including student IT support, study spaces oversight and liaison 
with IT Services. It also provides expertise and resources in the physical movement of 
collections. Access Services does not manage front of house client services beyond the General 
Library, the KEIC and Grafton IC. It does provide oversight and expertise in student spaces and 
facilities management, and health and safety. 

The introduction of Talis for reading list material and the changes in clients’ information-seeking 
behaviour in general terms, have had major impacts on the volume and nature of work for 
Access Services. Self-service technology has been introduced and there are opportunities for 
this to be expanded, championed and further adopted. There are opportunities to significantly 
strengthen the relationships with the Staff Service Centre and Student Contact Centre, to adopt 
new models of client service (for example, the Ask Auckland model) and to broaden service 
offering and connectedness. LLS does not use a Customer Relationship Management (CRM) 
system which would bring benefits to client service workflow management. 

 
LLS client services are delivered outside of Access Services in an additional 9 locations and are 
managed locally through different teams. This has led to multiple approaches with regard to 
practices around staffing models, processes and client service. 

 
Future considerations with respect to opportunities, relate to rationalising, streamlining and 
maturing processes and services, consolidating functions and teams, developing one client 
services strategy, reducing complexity and improving staffing flexibility across locations. 
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3.5.8   Access Services – Current Permanent Structure, 1 of 2 
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3.5.9   Access Services – Current Permanent Structure, 2 of 2 
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3.5.10 Academic and Research Support Services (AcRSS) 

 
AcRSS is the largest and most diverse team within LLS. It has grown organically as new services 
have been developed and teams have been moved here from other parts of the University (e.g. 
Student Learning Services, Career Development and Employability Services). AcRSS provides 
support for learning, teaching and research across all Faculties and LSRIs, and at all locations, 
through the following teams: 

 
Faculty library teams (Philson Library, Grafton; Tāmaki Library; Sylvia Ashton-Warner Library, 
Epsom and Tai Tokerau; Davis Law Library; Creative Arts and Industries Libraries – Music and 
Dance, Fine Arts, Architecture and Planning) – these teams manage their libraries providing 
lending and enquiry services, collection development and management, and with variable 
opening hours. These teams also incorporate locally-based Subject Librarian teams. The Philson 
Library is also contracted to provide services and resources to Auckland District Health Board 
employees. 

 
Subject Librarian teams are provided for each Faculty/LSRI and are focused on providing 
services within specific disciplines. The services provided cover a wide spectrum and vary 
depending on the discipline and the Subject Librarian. This includes working with Faculties to 
integrate information and academic literacy into the curriculum, offering research consultations 
to assist with in-depth information queries, and maintaining a library collection relevant to the 
needs of the University. The role of the Subject Librarian has expanded significantly over recent 
years due to the increased demands and sophistication relating to learning and teaching (and 
especially in an online learning environment) and to research. Managers and Subject Librarians 
within these teams are currently expected to be experts across a wide range of professional 
knowledge and practice, whilst providing that breadth of expertise to a narrow disciplinary client 
base. This results in a double challenge: a challenge for capability and skills, and a challenge for 
flexibly supporting a range of disciplines which often rely on one person. 

 
The Learning Support Services team was established to manage LLS workshops offered to all 
University of Auckland staff and students, to collaborate with Subject Librarians, Learning 
Advisers and academic staff to integrate academic and information literacy into the curriculum, 
to provide expertise and advice on pedagogical and student-centred learning approaches and 
the use of learning technologies for LLS staff. 

Student Learning Services Learning Advisors provide workshops, resources and advice to 
enhance student learning activities. This includes working with Faculties to integrate academic 
and information literacy into the curriculum, services for doctoral candidates, Māori and Pacific 
students and students with learning disabilities. The English Language Enrichment team provides 
resources and advice for any student wanting to improve their academic English. 

Across Student Learning Services, Learning Support Services and Subject Librarians, there have 
been initiatives to develop online learning resources to reach larger numbers of students and to 
provide ‘just-in-time’ resources and advice. This has been staff intensive and external expertise 
and resources have been brought in for specific projects. There are opportunities to gain traction 
and have increased impact. Face-to-face generic workshops have been reduced in recent years. 

The Research Support Services team was established to work with staff and postgraduate 
students to support the use of technology and systems to record and store research data and 
outputs, and maximise impact. The team has primary responsibility for Research Outputs client 
support, the Research Repository, the BiblioInformatics Service and research data management 
services. This range of services is reliant on a small number of individuals and is challenging to 
scale. There are opportunities to integrate these specialised services and resource them 
appropriately with Faculty/LSRI foci. 
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Career Development and Employability Services assists current University of Auckland students 
(as well as graduates up to three years after graduation) with all aspects of career development. 
The team also works closely with employers to maximise opportunities for students and enhance 
the University brand. They have focused in recent years on work-based learning opportunities 
for students, working in collaboration with academics. A University-wide strategy and model is 
needed to take this further. 

Future considerations with respect to opportunities to build on successes and mature the service 
delivery model relate to rationalising and streamlining services, consolidating functions and 
teams, maturing services to meet strategy, developing capability and capacity within functions, 
providing clarity of purpose, and improving staffing flexibility and allocation. 
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3.5.11 Academic and Research Support Services – Current Permanent Structure, 1 of 6 
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3.5.12 Academic and Research Support Services – Current Permanent Structure, 2 of 6 
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3.5.13 Academic and Research Support Services – Current Permanent Structure, 3 of 6 
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3.5.14 Academic and Research Support Services – Current Permanent Structure, 4 of 6 
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3.5.15 Academic and Research Support Services – Current Permanent Structure, 5 of 6 

 

 

 

 



3.5.16 Academic and Research Support Services – Current Permanent Structure, 6 of 6 
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4 Expected Outcomes 
 
The primary objective of this change is to provide a Service Delivery Model that will enable us 
to meet the LLS Vision and Strategy, which in itself exists to support the goals of the University. 
This will be visible in general terms through: 

• Alignment between LLS goals and priorities and the University’s strategic direction 
and priorities; 

• Greater awareness within the University of LLS services, expertise and role, 
leading to improved partnerships and impact on learning, teaching and research; 

• A clearly defined service delivery model that articulates what are core LLS 
priorities and foci; 

• Alignment between the model and our LLS principles; 
• Clear manifestation of Te Tiriti o Waitangi commitments with regard to leadership, 

culture and services to staff and students; and 
• Opportunities for all students and staff with a focus on sustainable and scalable 

services. 

 
In relation to the LLS Strategic Priorities, the desired future states can be summarized as: 

Enabling student outcomes and success 

We will strengthen support for academic staff in their teaching and curriculum development, 
particularly in relation to supporting the Graduate Profiles and specifically the Graduate 
Capabilities of critical thinking, solution seeking, communication and engagement and 
independence and integrity. This will be achieved by enabling students to develop a range of 
skills and capabilities, primarily through an online learning context. This will be undertaken at a 
strategic level with advice and resources provided in collaboration at a programme level. We will 
integrate, consolidate and enhance this work through a single team focusing on this area, 
evolving our model and building on our successes. Learning and Teaching Support teams will 
provide the full range of these services to a specific Faculty portfolio, ensuring disciplinary 
expertise and knowledge. They will also advise and support academics on LLS services and 
resources that support their teaching. They will work in collaboration with the Online Resources 
team who will bring capabilities and capacity in learning design. 

We will reach as large and wide a group of students as possible by prioritising the development 
of online resources and learning opportunities that can be tailored by disciplines and embedded 
into Canvas. This will be the principle form of delivery for undergraduates, with some generic 
workshops and sessions delivered where needed for all students (for example, at key transition 
points) and targeted delivery for specific groups where necessary and as negotiated between 
LLS and Faculties. We will review and reduce intensive face-to-face teaching, transitioning away 
from this over an agreed period of time. 

We will enhance support and learning opportunities for and with Māori as Tangata Whenua by 
developing a Māori success model and providing strategic leadership for objectives relating to 
Te Tiriti o Waitangi within LLS. We will develop and promote services and support to equity 
groups through a Learner Support team with a focus on inclusive learning, and ensure broader 
LLS staff understanding and engagement with the learning needs of these students. 
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Enabling researcher outcomes and success 

We will strengthen support for researchers by embedding and extending services, growing our 
own expertise in a wide range of tools and approaches. We will build on the success of the PBRF 
support model, providing expertise tailored to Faculty and LSRI needs. We will integrate, 
consolidate and enhance this work through a single team focusing on this area, evolving our 
model and building on our successes. Research Services teams will provide the full range of 
these services to a specific Faculty/LSRI portfolio, ensuring disciplinary expertise and 
knowledge. They will advise and support academics and postgraduate research students on LLS 
services and resources that support their research. In addition, we will take a portfolio approach 
to roles to ensure specialisms across the range of technologies; these will not be reliant on one 
person. 

We will prioritise the implementation of the relevant recommendations from the Doctoral 
Services Strategy Review, with an emphasis on doctoral skills in a digital environment. This will 
require collaboration with the Learning and Teaching Support teams to develop online resources. 

Our focus will be on delivering a range of services for all researchers including: research 
assessment and reporting technologies e.g. bibliometrics; expertise and advice on research 
outputs; support for researcher identity and visibility e.g. ORCiD, VIVO; research data 
management, text and data mining for research; research skills development especially for 
postgraduate students, doctoral candidates and early career researchers; expertise and advice 
on resources for research relating to Faculty/LSRI and disciplinary needs; scholarly publishing 
advice as the environment continues to change e.g. where best to publish, open access. 

We will eliminate the transactional work related to day-to-day deposit and verification of items 
added to the Research Repository, introducing self-service in line with practices at Group of 8 
universities. Work required for any future PBRF verification will be considered separately. 

