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Anglia Ruskin University,
South East of the UK

Main campuses:
Cambridge & Chelmsford

36,291 students

Using software (TOPdesk) to
Services since 2017
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Ask ARU

Number of student interactions logged:
Mar 2019-20: 66,289
Mar 2020-21: 102,307

65% increase!
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Coronavirus (COVID-19)

If you
the U
Here might be some useful links to help answer your questions.

Whick
Your ¢ [If you have a question that isn't answered below, please click on the "get in touch' form and we'll
answer your question as soon as possible.

Help Support the MHS Response to the Coronavirus

VWhat should | do if I'm concerned that | have Coronavirus or need to self-isolate?

What are the symptoms of Coronaviru

Should | still be coming into Uni,_or should | be self-iso

What is ARU doing in response 1o Coronavirus?

what will happen to my placement during the Coronavirus ocutbreak?

We kr
anoth
returr

who have friends and family there at this time.

f you're feeling anxious about the situation please contact our Counselling and Wellbeing team on

01245 686 700 or visit our website: https://www.aru.ac.uk/wellbeing




March 2020

Keeping in touch....

* Daily, twice a week or weekly calls

« Rapidly added key teams from the university to support

these students
v’ ‘Keepingin touch’

v’ Residential Services

v Catering

v"New Funds team, specifically for COVID
v" UK Compliance team

v’ International Support q r u

v' Senior University management for hourly reporting



March 2020

Keeping in touch....

* Up-to-the-minute reporting for University
senior management

« Governmental report (daily), all ‘on-demand’ and
driven through the software

5 ‘ a.r.u.



{2} Ask ARU

Where you're curren

Where do you live at tf

=

Please confirm your ad
campus *

Covid symptoms

When did you first star
experiencing COVID-1¢
=

Do you know where trz
may have occurred? *

Time spent on camp

Have you been on cam
two days prior to symg
starting? *

Mhile on campus, hawe
any classes or other Al
(e.qg. library, open acce
iCentre, Money Advice,
two days prior to beco
where you might have
than 2m to someone fi
15 minutes?

If you are not sure, ple

"yas”, =

Please tell us which clz
have attended and whi
services you have usec
Blease include the namr
members of staff or st
you remember coming
with, or any teams tha
seen. *

Testing

Have you undergone the NHS Y¥as and the test shows that I have COVID-x v

COVID-19 test? *
Please confirm that you have received a
positive COVID-19 test result, *
Please give the date that you dd/mm/yyyy 0 -:-- o
received the positive COVID-19 test
result.

If you have taken the COVID-19
test, please provide your NHS
refarence number

If you are having COVID-19 symptoms we will let Residential Services know.

We will also let your Faculty Administration office and your POT know the details that
you provide here.

If you are a Tier 4 student, we will also infgs

Please tick here if you would like the
Counselling and Wellbsing service to contact
you to arrange emotional or mental health
support due to your self-isolation or sickness.

Click here for our website about suppor hrough lockdown/self i

We use the contact details we hold for you under our duty of care to you to
support your welfare during the COVID-19 response period.

For more information about how we handle your personal data, please visit
https://faru.ac.uk/privacy-and-cookies

= Required fields

y possessions

1g anxious about
k

15 to help if you ar...

nt Loan Company
id for me?

ans / Student Fina...
nto Uni, or should |

en at the moment...

nd

facing financial di...

&

ponse to

5 1o have a big im..,




(o] Ask ARU

SELF ISOLATING 5T

Self isolating student

Flea wwcomglet L “srm for 3 self iroiating s vdra:

Student Name

Student SID

fyoul

compls
_1, Are you currently self-isolating, I am self-isclating but feel wel . i .

compls have symptoms of COVID-13 or are Self-Isolation Support Fund

you reporting an absence for LEriain sIugents wi re fac
fyou: something else? *
isolatir
You m. | have no choice, | need to stay in
accommaedation. What can | do?
Where is the student living at the £
moment? *

| ! - S
NEEDINE

Q. Is there any extra funding for
Nursing/Midwifery/ODP students?

When did the student start self- e -
isolating? * . The NHS5 Student Bursaries

Useful tips if you're feeling anxious about




£2105-03122 COVID-19 self-isolating ¢ sca Create ~
. GENERAL INFORMATION LINES ASKARU FORMS

+) Caller

| Name Rachel -.-\-'ri.';JHEE, i

{ Campus Chelmsford

¢ contact with the individual.

Ask ARU

| Employee Numbe S oL~

E2011-01515

) Details
| Brief Description COVID-19 self-isolating advice (close conta
{ Entry E-Mail v
( Call Type Student Reguest ¥
Keeping in touch b
« Subcategory Self-isolating & feeling well v

 Exterr al Number

| Planning

In line with the national guidance you will now need to self-isolate for 14
days. We are asking you to do this to fc . eall d {0 reguce the

¢ - ‘) ’

| Urgency
0 Duration 1 week
- Target date May 17, 2021 2:31 PM

On hold

(

| Processing

Keeping in touch

Keeping in touch

We will support you throughout this period of isolation a

’







Christmas 2020

No rest for us!

We have many students still on campus.....

* Daily, twice a week, weekly contact

« Arranging food parcels and wellbeing gifts over the

festive season
2 ‘ A.r.u.



Feb 2021
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Backwards Contact Tracing

£ stop the spread of C . ose rarsity and the wi
commi by p g any detail that might help to identify the place or event where
4 you were infected.

Feb 20

Sti ll n 0 rESt I am in Essex or Cambridgeshire

Any details you provide here will be kept confidential betwesn ARU's Covid 19
Administrat n and Public Health England.
Y { als may be contacted and advised to self-isolate, but vour personal

We’re asked

te did you attend this

ion? *

¢ Bac kwa rds t . ere I'r":lL- at the 4 hours

Paddington Bear
ARU students who we
event.

As a reminder, your details will be kept confidential. 2,

England.

Please provi in, and all of her family. |
R a.ru
with vou. ) ) °




March-May 2021

Covid numbers are very low, but alertness is key....

Occasional social gathering without social distancing...

Search recent calls by postcode or address to find the

‘event’.......!
: ‘ a.r.u.

Our own contact tracing.....



June 2021

We’re still moving forwards and innovating...

Planning for Sept ’21............

............ Who knows what that will bring!
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Key stats of interest...

Number of ‘calls’ from March 20-21: 1 02, 307

Team size in March 2020: 3§ people

Team flexed to become:  24() people

Number of enquiries through the SSP 34 §Q?
’
i qorQUQ

(March 20-21):



Key stats of interest...

Mar 2019-20: 66,289
Mar 2020-21: 102,307 65% increase!

Percentage increase in Self- 8% to 31%!

Service portal usage:
2 ‘ a.r.u.



What have we learnt?

Extraordinary things can be done.....when there is
the right motivation!

We are more resilient than we think....

Large innovation projects CAN happen quickly

Staff and students CAN learn to do things

differently, in a short space of time =
2 ‘ a.r.u.



Your challenge!

Which does YOUR university need from you?

How can you be bold in taking something forwards?

15 seconds to think about what you could do....

What blockers have prevented you from
undertaking this already? 2

5 ‘ a.r.u.



I’'ve seen my

future. Now I’'m

going

to create




Any questions?

Rachel Wright

Student Service Desk Manager,
Student Services

Anglia Ruskin University
Rachel.wright@aru.ac.uk

We use TOPdesk as our main tool for Student Interactions.
More information can be found at www.topdesk.com Cll‘u






