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INTRODUCTION PAGE

The Citizens Jury (or Citizens Panel) project was a response to decreasing
levels of engagement between Western Sydney University (WSU) the
student body, including student representative roles across the University.

Students are in a busy and sometimes transitional period of their lives that
reasonably places extra-curricular university responsibilities below work,
study, and social past-times. Our efforts to account for this and rethink
student representation are a recurring challenge with solutions
traditionally drawing inspiration from existing political institutions.

These challenges are seen as an opportunity that WSU is using to play a
leading role in developing innovative student engagement models.

Across the globe, public authorities are increasingly using citizens’
assemblies and democratic lotteries to involve citizens directly in solving
some of the most pressing policy challenges. These processes give ideal
amounts of time and information to a group of randomly selected
everyday people and facilitate their deliberation on an issue that leads to
finding common ground on a set of recommendations.

WSU applied these methods to the University setting by choosing 32
students through a democratic lottery and giving them the right time (4
days over the course of a semester), information and incentives to work
together and find common ground around recommendations for how
students should have a voice at WSU.

This gave students a chance to experience innovations in democracy at a
time in their lives when they were becoming civic actors. The process
equipped a randomly selected group with a new range of skills for youth
leadership, helping position WSU at the forefront of other universities
nationally on the topic of democratic leadership and student
empowerment.

This Students’ Panel, therefore, was convened to answer the question:

How should students have a voice at WSU?




The Outcome:

The Citizens Jury developed 14 Recommendations for WSU to consider and
respond to. These recommendations involve a collaborative, University-
wide effort, and engagement with several stakeholders.

The Student Community Project Officer, supported by the Student
Community Manager and team will lead the response to the Panel's
recommendations, and implement actions. The project staff will work
closely with all impacted stakeholders to ensure that options are
comprehensively explored, and decisions will be made collaboratively with
consideration to student impact, cost, staff capacity and other relevant
factors, while aiming to address the needs and gaps expressed by the
Panel.

The Universities planned response to each of the 14 recommendations has
been consolidated in the following pages, and will be executed throughout
2023 and beyond, with consideration of the fact that some
recommendations require long-term and complex change processes and
will be advocated for by the Project Team.

A Project update document is planned to be released for the beginning of
2024, which will provide updates on the responses.

Any and all documents related to the Citizens Jury can be found on the
related web page:
https://www.westernsydney.edu.au/currentstudents/current_students/se
rvices _and_facilities/student representation_and participation _at _uws/c
itizens_panel



https://www.westernsydney.edu.au/currentstudents/current_students/services_and_facilities/student_representation_and_participation_at_uws/citizens_panel
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Panel Recommendation 1:

Open Door (Concept) (Static information site with automated help desk)

Details The panel’s rationale is

We recommend that the university employs an The introduction of this automated student help desk will directly target the lack of current student
automated student services help desk. We also interaction. It will also assist in the centralisation and visualisation of information.

suggest online/ physical assistance for specific

things such as clubs, maintenance requests, We believe that the current system in place for students to obtain information is quite convoluted and
and other general issues. This online/ physical  difficult to navigate. We want to stress that a better knowledge-based system will take stress of
assistance should be knowledge based, student services.

concise, easily accessible and highly relevant.

There should be a static information site with The forum would assist in giving the students a platform to raise and access various concerns that

the automated help desk on it. This links to affect them.

recommendation 3 and 4.

This is important because as students, we feel like getting our voices heard in the first place is a
convoluted process within itself. We also feel like getting information is quite difficult- navigating the
University websites for information is quite tedious, unless you know where to look in the first place.

We believe that this is the best way to address the issue because we are not asking for an entirely
new system- just an improvement on current frameworks. Our suggestions are based on what we
have heard from surveyed students, and we believe that our suggestions would be beneficial to the
current Student Central team. It would free them up from more simple/straightforward requests,
leaving them more available to service more complex enquiries.

A successful system will result in less waiting times for essential services such as Student Central, and
will provide students with the ability to bring up concerns that affect them. This system will also
service more students in the same amount of time under the traditional methods.




WSU
understanding of
this
recommendation
We understand this to
mean a searchable
knowledge base linked
to a chat bot, to make it

easier for students to
navigate information.

WSU Response to Recommendation 1:

What the University will do

The university agrees that it is currently a significant
challenge for students to get the right information
that they require at the right time. WesternNow can
help bridge this gap.

While the university works to improve its existing
knowledge base within WesternNow, we will work
to make information easier to find and understand.
This will include raising this with the team managing
the universities ‘knowledge base’  within
WesternNow, particularly the idea of building in an
integrated chat bot to see if this is something which
is practical and which could be added to the
University’s technology roadmap.

In the meantime, the University actively encourages
the submission of new ideas and opportunities to
improve student experience through submissions
made via the dedicated feedback form on
WesternNow (which can be found along thp
banner on the Student Portal home paggeyery
submission is valuable and will be treated with
proper  attention to inform continuous
improvements and the
WesternNow portal.

enhancements to

1.

Action ltems

Utilise WesternNow

A Work to improve
knowledge base
articles within
WesternNow (easier
to find and
understand)

A Actively encourage
submissions of ideas
and improvement
opportunities via the
already existing
feedback form

Investigate feasibility of
an integrated chat bot
within WesternNow
similar to the online
chat function of the
student pages on the
Western Sydney
University website

Expected
Completion
of Phase 1

December 2023

RACI Matrix

Responsible:
-Service Excellence
Team, Office of
Strategic Project
Implementation and
Improvement

Accountable:
-Vice-Chancellor

Consulted:

-Citizen's Jury
-Student body (eg
steering committee's,
testing groups,
feedback)
-Communications
-Strategic Insights and
Analytics

-ITDS

- Student Community,
SEM

Informed:
-All University staff and
students via broadcast



https://wsu.service-now.com/student?id=sc_cat_item&sys_id=64a628161b0c6450c13a0edddc4bcbb2

Panel Recommendation 2:

Transparency when topics/issues are escalated to SRC

Student reps should identify issues within
the student population through utilising
the proposed platforms recommended in
this report (i.e. townhall, forum and other
areas where the student rep deems
relevant).