Collaboration and partnership 

It is important to emphasise the criticality of working in collaboration and partnership in relation 
to both student and researcher success, beginning of course with Faculty and LSRI staff and 
students. Other partners include, but are not limited to: 

For Research Success – Office of the Deputy Vice Chancellor Research, Research Strategy and 
Integrity Office, School of Graduate Studies, Centre for eResearch, UniServices and Professional 
and Organisational Development. 

For Student Success – Office of the Deputy Vice Chancellor Academic, Director of Learning and 
Teaching, Equity Office, Office of Pro Vice Chancellor Māori, Director of Pacific Strategy and 
Engagement, CLeaR, Campus Life, Academic Services, International Office. 

It is also important to note that Student Success and Researcher Success should not be viewed 
as mutually exclusive and we will ensure that teams work together in planning and in working 
closely with the Faculties and LSRIs. This will be strengthened by a focus on Faculty and LSRI 
strategic engagement and communication, led by an Academic Engagement team. The aim of 
this team is to develop deeper understanding of the current and future needs and priorities of 
Faculties and LSRIs, including relationships with student groups, to raise awareness and promote 
LLS services, resources and expertise, and to consult on developments, changes and new 
services. They will work closely with the Learning and Teaching Support team and Research 
Services team (and other teams as needed) to ensure effective planning, prioritisation and 
delivery for Faculties and LSRIs. 
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Delivering service excellence 

We will strengthen our approach to client-centred services by ensuring effective oversight and 
accountability, co-ordination, consistency and flexibility in the delivery of front of house services. 
We will integrate, consolidate and enhance this work through a single team focusing on this 
area. We will take a portfolio approach to certain roles to ensure specialisms, focus and 
flexibility; these will not be reliant on one person. 

Our service points will be redeveloped and redefined as Help Zones providing clients with a one 
stop shop for information, support and navigation to a range of LLS services at Tier 0 and Tier 
1, with referral to Tiers 2 and 3 for more complex queries. We will no longer have separate 
Enquiry Desks and staff at the Help Zones will be trained to respond to all Tier 1 requests. 
Insights from the pilot at Sylvia Ashton-Warner Library (Epsom) of a single service desk model 
for student support and the introduction of the AskAuckland model will be used to inform the 
Help Zone model. 

We will reduce the number of service points significantly over the next 5 years and work to 
provide a consistent standard and range of front line Help Zone services across the remaining 
locations with a focus on enabling students and staff to navigate our services and resources, 
and connecting to wider University services. We will further adopt self-service technologies for 
transactional activities. We will introduce enhanced online mechanisms for gaining help. 

We will continue to develop the Off Campus Store at East Tāmaki (renaming it the On Demand 
Collection), providing access to physical collections on demand, with an average 24 hour turn 
around. 

We will seek opportunities to integrate with the wider University service infrastructure including 
connecting with and learning from the AskAuckland model, and collaborating with Campus Life 
and Academic Services. 

How we communicate with our large and diverse community is critical for the future state. We 
will strengthen our approach to this with an emphasis on digital engagement and 
communications (with our primary focus digital channels and the digital experience) and a focus 
on strategic academic engagement. 

Relevant and fit-for-purpose resources and infrastructure 

Scholarly collections 

We will strengthen our expertise and support for e-resources especially in their evaluation and 
promotion. We will continue to move staffing resources away from physical collections, 
increasing the use of automation for collection development and assessment. We will ensure the 
availability of resources required for the amalgamation of libraries and the expansion of the On 
Demand Collection. We will clarify and strengthen roles and responsibilities with regards to 
holistic and format neutral collection development and management decision-making and 
implementation. This will be achieved through centralised collection development policy and 
planning. 

We will bring together similar roles and expertise in order to develop critical mass and increase 
flexibility and future proofing. 

We will strengthen our stewardship of the University’s Special Collections and Archives by 
integrating, consolidating and enhancing this work through a single team with responsibility for 
this area. This team will be responsible for developing a clear strategy for digitisation and for 
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digital preservation, and for promoting these collections to the community working closely with 
the Academic Engagement team. We will also review and refresh our collection development 
strategy in this area to ensure alignment to learning, teaching and research. 

Libraries and learning spaces 

As highlighted above, we will reduce our points of physical presence and enhance the client 
support model within the remaining service points. We will work with students and staff to make 
improvements to those service points both in relation to the physical learning environment and 
to the services available. 

Digital tools and infrastructure 

We will be clear that our role is digital LLS developments and digital information and knowledge 
management and not IT services. Consequently, discussions are currently taking place with 
regard to the IT Functional Review. 

The proposed approach to roles in a number of teams will strengthen our knowledge and skills 
in technology, especially in learning and teaching and research related digital tools. 

We will embrace more fully technology in all processes, seeking opportunities for automation 
and process improvement. We will prioritise the digital capabilities of LLS staff using the Digital 
Capabilities Framework. 

Organisational capabilities and how we work 

The proposed Service Delivery Model will be supported by an organisational culture that is 
aligned to our strategic principles and that includes the following: 

Understanding and partnering with our community will be at the centre of our culture. 
This begins with Te Tiriti o Waitangi strategy and leadership, recognising the unique status of 
Māori as Tangata Whenua, and requiring a focus on developing staff understanding and 
capabilities in all teams and at all levels to have sustained and significant impact. This will include 
providing ingoa Māori - Māori titles - for all roles. The use of Te Tumu Herenga and the English 
title “Libraries and Learning Services” will also require consideration. This work, and the 
consultation required, will be led and developed by the Leadership team, including the proposed 
Te Tiriti o Waitangi leadership role. 

 
The importance of this partnership and strategy for our culture is highlighted effectively in the 
Student Outcomes and Success reports: ‘LLS|Te Tumu Herenga’s recognition of Māori as 
Tangata Whenua, and our work towards having a better understanding of Te Tiriti o Waitangi, 
has seen recognition of the value of Māori leadership, care for each other as partners, and 
working collectively…[our ]commitment to Te Tiriti o Waitangi underpinning all of [our] work will 
help toward increasing Māori participation in education, and contribute to positive Māori 
outcomes.’ 

 
Organisation culture will be enabled by our focus on understanding and partnering with equity 
groups, and with our students and staff more broadly. The principles of participatory design and 
design thinking will be used to develop and deliver services, resources and support. 
Collaboration and relationship building across the service and across the University will be 
essential for removing barriers, working as one team and achieving our strategic goals. 

 
Nurturing a learning culture across the organisation will be critical to our success. Everyone 
will  be  expected  to  take  responsibility  for  their  own  learning  and  to  actively  seek   out 
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opportunities for development in areas relevant to their role and teams. This will be supported 
by the Enabling Staff programme that will identify and address priorities and provide 
opportunities for all staff. 

 
Encouraging and rewarding a culture of continuous improvement and innovation that 
focuses on being more sustainable and scalable, streamlined and simplified. We will be evidence- 
based, outcome-focused, flexible and adaptive, looking to the future. 

 
Essential capabilities will be further developed to grow the organisational culture articulated 
above and to ensure the success of LLS functions. These are outlined for each role in specific 
position descriptions, and at a strategic level will include: 

• Te Tiriti o Waitangi capabilities framework; 
• Digital Capabilities Framework; 
• Leadership at all levels (refer to the University of Auckland Leadership Framework); 
• Collaboration, communication, partnership and relationship building capabilities; 
• Client-centred service delivery and design; 
• Learning and teaching support capabilities including – Learning/instructional design 

knowledge; pedagogical approaches; web design and the creation of online resources; 
understanding the digital learning environment; 

• Research support capabilities – Knowledge of the research information ecosystem and 
tools; researcher profiling services and tools; networking and collaboration tools; 

• Copyright and intellectual property; and 
• Business planning, project management and process improvement. 

 
5 Strategic Alignment and Benefits 

 
5.1 Strategic Alignment – University of Auckland Strategic Plan 2013 – 2020 

 
Strategic Objective Key Action(s) LLS SDM Contribution 

Objective 1: A work 
environment characterised 
by a commitment to clear 
expectations, development 
of potential, inclusiveness, 
high achievement and 
rewarding performance. 

Ensure that all staff have clear 
performance expectations 
aligned to their roles and to 
their prospects of career 
development in the context of 
the University’s strategy. 

The proposed Service Delivery 
Model is designed to establish 
a structure, teams and 
positions based on clearly 
defined functional areas and 
responsibilities, with 
corresponding accountability 
for outcomes and recognition 
of achievement. 

Objective 2: An 
outstanding staff 
experience where success 
is celebrated and high 
levels of engagement 
achieved. 

Provide career development 
opportunities and practices 
that support the aspirations of 
staff. 

The proposed teams and 
positions reflect the need to 
align our work and the 
development of our capabilities 
with a changing information 
landscape and rapidly 
modernising libraries and 
learning services environment. 

Objective 3: An 
environment in which 

Develop a clear understanding 
of leadership expectations at 
all levels in the University. 

Leadership expectations and 
accountabilities are clearly 
articulated at all levels within 

https://www.staff.auckland.ac.nz/assets/staff/HR/career-development/documents/Leadership%20Framework%202%20page%20Summary%202016.pdf
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Strategic Objective Key Action(s) LLS SDM Contribution 

distributed leadership is 
developed and valued. 

 the proposed structure and 
positions. 

Objective 4: A diverse 
student body of the 
highest possible academic 
potential. 

Identify students of ability 
whose personal circumstances 
limit their opportunity to 
access and succeed at 
University and assist them to 
overcome those barriers 
through a coordinated, 
research-informed suite of 
support programmes. 

LLS proposes to continue 
investment in the delivery of 
quality learning and teaching 
and research support services, 
and to refocus, refine and 
maximise the value and impact 
of these services through the 
establishment of functional 
teams, the appropriate use of 
technology and data-driven 
decision making. 

Objective 5: A student 
body growing at 1% per 
annum with increased 
proportions of 
international, postgraduate 
taught and postgraduate 
research students. 

Support and encourage 
honours and masters students 
to progress to higher research 
degrees. 

