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Identification, design and delivery of end user training for new SITS functionality 
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“Stu3 developed excellent supporting and training 
materials for users…and effectively kept us up to date 
on progress both before and during early life support. 
This has provided a robust platform for us to support 
the system and users into the future.”

Adrian Simons
Service Desk Manager, 
Student Systems Support Centre



The Challenge

Stu3 were involved in the Business Analysis and 
Development of the new e:Vision functionality, 
and in the last eight months of the project it was 
identified that no training resource was available 
internally to support the go live. 

Onboarding new team members in the middle of a 
significant project is always challenging, requiring 
time and resources to fully understand the scope of 
delivery, before an analysis of the training needs can 
begin. Moreover, setting up realistic training data 
takes time and requires expertise. Stu3's expertise 
in identifying, designing and delivering bespoke 
training for student systems implementations, 
including setting up realistic training data, meant 
that work could begin quickly with little onboarding 
required. 

The training needs on this project were complex, 
involving new e:Vision functionality for users as well 
as new exam regulations and business processes.

The users involved included:

   �The Research Degrees Team who were the 
main users of the system and were moving 
from an Access database. The team also 
support examiners and students, so it was 
important to them that any training for these 
users was as effective as possible.

   �Department and divisional users who would 
gain access to more information, and insight 
into the work of the Research Degrees Team. 
The training for this project provided an 
important opportunity to engage these users 
on the examination process as a whole.

   �Internal and external examiners who 
would be using a new examiner portal to 
respond to tasks such as accepting invitations, 
downloading theses and completing an 
examiner report. The challenge here was that 
there was no way of targeting who may be 
an examiner in the new system, particularly 
external examiners who would use magic link 
functionality to access the portal. The training 
solution needed to account for this and ensure 
that examiners were supported to use the new 
system and processes. 

   �Students who would be uploading their 
research thesis through the solution, with 
training needing to help support these 
students to make the process as simple as 
possible.

   �Other stakeholders who would access reports 
from the system, as well as receive outputs 
from the system.

The University of Oxford were implementing a new Research 
Degrees Examination Management solution which would 
enable the more effective management of postgraduate 
research examinations.

The overall aim was to support all users in adopting the 
new functionality, including changes to systems, business 
processes and regulations.
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The Solution
To ensure the success of the training for the new system, 
the following was undertaken:

Training Needs Analysis

A training needs analysis exercise identified the training needs for the new 
functionality. As well as identifying the users and processes requiring training, 
this involved an analysis of Oxford's existing training materials and feedback 
on approaches used by similar projects. A particular focus was given to the 
transition of training, identifying the business areas any training would be 
maintained by after early life support, to ensure that any methods selected 
were supportable. This exercise engaged all key stakeholders and identified 
key deliverables for each area of the new functionality to ensure that any 
training delivered was adding as much value as it could. 

Training Plan

Informed by the Training Needs Analysis, the Training Plan identified several 
options for the delivery of training, including a documentation only option. 
A phased approach was recommended which involved releasing first look 
training materials several months prior to the go live to build knowledge and 
awareness of the changes incrementally. As students and examiners could 
not attend training sessions, new webpages would need to be created to host 
guidance on how to use the system, with the aim of reducing support calls. 

For department users, a number of briefing sessions and flexible drop-in 
sessions were planned to complement new quick reference guides and 
videos. The Research Degrees Team, had been involved in the project since its 
inception, so the training would need to focus on the manuals which would 
be required to document their new business processes and in an in-person 
training session to build confidence and consolidate their knowledge. The 
analysis also recommended a period of continuous improvement, so that any 
feedback from end users could be used to make improvements to training 
materials, ensuring they were the best they could be before being handed 
over. The plan was signed off with consultation with the project team and key 
stakeholders, ensuring we reached the balance between what the end users 
required as well as project timeline and budget constraints. 
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Training delivery

The training delivery began with the release of first look materials on the 
project website, introducing users to key concepts and what was changing. 
Videos were published for each functional area, as well as screenshots and 
infographics focussing on each user's role in the system. Further material was 
produced for engagement sessions where more specific demonstrations of 
the system were provided. A number of manuals and quick reference guides 
were produced to support User Acceptance Testing, and feedback from 
UAT was used to update materials ahead of go live, coinciding with online 
briefing sessions with more detailed demonstrations to end users. Webpages 
for student and examiner guidance were published ahead of go live and 
links to materials for all users were added to the e:Vision screens and email 
notifications so that they could be accessed easily. Finally, an in-person session 
was held for the Research Degrees Team to ensure that they were confident as 
the main business user of the system before the system went live. Throughout 
the training delivery, anonymised data was set up in a training environment 
to reflect actual scenarios used by end users, so as well as meeting data 
protection requirements, the data was as realistic as possible.