Issues in progress should be documented
as they are taken up the chain of
command and turned into media (e.g.
newsletter/videos) to inform the student
population of how their input and voice
has been utilised to improve University
experience and address their concerns.
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The panel’s rationale is

There is a lack of transparency and accountability when students take an issue to their representatives to
go up the chain of command. When there is a lack of transparency it discourages faith in the system and
decreases the likelihood that a student would bring up another problem going forward. Further, this would
allow for the student body to hold to account staff or representatives who do not push the issue forward
and allow a basis for further discussion when the issue is unable to be solved. Educating students and
giving them the place to make changes or have a voice by buddying with SRC students will increase
confidence.

The structure of this recommendation is to address the current system which has failures and is not
allowing students to be a part of the process. This recommendation if implemented would enable students
to be included in the solution and enact changes. Including non-SRC students will assist in educating
students in the process of change within the University.

Success will look like students' concerns are being addressed and included in the process. It would be
beneficial for students to be taken through the entire process so they understand how the systems
function.

Post-change Newsletters to demonstrate how change has happened due to students will give other
students on campus more faith in the university to actually listen to them.
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WSU
understanding of
this
recommendation

We understand the
recommendation is
aiming to address the
lack of transparency
around student
representatives and how
they are advocating for
students, as well as
transparency around the
Universities response.
This includes prior issues
with SRC’s ability to
effectively advocate on
behalf of students

WSU Response to Recommendation 2:

What the University will do

We will work with the SRC to ensure
that they engage with the broader
student body around issues via both the
online and physical student forums
proposed in your recommendations,
including looking to include this in SRC
representatives position descriptions.

We will also work to include this
engagement as part of the role for other
student representatives across the
university.

We will also look to making it a
requirement for the SRC to provide a
monthly published update to the
student body which provides an update
on what the SRC has been doing for the
month, as well as any high-level items
they are currently advocating for on
behalf of the student body.

Action Items

Staff will champion an
update of SRC
position descriptions
to include;

A Online forum and
face-to-face
engagement
Monthly
published
updates on
progress of
issues

Expected
Completion
of Phase 1

December 2023

RACI Matrix

Responsible:
-Student
Representation,
Student Community,
SEM

-SRC and Student
Leaders

Accountable:
-Vice-Chancellor
-Student Community,
Student Experience
and Marketing

Consulted:

-Citizen's Jury
-Student body (eg
steering committee’s,
testing groups,
feedback)

Informed:
-Student body




Panel Recommendation 3 & 4:

Open Door (WSU to Students):
Centralise the platforms, simplify the process, personalise the information
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Details

The panel recommends WSU to collaborate together with a
student-driven steering team and beta-testing team to
create a centralised platform that could be called ‘Western
Home’ that merges all the existing student applications
into one dashboard/website. This centralised platform
must be suitable for desktop/phone users and should be

. customisable and personalised for each individual.

~ The panel understands that this would not be possible in
the short-term in consolidating all the applications into a
seamless functioning platform, however, the panel does
expect that the external applications could be consolidated
on to one dashboard for ease of access.

The panel would also like to emphasise the
implementation of an online forum within the

centralised platform for students to have their say.
Additionally, the centralised platform should also provide
FAQs on ‘Western Home’, and provide virtual assistants on
homepages to ease the access of information.
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The panel’s rationale is
Information is decentralised and scattered on different platforms, and the process is difficult,
strenuous and time consuming to access the information. Information is currently not
personalised.

Lack of centralisation impedes students’ active engagement with the University, which leads to
implications in addressing student concerns and ideas. Alongside the fulfilment of participating in
a course at a tertiary level.

This is the best way to address the issue, because centralising the university information platforms
makes information acquisition a lot more accessible.

By simplifying the process it entices students to use information databases more and allows easier
access to university student support networks.

Lastly, by personalising the information that is communicated to students can encourage further
engagement from students to provide feedback or use provided services from the University.

Success for this recommendation would be when all if not most university communication
platforms are combined and made easily accessible to students and not as hard to read, and when
communicating with students the information being communicated is essential or useful towards
the students’ success.

L ..



WSU
understanding of
this
recommendation
WSU understands this to

mean that students are
experiencing pain points
around the number of
platforms they have to
log into and that they are
experiencing a
‘scattergun’ approach to
information rather than
receiving personalised
content.

WSU Response to Recommendation 3 & 4.

What the
University will do

While we would not be
able to make any short-
term action on merging
systems, we will attempt
to personalise information
as much as possible
within the scope of
current platforms.

Action Iltems

Continue prioritising
consolidation of platforms when
exploring future technological
solutions

Directly include the student
voice in appropriate
steering/working groups related
to the development of platforms,
including the sharing of their
experience and advocating for
centralisation and personalisation

Explore engagement with
students to determine their
preferred customisation
experience and information
sought at University, and creating
algorithms for dashboards or
emails.

Expected

Completion

of Phase 1

December 2023

RACI Matrix

Responsible:
-Marketing and Retention
-Transformational Projects, Digital
Accelerator

-Service Excellence Team, Office of
Strategic Project Implementation and
Improvement

-ITDS

Accountable:
-Vice-Chancellor

Consulted:

-Citizen's Jury

-Student body (eg steering
committee's, testing groups, feedback)
-Communications

- Student Community, SEM

Informed:
-All University staff and students via
broadcast




Panel Recommendation :