Objective 6: A substantial 
increase in annual 
completions of taught 
masters, research masters 
and doctorates. 

Support research postgraduate 
students (e.g. via scholarships 
and research resources) to 
ensure that they complete 
their programmes within the 
allotted time. 

Objective 7: A high quality 
learning environment that 
maximises the opportunity 
for all our students to 
succeed and provides them 
with an inclusive, 
intellectually challenging 
and transformative 
educational experience. 

Develop a coordinated, 
research-informed suite of 
programmes to support equity 
students to succeed in their 
studies at all levels in the 
University. 

Objective 9: A growing 
output of excellent 
research across all our 
disciplines. 

Ensure that the importance of 
maximising citations and 
impact is recognised across 
the University and is reflected 
in publishing behaviours. 
Ensure that our infrastructure 
is appropriate for the support 
of research. 

The proposed model 
strengthens support for 
researchers by embedding and 
extending services, reducing or 
eliminating transactional work 
in favour of an enhanced range 
of value-add services. 

Objective 11: Partnerships 
in which the University and 
Māori work together to 
achieve their shared 
aspirations. 

Develop and implement 
strategies to assist all staff and 
students to have a knowledge 
and understanding of The 
Treaty of Waitangi/Te Tiriti o 
Waitangi relevant to their 
disciplines. 
Develop and implement 
strategies to improve Māori 
student participation, success, 
retention, and completion 
rates in all disciplines. 

The proposed Te Tiriti o 
Waitangi leadership position in 
the senior leadership team 
demonstrates the strategic 
importance of this objective 
within LLS. All proposed 
position descriptions include a 
key accountability relating to 
the support of the University’s 
commitment to Māori, and Te 
Tiriti o Waitangi, and LLS has 
committed to a learning 
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Strategic Objective Key Action(s) LLS SDM Contribution 

  programme in this area for all 
staff which will begin in 2018. 

 
LLS proposes to continue 
investment in the delivery of 
quality learner support services 
for Māori students, including 
the development of a Māori 
student success model. 

Objective 15: An 
infrastructure of the 
highest quality possible to 
support our teaching, 
learning, research, and 
community engagement. 

Ensure that all existing 
infrastructure is maintained 
and used as efficiently as 
possible. 

The proposed transfer of 
collections and services and 
the continued development of 
the On Demand Collection 
facility and services supports 
this objective and key action 
by ensuring that spaces and 
infrastructure are used in a 
more efficient and financially- 
sustainable manner. 

Objective 18: High quality 
governance and 
management practices 
consistent with the mission 
and values of The 
University of Auckland. 

Ensure that all policies and 
procedures align with the 
strategic direction of the 
University. 
Implement continuous 
improvement processes across 
all support, service and 
administrative activities. 
Ensure that all parts of the 
University actively meet the 
needs of those to whom they 
provide services, and that 
service delivery is client- 
focused, responsive, 
constructive, and helpful. 

The proposal aligns the future 
direction of Libraries and 
Learning Services with the 
University Strategic Plan and 
with the future trajectories 
outlined in the LLS Vision and 
Strategy 2017-2021. 

 
The proposed organisational 
model and related positions set 
out clear responsibility and 
accountability for continuous 
improvement activity and the 
priority placed on client- 
focused service design and 
delivery. 

Objective 19: An 
international standing that 
places us in the top half of 
the groups of leading 
Australian, British and 
Canadian universities. 

Ensure through benchmarking 
with 10-15 peer institutions 
that our performance in 
teaching and learning, 
research, service, equity, 
leadership and management is 
at a level that ensures our 
place among the world’s 
leading civic, public 
universities. 

Considerable qualitative and 
quantitative benchmarking has 
been undertaken to inform the 
proposal, and especially in 
relation to leading Australian 
and British universities. 
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5.2 Summary of Proposed Service Delivery Model Benefits 

 
Strategically - 

• Greater and clearer alignment of LLS goals and services with University strategy and 
Faculty and LSRI priorities; 

• Stronger, more targeted and specialised focus on learning and teaching, and on research, 
with the ability to provide services (including emerging and new services) to larger 
numbers of staff and students; 

• Leadership and support for Te Tiriti o Waitangi; 
• Responds to significant changes in community behavior and expectations and in access 

to and use of scholarly information; and 
• Realigns services and resources to priority and emerging services, and away from 

reducing services, providing greater impact and value for money. 

 
Relationships and promotion of services - 

• Increased focus on relationships with Faculties and LSRIs and on promoting LLS services 
and opportunities to collaborate; 

• Increased ability to respond proactively and effectively to new and emerging trends and 
issues through understanding of the strategic environment; and 

• Academic discipline focus – a balance between functional and disciplinary models ensures 
maintenance of academic discipline expertise but will be broader to provide increased 
flexibility, more functional specialisms and future proofing. 

 
Support for research - 

• Increased focus on support for researchers and postgraduate students in an increasingly 
digital environment; 

• Ability to deliver services and provide expertise to a larger group of researchers, building 
on the PBRF support model; and 

• Provides accountability and clarity internally to develop and deliver LLS services to meet 
researcher needs and develop and apply expertise. 

 
 
Improves the student learning experience - 

• Strengthens relationships with academics in their teaching and provides support, advice 
and resources to help develop the Graduate Capabilities; 

• Improves the student experience through a co-ordinated client services strategy and 
operation, that helps the student navigate both LLS and University services and supports 
them in their learning; and 

• Focuses on inclusive learning and services for priority groups of students. 
 
 
Effectiveness and efficiency - 

• Functional teams able to provide increased flexibility and cover rather than having small 
teams and individual points of failure, plus greater consistency of service standards; 
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• Reduced silos and duplication of effort; and 
• Reduced physical footprint and associated costs. 

 
 
Scholarly collections benefits - 

• Strengthens those University cultural collections managed by LLS, providing an 
integrated approach to management, development and promotion, aligning cultural 
collections to University strategy; 

• Integrates digital developments and discovery with collections and content, facilitating 
greater sharing of expertise and more effective strategy development and decision 
making; and 

• Grows capability and capacity in collection development including accessibility, promotion 
of resources, assessment, and digitisation. 

 
6 What Are We Consulting On? 

 
This consultation includes a proposed Service Delivery Model for LLS and an organisational 
structure designed to support this Model, including proposed positions and remuneration levels, 
proposed FTE allocations, the proposed redeployment and recruitment processes to be followed, 
and selection criteria that will be used should employee selection processes be required. 

Feedback is sought on all of the above as part of the consultation feedback review period, 27 
March 2018 – 30 April 2018. 

 
7 What Are We Not Consulting On? 

 
This document and related consultation process makes no proposal with regard to the following 
groups and/or positions at this time: 

Digital Development, Applications Support, Systems Management 

Positions within these teams fall in scope of a functional review of IT services that will take place 
across the University during 2018, and therefore, any changes proposed to the positions in these 
teams will be in scope of that review. The specific positions referred to here are designated as 
out of scope in the relevant section of the organisational chart. 

Career Development and Employability Services 

This document and related consultation process makes no proposal with regard to Career 
Development and Employability Services (CDES), apart from proposing an alignment of CDES 
marketing activity with the central Business Services function. The remaining positions within 
the team have been designated as out of scope in the relevant section of the organisational 
chart. These positions will remain in situ until further work is undertaken to refine the 
organisational structure and positions in this area in light of the outcomes of the Work-Based 
Learning project which has been identified and commenced as part of the USPO strategic 
portfolio for 2018. 
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Assistant-Level Positions within Libraries and Information Commons 

While this document and related consultation process proposes a model for the delivery of Client 
Services across all future LLS service points, further analysis will need to be undertaken through 
the transition process to establish appropriate resourcing levels for each of these service points. 

Feedback is sought through this consultation with regard to the following proposed positions and 
their proposed place in the model and organisational structure: 

• Client Services Assistant 
• Client Services Assistant (Senior) 

Should the proposal be confirmed, analysis will be undertaken to establish appropriate staffing 
levels and consultation on the application of the Client Services model and impact upon current 
positions would follow. This includes the following current position types directly related to 
current delivery of client services: 

• Desk Assistant; 
• Desk and IC Assistant; 
• LLS Assistant; 
• Library Assistant; 
• Library and IC Client Service Assistant; and 
• Libraries and Learning Services Assistant. 

Therefore, the current positions listed above that are focused on front of house client services 
activity are designated as out of scope for the purposes of this proposal. Individuals will be 
advised accordingly in relation to their specific position(s). 

Supplementary Materials 

In addition, there are a number of supplementary materials referred to in this document that 
support and underpin the proposal. These materials include the following, which have each 
followed a process and are not themselves being consulted on as a part of this proposal: 

• Libraries and Learning Services Vision and Strategy; 
• Student and Researcher Outcomes and Success Current State Summaries; 
• Student and Researcher Outcomes and Success recommendations; 
• Libraries and Learning Services 2017 Infographic; 
• Review of Creative Arts and Industries (CAI) Libraries; 
• Digital Capabilities Framework; and 
• Te Tiriti o Waitangi Capabilities Framework. 

 
8 The Proposed Service Delivery Model 

 
The Service Delivery Model has been developed with the aim of positioning and focusing LLS as 
effectively and efficiently as possible to deliver on the future state outlined above and to address 
the gaps identified in the current state. 

 
This has been developed holistically, taking a whole of service approach, in order to maximise 
available opportunities. This has also been done whilst being cognisant of other functional 
reviews. 
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LLS Purpose and Focus 
 
LLS is an essential partner in learning, teaching and research in order to: 

• Enrich and support students in their learning and their lives, providing them with an 
excellent student learning experience. 

• Enable excellence in research. 
 