Early life support and transition

To support department users, weekly online drop-in sessions were arranged 
which included demonstrations of the new functionality and the opportunity 
to raise any questions and seek support. Email traffic was also monitored 
to identify common themes and inform updates to training manuals. By 
monitoring tasks in the live system, targeted training communications were 
sent to end users at key times to remind them about training materials and 
provide answers to frequently asked questions. This post go live continuous 
improvement ensured that training continued to add value, and reduced the 
number of queries received via the support centre. As we developed training 
based on existing templates and using methods which these teams could 
easily maintain, the transition from project to business as usual was efficient 
and teams are confident they can update them in the future when required.
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“We were consulted on thoroughly throughout the process with ample 
opportunities to input on training needs for our own team and other users of 
the platform and had several helpful sessions to check on the usefulness and 
effectiveness of the materials created, well before and right up to transition of 
responsibility”

Samantha Hutton
Submissions and Research 
Degrees Manager)
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The Benefits

University of Oxford Case Study

Phased Training

Phased approach to training enabled users to build up knowledge of the new 
functionality and associated changes gradually. This meant that by go live, users had 
already seen the system, understood its key concepts, and they could focus on the 
tasks they needed to complete in the system. This training activity also acted as an 
effective change management deliverable.

Ongoing Improvement

�Continuous improvement of training before the end of the project meant that 
materials were accurate to account for any post go live enhancements. This ensured 
training materials were long-lasting and required minimum maintenance after the 
project finished.

Clear Understanding

Increased understanding of data in the system and different user roles in the system. 
This meant that administrators did not need to email the Research Degrees Team as 
frequently, and they felt confident that they could find the information they needed in 
the new system.



Reduced Enquiries

Limited enquiries received to support teams after go live, reflecting that users understood 
how to use the system and new processes. This protected the time of the Research 
Degrees Team and the Student Systems Support Centre at a business critical time.

Built-In Support

Having training materials linked in emails and the system itself made it easy for staff 
and examiners to find the support they needed without having to email support 
teams or request help.

“As a BAU support team, it is always crucial for us that transition to live support 
is well organised and communicated. Stu3 developed excellent supporting and 
training materials for users, provided us with comprehensive process and 
technical knowledge handover sessions and effectively kept us up to date on 
progress both before and during early life support. This has provided a robust 
platform for us to support the system and users into the future.” 

Adrian Simons
Service Desk Manager
Student System Support Centre
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Working with Stu3

Stu3 provided an experienced training consultant 
who understood SITS, including how to effectively 
set up realistic training data, and was a key part 
of the project team, providing regular reports on 
progress to project boards and wider stakeholders. 

Through detailed analysis of the training 
requirements and understanding of the needs 
of the teams who will be supporting the system 
in business as usual, Stu3 were able to deliver a 
training package on time and to budget which 
gave significant support to end users whilst also 
minimising enquiries to support teams. 

We enjoyed working with Oxford on this project, 
and were impressed by the level of engagement. 
Teams were really committed to making the most 
of the opportunity new training provided, and 
gave time and insight into the training design and 
delivery, ultimately maximising the benefits of the 
training.
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“The training we received has been invaluable in providing confidence in using 
the system from the initial go-live, and in providing reassurance for any future 
challenges or changes that may yet be required. Even though our team was 
heavily involved in the development of the new platform, no presumptions 
of knowledge or expertise were made and a reassuring amount of time and 
resources were made available to ensure that we were informed and confident 
to move forwards with a brand new system”

Samantha Hutton 
Submissions and Research 
Degrees Manager

“This was a really challenging project for Oxford, and we couldn’t have done 
it without the expertise, support and commitment of Stu3 colleagues. The 
BA, training and development provided by Stu3 was vital and went above and 
beyond to ensure the successful delivery of the project”

Catherine Mckay
Programme Manager



Background on our client

The University of Oxford is a world-leading centre of learning, teaching and 
research. As the oldest university in the English-speaking world, it can lay claim 
to nine centuries of continuous existence with teaching known to have existed 
at Oxford in some form as early as 1096. 

Oxford is an independent and self governing institution consisting of the 
University, divisions, departments and faculties, and the colleges. Each college 
is independent and self-governing. 

175 countries are represented across the student body of 26,595 students, 
47% of which are undergraduate and 51% graduate students. Entry to Oxford 
is very competitive. Each year there are usually around 3,300 undergraduate 
places, for which 23,000 people applied in 2024 and about 5,500 graduate 
places, for which 38,000 people applied in 2023. 
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