This is delivered through: 

• Skills and capabilities development (academic, information and career literacies) to 
enable students to succeed in their studies and throughout their careers, using the online 
environment to provide all students with these opportunities; 

• Researcher development and support especially for early career researchers, doctoral 
and postgraduate students, enabled by information systems and tools that reflect best 
practice globally; 

• Our commitment to Te Tiriti o Waitangi underpinning all of our work, helping to increase 
Māori participation in education, and contribute to positive Māori outcomes; 

• Specialist and targeted support for specific groups of students and a focus on inclusive 
learning; 

• Provision of quality and relevant scholarly information and collections for learning, 
teaching and research, ensuring best value and ease of access; 

• Connecting researchers and students with unique cultural collections to inspire research 
and discovery; 

• Access to excellent facilities and technology to support study and research. 
 

Design Principles 
 
In addition to the Vision and Strategy Principles, the following design principles have been used 
to shape the proposed organisation. 

 

Principle What this means within LLS 
Drives clear accountability 
and performance 

Functional teams responsible for clearly defined aspects of 
service that are cross-service 

Increases clarity Leadership and management teams have clear 
responsibilities at both a team and individual level. Clarity 
provided in how individuals and teams work together to 
provide joined up services 

Promotes effectiveness, 
efficiency and productivity 

Decision making simpler and quicker given clarity of 
responsibilities and reduced duplication 

Ensures financial 
sustainability 

SDM that focuses on self-service and user autonomy first, 
providing a wide range of services to all often 24/7 through 
digital platforms. Reduction of multiple points of service and 
duplication. 

Increases flexibility Reduction of 'single points of failure' and individualised roles. 
Portfolio roles that can be flexible and adapt to changing 
needs and demands 

Minimises duplication of 
effort between functions 

Functional teams bring together similar/same aspects of 
service (e.g. customer service, cultural collections) 
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Proposed Service Delivery Model Overview 

The following diagrams present the proposed SDM in terms of service delivery (the what and 
how) and locations (the where). 

This tiered model is common practice at the University of Auckland and has been successful in 
a number of libraries and learning services contexts internationally. It is proposed that the tiered 
model be applied across LLS as a whole in the following way: 

• Beginning with self-service for the majority of transactions at Tier 0;
• Moving to simple and standard queries dealt with at the Help Zones and virtually at Tier

1 managed by a client services team;
• Then referral to staff across any team in LLS where greater expertise and knowledge is

required at Tier 2;
• And finally with Tier 3 advice and support provided for target groups and specific

audiences around a range of specialised services.

During key transition points (for example, orientation, exams) drop in clinics and support from 
Tier 2 staff may be planned at service points. 

A Customer Relationship Management (CRM) tool will be required to manage, monitor and report 
on activity. This would also be used by other teams in client-facing roles. 
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Service Delivery Model – Where and How 
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As illustrated above, the proposed Service Delivery Model reduces the number of staffed physical 
service points from 11 to 5 over time (plus the On Demand Collection at Tāmaki). This will be 
phased with detailed timelines developed once decisions are made and the transitions carefully 
managed to ensure business continuity. It proposes that: 

• the General Library be reconfigured and a number of improvements made to effectively 
manage the transfer of collections, services and facilities, with increased use of the On 
Demand Collection at Tāmaki; 

• the Music and Dance, Architecture and Planning, and Fine Arts Libraries collections, 
services and facilities be assessed and transferred to the General Library as outlined in 
the CAI Libraries Review report, in which the majority of the Review Committee members 
endorsed the following recommendations: 

• Consolidate the three CAI libraries into the General Library; 
• Provide appropriate environments for CAI collections in the General Library; and 
• Provide appropriate facilities and spaces for researchers and students to engage with 

the collections. 

• the Archive of Māori and Pacific Music be transferred to the General Library; 
• the Tāmaki Library and Information Commons collections, services and facilities be 

assessed and transferred to the appropriate location relating to the discipline (Philson 
Library at Grafton, General Library at the City Campus). The timeline will be in accordance 
with the transfer of academic departments and LLS services will continue to be provided 
until the closure of the campus; 

• the Sylvia Ashton-Warner Library and Information Commons collections, services and 
facilities be assessed and transferred to the General Library at the City Campus. The 
timeline will be in accordance with the transfer of the Faculty of Education and Social 
Work and LLS services will continue to be provided until the closure of the campus; 

• the Sylvia Ashton-Warner Library at Tai Tokerau remains as an LLS service point due to 
the requirement to support staff and students in Whangarei; 

• the Davis Law Library remains as an LLS service point. This is due to the high level of 
use of both the physical collection housed there and the Library as a research and study 
space by students. The nature of Law as a discipline results in heavy reliance on printed 
texts and in many cases on reference material that cannot be borrowed. Leading law 
schools, courts and legal practices rely on physical collections of statutes, judicial 
decisions and other materials, as well as electronic resources, for the nature of the work 
and research undertaken in the discipline. When the Faculty of Law moves from its 
current location in Eden Crescent to Old Government House and the Thomas Building, 
there will be a careful analysis of the type of law library best suited for a leading law 
school and the space and other implications of this; 

• the Philson Library and Information Commons at Grafton remains as an LLS service point. 
Whilst the use of physical collections continues to decline in the medical and health 
disciplines, the Philson Library and Information Commons remain highly used as study 
facilities for students and the Library is also contracted to provide services to the 
Auckland District Health Board; and 

• the Kate Edgar Information Commons remains as an LLS service point given its high 
usage as a study facility and central help point for Student IT and other client services. 
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9 Proposed Organisational Structure and Positions 

The proposed Service Delivery Model has been translated into a structure that is aligned with 
University strategy and priorities. It is also scalable and flexible in order to respond to changes 
in the environment. Leadership is by function across all locations, empowering staff to lead and 
make decisions whilst establishing clear accountability for outcomes, and bringing together and 
integrating teams where there are synergies. LLS continues to be centred on staff and student 
needs in learning, teaching and research – tailored and targeted where it needs to be, yet 
scalable to reach large numbers, and retaining a Faculty and LSRI focus. 

Significant change is required in order to fulfill the promise of the Vision and Strategy 2017- 
2021, and to meet financial imperatives. Over an estimated 3-year period, it is expected that 
the overall FTE will reduce by approximately 45 FTE. This is largely related to the proposed 
reduction of LLS service points. In order to realise the proposed Service Delivery Model, all 
current organisational units within LLS are proposed to be discontinued. New organisational units 
are proposed. 

The position descriptions for each proposed position are provided online for feedback. For those 
current positions that have only minor changes proposed e.g. title and/or reporting line, position 
descriptions will be updated following confirmation to align with the new organisational structure 
in the most up to date position description template. 

 
9.1.1 Leadership Team 

The Leadership Team will provide leadership for the whole of LLS with a focus on governance, 
strategy, planning and delivery, people development, business development and budgetary 
oversight. Both Associate Directors will be expected to deputise for the Director. 

 
In the proposed Service Delivery Model the Leadership Team will be responsible for the following 
functions: 

• Leadership 
o Staff leadership 
o Leadership of change and innovation 
o Workforce development including leadership and oversight for staff learning and 

development 
o Leadership of strategy, capability and capacity building in relation to Te Tiriti o 

Waitangi 
• Strategic partnerships and collaboration 

o Responsibility for senior strategic partnerships and collaboration across the 
University and with key external partners 

• Governance 
o Governance of LLS, including oversight of strategy, policies and guidelines 
o Compliance 

• Strategy, Planning and Delivery 
o Strategic and operational planning aligned to University strategy 
o Accountability for delivery of organisational goals and objectives 
o Accountability for agreed KPIs and service standards 

• Budget 
o Budget oversight and planning 
o Allocation of resources to achieve agreed goals 
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• Business development 

o Building and maintaining strategic partnerships within and external to the 
University 

o Identifying, assessing and maximising new opportunities for service 
improvements and support for University goals 

• Project identification, sponsorship and management 

 
Note: Feedback is sought with regard to the appropriate title for the Te Tiriti o Waitangi 
leadership role. 



 

 

 
 
 

9.1.2 Proposed Leadership Team Diagram 
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9.2.1 Business Services 

 
The Business Services Team will be a centralised service providing strategic and operational 
guidance and day-to-day support for all LLS teams encompassing administration, digital 
engagement and communications, project management, quality and planning. 

 
In the proposed Service Delivery Model Business Services will be responsible for the following 
functions: 

 
• Quality and Planning 

o Provide and manage framework, guidance and support for LLS strategy and 
operational planning 

o Provide and manage LLS quality framework and reporting 
o Provide data and analysis to inform strategy and business development, bringing 

in external expertise/resources as needed 
• Project Management 

o Co-ordination of LLS projects including active management and implementation 
of key strategic projects 

o Development of project management capabilities within LLS including coaching of 
staff and facilitation of good practice 

• Digital Engagement and Communications 
o Provide and manage the LLS communications framework with the emphasis on 

digital engagement with clients 
o Ensure high quality and targeted content 
o Strong focus on the digital experience and digital channels, with responsibility for 

discoverability of LLS collections and content, drawing on expertise in other teams 
• Administration 

o Provide administration support for LLS including for HR, finance and general 
administration for Leadership Team including EA support for the Leadership team 

o Co-ordinate staff learning and development activities, aligned to needs 
o Provide facilities management, ensuring consistent quality across facilities 

 

Note: Staff in digital engagement and communications roles across LLS will be managed 
centrally through the Business Services team, whilst being embedded with the teams they 
support on a day-to-day basis. 
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9.2.2 Proposed Business Services Diagram 
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9.3.1 Research and Collections 

 
The Research and Collections team will provide a range of services to support researchers and 
postgraduate research students with a focus on research skills and enabling them within the 
digital scholarship environment. The team will also provide collection development and access 
services for all formats and cultural collections access and expertise. Copyright and Records 
management expertise and advice will be located within this team. 

 
In the proposed Service Delivery Model Research and Collections will be responsible for the 
following functions: 

 
• Research Services 

o Consultancy and advice for researchers and postgraduate research students on 
research planning, researcher profiles, scholarly information resources, research 
impact, research outputs, research data management, open access and scholarly 
publishing 

o Product ownership of Symplectic Research Outputs and Research Space 
o Development of new approaches and services as the Research Information 

Ecosystem evolves 
o Postgraduate and researcher skills development, to be provided primarily online 

complemented with individual/group as required 
• Collection Development and Access 

o Provide collection development strategy, policy and practices aligned to learning, 
teaching and research priorities and reflecting best value (includes selection and 
relegation frameworks, analysis and decision making – selection for one-off 
material is done through profile plans and via academics and students) 

o Negotiations with vendors to ensure best value and best fit contracts and licences 
o Collection budget management and reporting 
o Collection sourcing and purchasing including access to materials to support 

reading lists 
o Metadata provision for purchased collection, and for University research outputs 

as needed including verification and theses deposit, with advice and support 
provided to Cultural Collections as required 

o Document delivery (to and from partner collections, and internally) 
o Collection maintenance and management (physical collections) including 

management of the On Demand Collection (East Tāmaki) and Print and Binding 
Services (proposed new names to better reflect their roles and purpose) 

• Copyright 
o Provision of advice and guidance on copyright and intellectual property matters 

for LLS staff and academic staff 
o Development of copyright and intellectual property knowledge and capability 

across the University, through online materials and workshops 
o Advocacy on behalf of Universities New Zealand and provision of advice on 

national issues 
• Records Management 

o Oversight of university records management policy and practice to ensure 
compliance with relevant legislation and deliver organisational benefit 
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o Provide advice and support for the University community 
o Development of records management knowledge and capability across the 

University 
o Management of the University’s administrative archival records 

• Cultural Collections 
o Policy and development (in liaison with Collection Development and Access team) 

of cultural collections including digitisation and preservation strategies and plans 
o Cultural collections encompass identified New Zealand, Mātauranga Māori and 

Pacific collections, the Archive of Māori and Pacific Music, Media Services, and 
other archives and special collections 

o Use and promotion of cultural collections to support learning, teaching and 
research, including exhibitions (both online and physical) 

o Access and advisory services 

 
Note: 

 
Research Services – Advisors will be allocated a portfolio related to Faculty/LSRI for academic 
and postgraduate research student support. They will also be allocated a portfolio related to the 
range of research technologies. The range and balance of disciplinary knowledge and experience 
required will be a consideration for the teams. It is anticipated that staff will work flexibly and 
take on different portfolios as required. It is anticipated that staff in these roles will be embedded 
within their Faculty/LSRI portfolio for a significant percentage of their time. 

 
The Off Campus Store will be renamed to become On Demand Collection. 
The Bindery will be renamed to become Print and Binding Services to more accurately reflect 
the services provided. 

 
Map collections – We will focus on providing access to and developing the New Zealand and 
Pacific content. This will be part of Cultural Collections remit. The remainder of the map collection 
will be assessed for relevancy to learning, teaching and research. Geospatial services will be 
discontinued. 

 
Records management expertise – It is being proposed that the existing University Records 
Management Programme Manager role be transferred to LLS given the synergies with teams 
and roles within the proposed Research and Collections team including knowledge, skills and 
professional practices. 
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9.3.2 Proposed Research and Collections – Management Team Diagram 
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9.3.3 Proposed Research and Collections – Research Services Diagram 
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9.3.4 Proposed Research and Collections – Collection Development and Access Diagram 
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9.3.5 Proposed Research and Collections – Cultural Collections Diagram 

 



56 | Pa g e SUBJECT TO CONSULTATION 

 

 

 
 
9.4.1 Learning and Teaching 

 
The Learning and Teaching Team will provide a range of services to support students in their 
study, lifelong learning and careers, and academic staff in their learning and teaching. For 
academic staff this will include advice on LLS services and resources to support their teaching, 
and expertise to support the development of the Graduate Profile and Graduate Capabilities 
including the design and delivery of online learning resources. 

 
In the proposed Service Delivery Model Learning and Teaching will be responsible for the 
following functions: 

 
• Learning and Teaching Support 

o Partner with academic colleagues on curriculum development and design, 
identifying strategic priorities and opportunities to collaborate and providing 
expertise to support the development of graduate attributes and capabilities 

o Develop strategies and resources for student academic and information literacies 
with an emphasis on online learning resources that are scalable and customisable, 
optimising opportunities and resources 

o Apply advice and expertise on inclusive learning within the division and the 
University, liaising with the Inclusive Learning team 

o Development of new approaches and services as learning and teaching support 
needs evolve 

o Provide expertise and support in learning technologies (especially Canvas) 
• Learner Support 

o Delivery of learner support services and programmes by Te Fale Pouāwhina, 
English Language Enrichment and Inclusive Learning (proposed new name for 
Learning Disabilities) 

o Develop and implement innovative and targeted learning support strategies and 
approaches to meet identified needs, particularly for identified groups 

o Contribute expertise and advice to the Learning and Teaching Support, Online 
Resources and Client Services teams to ensure good practice with regards to 
inclusive learning and equity groups 

• Career Development and Employability 
o Assist current University of Auckland students (as well as graduates up to three 

years after graduation) with all aspects of career development, helping graduates 
develop the capabilities to successfully self-manage and navigate their world of 
work, life and learning 

o Partner with key stakeholders to integrate work-based learning within learning 
and teaching 

o Partner with employers to maximise opportunities for students 
• Client Services 

o Delivery of LLS front of house help zones and virtual support (email, phone, chat) 
to enable clients to navigate and make the most of LLS services, and referrals to 
other University services 

o Develop, manage and administer shared knowledge base to support service 
delivery 

o Responsibility for relationships with Student Contact Centre and Staff Service 
Centre 

o Responsibility for Tier 0 and Tier 1 delivery and referrals to other teams for Tier 
2 and 3 
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o Partnerships with other student services to provide joined up services and deliver 

initiatives 
o Develop online self help tools and resources 
o Develop and provide day-to-day management of LLS learning spaces, aligned to 

Student Spaces framework 
 
 
Note: 

Help zones – There will no longer be a separate help desk as in General Library. As required for 
Tiers 2 and 3, clients will be referred to other teams. At certain times of the academic year 
workshops and drop-in sessions will be provided to deal with Tier 2 type enquiries. The staffing 
model across all service points will be standardised, using Client Services Assistants and Senior 
Client Services Assistants. 

The Learning Disabilities team will be renamed to become the Inclusive Learning team to better 
reflect their focus and expertise. 

Learning and Teaching Support team – Advisors will be allocated a portfolio related to a Faculty. 
The range and balance of disciplinary knowledge and experience required will be a consideration 
for the teams. It is anticipated that staff will work flexibly and take on different portfolios as 
required. It is anticipated that staff in these roles will be embedded within their Faculty portfolio 
for a significant percentage of their time. 

 
Client Services team – Client Services Team Leaders will be allocated a portfolio of cross LLS 
responsibility of one or more of the following: 

• Client engagement and communication including orientation (link to Business Services) 
• Learning spaces and facilities (link to Business Services) 
• Circulation and memberships 
• High-demand collections 
• Service development – self-service technologies, staff training, knowledge base 
• Student IT 

 
 
It is anticipated that staff will work flexibly and take on different portfolios as required. 
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9.4.2 Proposed Learning and Teaching – Management and Learner Support Diagram 

 

Temporary 
Resource 
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9.4.3 Proposed Learning and Teaching – Client Services Diagram 
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9.4.4 Proposed Learning and Teaching – Learning and Teaching Support Diagram 
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9.4.5 Proposed Learning and Teaching – Career Development and Employability Services Diagram 

 

Out of 
Scope 



 

 

 
 
 
9.5.1 Academic Engagement 

 
The Academic Engagement Team will be responsible for the development of strategic 
relationships with Faculties and LSRIs, and partners (e.g. the Auckland District Health Board) in 
order to align LLS services with need and target resources and expertise. This includes 
relationships with student associations. The team will have a facilitation role between the 
academic community and LLS teams to provision services, support and expertise and will focus 
on the promotion of services, initiatives and programmes to the academic community. The team 
will work in close collaboration with the Learning and Teaching Team and the Research and 
Collections Team. 

The team will be outward facing whilst holding excellent relationships within LLS to ensure joined 
up approaches and excellent service delivery. 

The team will focus on excellent communication and promotion of services, identification of 
Faculty and LSRI needs for existing/potentially new services, and will act as a key liaison 
between the academic community and service delivery teams within LLS. The team will also 
provide quality intelligence and reporting back to LLS. 

In the proposed Service Delivery Model, Academic Engagement will be responsible for the 
following functions: 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Note: 

o Development of strategic relationships with Faculties, LSRIs, and partners in order 
to align LLS services with needs and target resources and expertise 

o Representation of LLS at Faculty and LSRI Boards, Committees and working 
groups 

o Facilitation role between academic community and LLS teams to provision 
services, support and expertise 

o Liaison between LLS and academic community on collections including approval 
plans, consultation on collection policy, and on e-resources evaluation and 
requirement (decision making on collection development is the responsibility of 
the Collection Development and Access team) 

o Feedback from Faculties, LSRIs and partners to inform LLS strategy and planning, 
and business development; they would identify cross university issues and trends 

o Promotion of LLS initiatives and programmes to academic community both in 
general terms and targeted to specific groups 

o Team members would have portfolios for a time in relation to Faculties, LSRIs and 
partners 

Academic Engagement Advisors will be allocated a portfolio related to a Faculty/LSRI. One 
portfolio will also incorporate ADHB support. The range and balance of disciplinary knowledge 
and experience required will be a consideration for the team. It is anticipated that staff in these 
roles will be embedded within their portfolio for a significant percentage of their time. It is 
anticipated that staff will work flexibly and take on different portfolios as required. 

Staff with the same Faculty/LSRI portfolio across the Academic Engagement team, Learning and 
Teaching Support, and Research Services will work in close collaboration to prioritise and plan 
service delivery, key initiatives and communications, and to refer clients as required. They will 
also work closely with the Digital Engagement and Communications team to align plans and 
priorities for maximum impact. 
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9.5.2 Proposed Academic Engagement Diagram 
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9.6.1 IT Support Diagram 
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10 Application of the Proposed Model: Impacts of Proposal to Current 

Organisational Units and Positions 

Proposed position descriptions for each proposed position are provided in the Appendix for 
feedback. 

 
10.1 Current Corporate Services 
NB: The Corporate Services Department ceases to exist under this proposal. 

10.1.1 Proposed Substantively Similar Positions 
 

Proposed Position Proposed FTE Current Title Current FTE 
Executive Assistant 1 Admin & Executive Assistant 1 

Graphic Designer 1 Graphic Designer 1 

Digital Engagement and 
Communications Advisor 

1 Marketing Coordinator 1 (Vacant) 

Copyright Officer 1 Copyright Officer 1 
Total FTE proposed substantively similar 4 (1 Vacant) 

 
10.1.2 Proposed Comparable Positions 
Proposed Position Proposed 

FTE 
Current Title  Current FTE 

Team Leader, 
Projects 

1 Strategic Programme 
Manager 

 1 

Total FTE proposed comparable  1 
 
10.1.3 Proposed Disestablished Positions 

 
Current Positions FTE 
Assistant University Librarian – Access Services 1 

Associate University Librarian – Academic and Research Support 
Services 

1 

Associate University Librarian – Collections 1 (Vacant) 

Associate University Librarian – Digital Services 1 
Corporate Services Librarian 1 

Staff Planning and Development Manager 1 

Administrative Assistant 1 

Library Business Manager 1 (Vacant) 

Assistant Librarian 1 (0.2 Vacant) 

Administrative Assistant-HR 1 (Vacant) 

Total FTE proposed disestablished 10 
(3.2 Vacant) 
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10.1.4 List of Current Fixed-Term Positions 

 
Current Positions FTE 

Administrative Assistant 1.0 
Total FTE current fixed term 1.0 

NB: End dates for fixed term agreements will be determined and advised on a case by case 
basis. 

 

10.2 Current Collections 
NB: The Collections Department ceases to exist under this proposal. 

 
10.2.1 Proposed Substantively Similar Positions 

 
Proposed Position Proposed FTE Current Title Current FTE 
Team Leader, On 
Demand Collection and 
Print and Binding 
Services 

1 Bindery Manager 1 

Binder 3.733 Binder 3.733 

Binding Coordinator 1 Binding Coordinator 1 
Cutter/Binder 1 Cutter/Binder 1 

Team Leader, Metadata 1 Metadata Manager 1 

Metadata Specialist 8.2 Assistant Librarian (Metadata) 8.2 

Metadata Assistant 1 Processing Assistant 1 

Team Leader, Cultural 
Collections (NZ, Pacific 
and Mātauranga Māori) 

1 Special Collections Manager 1 

Archivist 2 Architecture Archivist 
Archivist 

1 
1 

(0.2 Vacant) 
Cultural Collections 
Coordinator 

1 Assistant Librarian (Special 
Collections) 

1 

Art Collection Assistant 1 Art Collection Assistant 1 

Total FTE proposed substantively similar 21.933 
(0.2 Vacant) 

 
10.2.2 Proposed Comparable Positions 

 
Proposed Position Proposed FTE Current Title Current FTE 
Team Leader, Collection 
Development 

1 Acquisitions and Serials 
Manager 

1 

Cultural Collections 
Assistant 

1 Library Assistant (Special 
Collections) 

1 

Collection Development 
Advisor, Policy and 
Planning 

1 Electronic Resources Librarian 1 

Total FTE proposed comparable 3 
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10.2.3 Proposed Disestablished Positions 

 
Current Positions FTE 

Library Manager (Vacant) 1 (Vacant) 

Processing Assistant (Vacant) 1 (Vacant) 
Library Assistant (Serials) 3 

Library Assistant (Acquisitions) (Vacant) 1 (Vacant) 

Libraries & Learning Services (Acquisitions) 1 

Assistant Librarian (Serials) (Level 4) 1.6 

Assistant Librarian (Serials) (Level 5) 1 
 
Assistant Librarian (Acquisitions) (Level 4) (0.8 Vacant) 

1.8 
(0.8 Vacant) 

Assistant Librarian (Acquisitions) (Level 5) 1 

Reading Lists Coordinator 3 

Archivist (Vacant) 1 (Vacant) 
Total FTE proposed disestablished 16.4 

(4.8 Vacant) 

 
10.2.4 List of Current Fixed-Term Positions 

 
Current Positions FTE 

Library Assistant (Off Campus Store) 2 

Assistant Librarian (Metadata) 1.4 

Processing Assistant (Metadata) 1 

Library Assistant (Serials) 1 
Reading Lists Transition Manager 1 

PBRF Verification Lead 1 

Verifier 1 
Total FTE current fixed term 8.4 

NB: End dates for fixed term agreements will be determined and advised on a case by case 
basis. 

 
10.3 Current Digital Services 
NB: The Digital Services Department ceases to exist under this proposal. 

 
10.3.1 Proposed Substantively Similar Positions 

 
Proposed Position Proposed 

FTE 
Current Title Current FTE 

Team Leader, Cultural 
Collections Media Services) 

1 Library Media Services 
Manager 

1 

Research Specialist 1 Research Specialist 1 

Digital Collections 
Specialist 

1 Digital Collections Specialist 1 
(Vacant) 
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Administrator (Media 
Services 

1 LibMediaSrv Administrator 1 

Team Leader, Cultural 
Collections (AMPM) 

1 Archivist (Digital Services) 1 

Audio Technician 1 Audio Technician 1 

Cultural Collections 
Assistant, Te Kaitiaki Māori 

1 LibAsst-AMPM/Te Kaitiaki Māori 1 

Cultural Collections 
Assistant, Pasifika 

0.5 Library Assistant 
AMPM/Pasifika 

0.5 

Total FTE proposed substantively similar 7.5 
(1 Vacant) 

 

10.3.2 Proposed Disestablished Positions 
 

Current Positions FTE 

Curator Cartographic & Geospatial 1 

Web Manager 1 

Web Content Administrator 1 

Web Systems Administrator 1 
Total FTE proposed disestablished 4 

 
10.3.3 Out of Scope Positions 

 
Current Positions FTE 

Application Support Manager 1 

Digital Initiatives Librarian (Vacant) 1 (Vacant) 
Applications Administrator 2 

Digital Access Librarian 1 

Systems Librarian 1 

Digital Development Manager 1 

Analyst Programmer 1 

Lib Analyst/Programmer 1 
User Experience Designer 1 

Senior Analyst / Programmer (Vacant) 1 (Vacant) 

Systems Manager 1 

Systems Engineer 3 

Digitisation Assistant (FTA) 1 (FTA) 

Digital Services Administrator (Vacant) 1 (Vacant) 
Applications Administrator (FTA) 1 (FTA) 
Total FTE proposed out of scope 18 (2 FTA, 3 

Vacant) 



69 | Pa g e SUBJECT TO CONSULTATION 

 

 

 
10.3.4 List of Current Fixed-Term Positions 

 
Current Positions FTE 

Digitisation Assistant (Media Services) 1 
Total FTE current fixed term 1 

NB: End dates for fixed term agreements will be determined and advised on a case by case 
basis. 

 

10.4 Current Academic and Research Support Services (AcRSS) 
NB: The AcRSS Department ceases to exist under this proposal. 

 
10.4.1 Proposed Substantively Similar Positions 

 
Proposed Position Proposed FTE Current Title Current FTE 
Learner Support 
Coordinator 

1 Student Learning Services 
Coordinator 

1 

Learning Advisor, 
Te Fale Pouāwhina 

3 Learning Advisor (TFP) 3 

Team Leader, Learner 
Support 

1 Learning Adviser – Team Leader 1 

Learning Advisor, ELE 2 Learning Advisor (ELE) 2 

Learning Advisor, 
Inclusive Learning 

2 Learning Advisor (Disabilities) 2 

Total FTE proposed substantively similar 9 

 
10.4.2 Proposed Comparable Positions 

 
Proposed Position Proposed FTE Current Title Current FTE 
Team Leader, Client 
Services 

1 Tai Tokerau Librarian 1 

Total FTE proposed comparable 1 

 
10.4.3 Proposed Disestablished Positions 

 
Current Positions FTE 

LibMgr – Science & Engineering 1 
Library Manager - Law 1 

Learning Support Services Manager 1 

Research Support Services Manager 1 

LibMgr Business & Education 1 

LibMgr Arts, Māori & Pacific 1 

Library Manager – MHS 1 
Student Learning Services Manager (Vacant) 1 (Vacant) 

Library Manager, NICAI 1 

Subject Librarian (3.8 Vacant) 33.3463 
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 (3.8 Vacant) 

Pacific Liaison Librarian 1 

Music & Dance Librarian 1 

Learning Services Librarian 4 

Assistant Librarian (Learning Services) 1 
Subject Librarian Team Leader Edu 1 

Lending & Collections Librarian (Education) 1 

Library & IC Commons Coordinator (Education) 1 

Library and IC Coordinator (MHS) 1 

MHS Information Services Mgr 1 

Client Services Librarian (CAI) (Vacant) 2 (Vacant) 
Lending & Collection Librarian (CAI) 1 

Assistant Librarian (Law) (Vacant) 1 

Assistant Librarian (Research Support Services) 1 

Asst Librarian Resrch Sup Serv 1 
 
Research Support Librarian 

2.6933 
(0.4 Vacant) 

Research Outputs Client Support 1 

Research Repository Specialist (Vacant) 1 (Vacant) 

Learning Adviser (Curriculum Integration) 4 
Total FTE proposed disestablished 69.0396 

(8.2 Vacant) 
 

10.4.4 Out of Scope Positions 
 

Current Positions FTE 

Mgr University Careers Services 1 

Career Development Consultant 4.2 

Senior Career Development Consultant 1 

Pacific Career Development Consultant 1 

Career and Employer Māori Consultant 0.6 
Career and Employer Māori Consultant (FTA) 0.8 (FTA) 

Employer Engagement Manager 1 

Employer Event Coordinator 1 

Employer Engagement Assistant 1 

Employer Event Assistant 1 

Careers Office Coordinator 1 
Library Assistant (Arts, Māori & Pacific) 1 

Library Assistant (B&E) (Vacant) 1 (Vacant) 
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Library & IC Client Service (Tai Tokerau) 0.6 

Library & Learning Serv Asst (Tai Tokerau) 0.4 
 
Library Assistant (Edu) 

4.96 
(0.5333 Vacant) 

 
Desk & IC Assistant (Edu) 

1.4932 
(0.3733 Vacant) 

Desk Assistant (Edu) 0.36 

Library & IC Client Service (Tāmaki) 1 

Desk & IC Assistant (Tāmaki) (Vacant) 0.72 (Vacant) 

Desk Assistant (MHS) (Vacant) 0.3067 (Vacant) 

Library Assistant (MHS) 2.4267 

Desk Assistant (MHS) 0.3067 
Library Assistant (CAI) 5 

Library Assistant (Law) 3 
Total FTE proposed out of scope 36.1733 

(0.8 FTA, 2.9333 
Vacant) 

 

10.4.5 List of Current Fixed-Term Positions 
 

Current Positions FTE 

Canvas Facilitator 2 
Assistant Librarian (Learning Support Services) 1 

TFP Learning Assistant 1.4 

Desk Assistant (Leigh Marine) 0.1333 

Library Assistant (Education) 1 

Desk Assistant (Education) 0.1267 

Desk Assistant (MHS) 3.2267 
Desk & IC Assistant (MHS) 0.5333 

Desk Assistant (CAI) 2.8934 

LLS Assistant (Law) 1.6667 

Desk Assistant (Law) 1.04 
Total FTE current fixed term 15.0201 

NB: End dates for fixed term agreements will be determined and advised on a case by case 
basis. 

 
 
10.5 Current Access Services 

 
NB: The Access Services Department ceases to exist under this proposal. 



72 | Pa g e SUBJECT TO CONSULTATION 

 

 

 
10.5.1 Proposed Disestablished Positions 

 
Current Positions FTE 

Lending, Interloan & Enq Mgr 1 

IC Group Manager 1 
Assistant Librarian, Coll Mgmnt 1 

Client Services Coordinator 1 

After Hours Supervisor 1.1466 

ICLDS Supervisor 1 

Assistant Librarian (Lending Services) 1 

Assistant Librarian (Interloans) 1 
Enquiry Services Librarian 1 

Audiovisual Collection Coordinator 1 

Desk Assistant (LIES) 1.6134 

Library Assistant (LIES) (1 Vacant) 3 (1 Vacant) 
Total FTE proposed disestablished 14.76 

(1 Vacant) 

 
10.5.2 Out of Scope Positions 

 
Current Positions FTE 

LLS Assistant (IC Group) 0.4 
 
Libraries & Learning Servs Asst (IC Group) 

4.2 
(1.6 Vacant) 

Desk Assistant (IC Group) 2.6534 
Library Assistant (LIES) 1 
Total FTE proposed out of scope 8.2534 

(1.6 Vacant) 
 
10.5.3 List of Current Fixed-Term Positions 

 
Current Positions FTE 

Libraries & Learning Asst (IC Group) 1.2 
Desk Assistant (IC Group) 1.9467 

Shelving Assistant (Coll Mgmt) 5.8269 

Desk Assistant (LIES) 0.9733 

Mail Room Assistant (Vacant) 0.4 (Vacant) 
Total FTE current fixed term 10.3469 

(0.4 Vacant) 
NB: End dates for fixed term agreements will be determined and advised on a case by case 
basis. 
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10.6 Proposed Leadership Team 

 
10.6.1 List of Proposed Positions 

 

Proposed Positions FTE 
Associate Director, Research and Collections 1 

Associate Director, Learning and Teaching 1 

Te Tiriti o Waitangi Leadership Role (Title to be consulted on) 1 

Manager, Academic Engagement 1 

Manager, Business Services 1 
Total FTE proposed new positions 5 

 
10.7 Proposed Business Services Team 

 
10.7.1 List of Proposed Positions 

 

Proposed Positions FTE 
Team Leader, Digital Engagement and Communications 1 

Digital Engagement and Communications Advisor 2 

Project Coordinator 1 

Project Assistant 3 

Service Design Advisor 1 
Quality and Planning Advisor 1 

Team Leader, Administration Services 1 

Administrator 2 

Facilities Coordinator 1 
Total FTE proposed new positions 13 

 
10.8 Proposed Research and Collections Team 

 
10.8.1 Proposed Substantively Similar Positions 

 

Proposed Position Proposed FTE Current Title Current FTE 
Records Officer and 
University Archivist 

1 Records Mgmt Programme 
Manager (Digital Strategy and 
Architecture - CDO) 

1 

Total FTE proposed substantively similar 1 
 
 
10.8.2 List of Proposed Positions 

 

Proposed Positions FTE 
Manager, Research Services 1 

Team Leader, Research Services 2 

Research Services Advisor 14 
Research Skills Coordinator 1 



74 | Pa g e SUBJECT TO CONSULTATION 

 

 

 
Proposed Positions FTE 
Manager, Collection Development and Access 1 

Team Leader, Collection Access 1 
Collection Assistant 8 

Materials Assistant 4.5 

Collection Development Advisor 7 

Collection Development Advisor, Policy and Planning 1 

Manager, Cultural Collections 1 
Total FTE proposed new positions 41.5 

 

10.9 Proposed Learning and Teaching Team 
 
10.9.1 List of Proposed Positions 

 

Proposed Positions FTE 
Manager, Client Services 1 

Team Leader, Client Services 7 

Client Services Assistant, Senior TBD 

Client Services Assistant TBD 

Manager, Learner Support 1 
Manager, Learning and Teaching Support 1 

Team Leader, Learning and Teaching Support 2 

Learning and Teaching Support Advisor 16 

Team Leader, Online Resources 1 

Online Resources Designer 4 
Total FTE proposed new positions 33 (TBD) 

 
10.10 Proposed Academic Engagement Team 

 
10.10.1 List of Proposed Positions 

 

Proposed Positions FTE 
Academic Engagement Advisor 6 
Total FTE proposed new positions 6 



 

 

 

11 Summary of Potential Impacts Across All Organisational Units 

Below is a table which summarises the potential FTE change impact of the implementation of the proposed Service Delivery Model. 

Overall, 114.1996 FTE positions are proposed disestablished, however there are a total of 98.5 FTE new positions created. There are 
48.433 FTE of permanent positions that are proposed substantively similar or comparable and therefore the incumbents are proposed 
confirmed into positions. 

 

Section Organisational Unit Proposed 
Disestablished 

positions 

Proposed 
Positions 

Proposed 
Substantively 

Similar 

Proposed 
Comparable 

Current 
Fixed-Term 

Out of 
Scope 

10.1 Corporate Services 10 
(3.2 Vacant) 

 4 (1 Vacant) 1 1  

10.2 Collections 16.4 
(4.8 Vacant) 

 21.933 
(0.2 Vacant) 

3 8.4  

10.3 Digital Services 4  7.5 
(1 Vacant) 

 1 18 

10.4 AcRSS 69.0396 
(8.2 Vacant) 

 9 1 15.0201 36.1733 

10.5 Access Services 14.76 
(1 Vacant) 

   10.3469 8.2534 

10.6 Leadership Team  5     

10.7 Business Services  13     

10.8 Research and Collections  41.5 1    

10.9 Learning and Teaching  33*     

10.10 Academic Engagement  6     

 Totals 114.1996 
(17.2 Vacant) 

98.5 43.433 
(2.2 Vacant) 

5 35.767 62.4267 

 
*The allocation of FTE to the proposed Senior Client Services Assistant and Client Services Assistant positions is out of scope of this 
proposal; as such, this number is exclusive of those positions. Further analysis will need to be undertaken through the transition 
process to establish appropriate resourcing levels for each LLS service point. 
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12     Proposed Process for Consideration of Issues Affecting Individual Staff 
 
In the event that the proposal is confirmed, the guidelines for confirming existing position 
holders, selecting individuals for new positions, managing any confirmed disestablished positions 
and for supporting the change are proposed to be: 

 
12.1    Confirming Existing Positions 

 
• Existing positions: These are positions in the proposed structure that are the same, 

substantively similar or comparable to positions that exist currently. A change in position 
title and/or reporting line does not equate to a significant change in position. 

 
Where a position is confirmed as substantively similar or comparable, confirmation of 
new titles and reporting lines will be confirmed in writing after a confirmation document 
is released. A position is generally defined as substantively similar where there is 
proposed to be less than a 20% change in the responsibilities, tasks and activities 
undertaken by the position. A position is generally defined as comparable where the 
proposed position is 21-40 percent different or at least 60 percent similar to an existing 
position. Effective dates for changes in reporting lines would be communicated as 
appointments take place. 

 
• New positions: It is proposed that there will be a number of new permanent positions 

created within the new service delivery model structure. For the 
redeployment/recruitment process, see 12.2 below. 

 
12.2 Redeployment/Recruitment to Potential Vacant Positions 

 
Following confirmation, staff in disestablished positions would be informed of potential vacancies 
and a restricted recruitment/redeployment process would be conducted. In the first instance 
only disestablished staff would be invited to express interest in the vacancies. It is expected that 
in this way, existing staff will be retained in appropriate suitable positions (if possible) into the 
new structure. 

• Expression of Interest (EOI) Process 

Following confirmation, vacancies would be advertised through a restricted expression of interest 
(EOI) process in the first instance. Disestablished staff would be invited to take part in this 
process. 

Any unfilled vacancies at the end of this restricted EOI process will be advertised and appointed 
in the usual manner. 

• Selection Criteria Consultation 

Proposed position descriptions are open to consultation and are available as an appendix in the 
online version of this document. 

In the position descriptions, the selection criteria for each position (which is open for 
consultation) is listed under the Knowledge, Skills, Experience and Capabilities sections. 
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All shortlisting, assessments and interviews would be based on these sections of the position 
descriptions. 

• Selection Methods 

Selection methods may include submission of an EOI and/or CV, a panel interview, possible 
ability testing, psychometrics or other related skills assessments. The aim is to make pragmatic 
selection decisions as appropriate and not put candidates through unnecessary processes. 

All preferred applications to a position would be reference checked. 

• Process for Fixed Term staff 

Fixed-term employees can apply for any advertised vacancies open to all staff as usual and any 
vacancies resulting from this process following the restricted EOI process if any of those positions 
remain vacant. 

 
12.3 Proposed and Confirmed Disestablished Positions 

 
• Proposed disestablished 

Before the general release of this proposal, individuals in proposed disestablished 
positions would have been notified. The proposal and how their position is proposed to 
be impacted would have been presented to them. 

• Confirmed disestablished 
Should the position an individual currently holds be confirmed as disestablished (after 
the review period), they would enter into a redeployment period, where they would be 
supported and encouraged to apply for vacant new positions. 

• Redundancies 
Should no redeployment options exist, or an individual be unsuccessful in obtaining a 
new position, they would likely have their employment terminated by reason of 
redundancy and at that point their notice period would commence. It is noted that 
individuals would still be able to explore redeployment opportunities during their notice 
period, and if confirmed redeployed they would not be entitled to any redundancy 
gratuity. 

 
13 Supporting Staff Through Change 

 
Times of change can bring benefits but may also be unsettling for some individuals. The 
University supports staff in taking care of their own mental health and wellbeing so that they 
have the capabilities to deal with possible change and difficult situations in a constructive way. 

Staff are welcome to access confidential counselling and advisory services provided for and paid 
by the University through EAP services throughout the consultation period. EAP services contact 
number is (09) 358-2110 or 0800 327 669 (0800 EAP NOW). 

 
13.1 Embracing Change Resources 

To support staff, a number of workshops have been scheduled for staff and managers. 

The workshops being offered include: 

• Understanding Change 
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• Navigating the Waves of Change 
• Growing Careers 
• Career Vision and Planning 

In addition, following the release of this Consultation Document online on 27 March 2018, 
impacted staff will be sent an email with a link to a special support module within Career Tools. 
Staff can access and utilise these resources at any time convenient to them, and register their 
interest for particular workshops via the Career Tools support module. 

 
13.2 Additional Resources 

Additional support resources (below) are available for staff via the staff intranet. 

• Employees Survival Guide: designed to help staff learn and prepare for change. 
• People Side of Change: recognises the need for change and identifies roles of effective 

leaders. 
• ADKAR book: an effective model for change that could help minimise risks. 

 

If you have any questions, please speak with your Manager or HR Manager. 
 
13.3 Transition 

If the proposal is confirmed in its current or an amended form, initiatives will be implemented 
to assist managers and staff through the redeployment and recruitment period and through the 
transition into new ways of working. 

The transition stream of the programme, working in partnership with impacted areas and staff, 
would ensure new staff structures and the introduction of any new processes are successfully 
rolled out and optimised. 

Redeployment and recruitment support might include: 

• Supporting managers to run their redeployment and recruitment processes. 
• Workshops and other tools to support staff with preparing for expressions of interest 

processes, including possible workshops for interview skills. 
• Workshops and additional resources to support staff resilience. 

Support for new ways of working might include: 

• Support tools for managers to set up their new or revised team, possibly using Service 
Essentials or other tools to identify team culture and set team and individual objectives. 

• Logistical help with forming new teams (office space, desks, equipment etc.). 
• Needs analysis and training and development resources to support staff, including: 

o Process, system and technical training 
o Leadership development 
o Management development 
o Team coaching programmes 

• Communications and support for staff regarding changes to the way things are done and 
new ways of partnering with other organisational units to deliver service excellence. 

• Establishment of a core set of service standards to help monitor and sustain the 
effectiveness of the changes. 

A transition team would be established to help support these activities. 

https://share.auckland.ac.nz/sites/pod/Change_Library/Employees%20Survival%20Guide%20book.pdf
https://share.auckland.ac.nz/sites/pod/Change_Library/People%20Side%20of%20Change%20book.pdf
https://share.auckland.ac.nz/sites/pod/Change_Library/ADKAR%20book.pdf
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14 Proposed Timeline 
 
The following is the proposed timeline for consultation and confirmation of outcomes: 

 
Date Activity Responsibility 
16 March 2018 • Inform TEU and PSA of proposal. HR 
w/c 19 March 2018 • Impacted staff invited to meetings. Director, LLS 
23 March – 27 March 
2018 

• Inform potentially impacted staff of the 
proposal. 

Director, LLS 

27 March 2018 • Meeting with all staff to announce 
proposal. 

Director, LLS 

27 March 2018 • Consultation documentation available to 
all staff online. 

• Consultation feedback form available 
online. 

HR 

During the 
consultation 
feedback period 

• Staff are invited to request individual 
meetings if they would like to discuss 
how the proposal impacts their position. 
Staff may bring a support person to 
these meetings. 

• Group meetings can be arranged to 
discuss rationale for proposal. 

• Information forums may be run if 
required. 

• Staff support offering will be made 
available and promoted. 

• Seek feedback from staff. Feedback to 
be submitted in writing via the online 
form no later than 5pm 30 April 2018. 

Staff / Director, LLS / 
HR 

30 April 2018 (5pm) • Consultation feedback closes. Staff 
1 May 2018 – 11 May 
2018 

• Collate proposal feedback submissions. Review Committee 
Support 

w/c 14 May 2018 • Review Committee to consider 
submissions and form recommendations 
to the Vice-Chancellor. 

Review Committee 

w/c 28 May 2018 • Vice-Chancellor either: 
o approves the Confirmation 

Document. 
o requests the need for further 

consultation on an amended 
proposal, or 

o decides not to proceed any 
further with consultation. 

VC 

w/c 4 June 2018 • Either communicate the Confirmation 
Document to all staff, continue 
consultation on an amended proposal or 
not proceed any further with 
consultation. 

Director, LLS 
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15 Consultation Feedback 
 
The University of Auckland is committed to consulting with staff and giving full consideration to 
any alternatives raised. This would be conducted using a confidential approach consistent with 
University policies and values. Consultation is considered important so that the University has 
the fullest information, views and options available before proceeding. 

Staff have the opportunity to provide feedback on the above proposals including structure, 
position descriptions, selection criteria, and redeployment/recruitment processes. It is important 
that staff provide feedback to ensure any issues or concerns are addressed and the optimal 
structure is achieved. Please note section 7 “What Are We Not Consulting On?” when providing 
feedback. 

Staff can submit feedback by completing the online feedback form on the University Staffing 
Functions intranet page no later than 5pm 30 April 2018. 

To facilitate discussion on the proposal or to hear individual concerns prior to sending feedback, 
the following individuals will be available for meetings throughout the consultation period. Please 
do not hesitate to contact them. 

 

Contact Email Phone 

Sue Roberts, Director LLS sue.roberts@auckland.ac.nz Ext. 87352 

Sarah Jayne Dipert, HR Manager sj.dipert@auckland.ac.nz Ext. 84091 

 
The University will consult with the relevant unions. 

Following the consultation period, a Review Committee (membership listed below) will consider 
the comments and feedback from staff and recommend to the Vice-Chancellor whether to 
proceed with the new structures as set out in this document or a modified form. 

 
15.1 Review Committee 

 
Review Committee Membership: 

 
Professor John Morrow, DVC (Academic) Chair of Review Committee 
Professor Diane Brand Dean, Faculty of Creative Arts and Industries 
Associate Professor Caroline Daley Dean of Graduate Studies 
Catherine Dunphy Kaiārahi, Faculty of Engineering 
Dr Fiona Ell Associate Dean and Head of School, Initial 

Teacher Education, Faculty of Education and 
Social Work 

Professor Suzanne Purdy Head of Department, Psychology, Faculty of 
Science 

Sue Roberts Director, Libraries and Learning Services 
Martin Shepherd Director of Faculty Operations, Faculty of Arts 
Professor Andrew Stockley Dean, Faculty of Law 

https://www.staff.auckland.ac.nz/en/how-the-university-works/projects-and-programmes/lls-function-review.html
https://www.staff.auckland.ac.nz/en/how-the-university-works/projects-and-programmes/lls-function-review.html
mailto:sue.roberts@auckland.ac.nz
mailto:sj.dipert@auckland.ac.nz
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Following consideration and receipt of a response from the Vice-Chancellor, the next step would 
be to confirm a structure by way of a Confirmation Document to staff, commence further 
consultation on an amended proposal, or not to proceed further with consultation. 

Please note than any conflicts of interest for members of the Review Committee will be mitigated 
in line with University processes. Should staff have concerns about making a submission because 
of an individual on the Review Committee please direct these concerns in writing to Sarah Jayne 
Dipert at sj.dipert@auckland.ac.nz. 

It is appreciated that the proposed changes may cause uncertainty or concern and staff are 
thanked in advance for their constructive feedback and continued commitment to the University. 

Staff are welcome to access confidential counselling and advisory services provided for and paid 
by the University through EAP services throughout the consultation period. EAP Service contact 
number is (09) 358-2110 or 0800 327 669 (0800 EAP NOW). 

Appendix: Position Descriptions 
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