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Employer. 

The University of Edinburgh is one of the world’s top universities, placing 23rd on the 

QS World University Rankings in 2007. Established in 1583, it is one of Scotland’s 

four ancient universities. The University’s annual review shows that currently it has a 

role of over 25,500 students of all nationalities and 7,000 staff spread across three 

colleges: Humanities and Social Science, Medicine and Veterinary Medicine and 

Science and Engineering. These Colleges are further split into 21 schools which 

between them offer over 300 courses. Alongside these schools, in the University’s 

six level hierarchy, are three support groups: Information Services, Corporate 

Services and Student and Academic Services.  

The Information Services (IS) support group is responsible for maintaining and 

supporting many of the key services and information systems which play an 

important part in the day to day running of the University. The IS group is split into 

seven different Divisions each responsible for a different service area. These include 

IT User Services, Library User Services, Library and Collections, IT Infrastructure, 

Digital Curation Centre, EDINA & Data Library, and Applications. These Divisions 

are then split into various different sections which look after different services within 

their respective service areas. 

The Applications Division within Information Services is responsible for providing 

information services to support teaching, learning, research and the management of 

the university. Applications Division is further split into four different sections. These 

are Production Management, Project Services, Development Services and Service 

Management. Each of these four sections plays their own important part in the 

development, support and running of the systems provided by Applications Division.  

For work based learning I will be working in the Service Management section of IS 

Applications. Service Management has the task of delivering and supporting the 

services which IS Applications provide. Service Management consists of two teams, 

Media Services and Delivery and Integration, I will be working in the latter. As the 

name suggests Delivery and Integration have the responsibility for delivering some 

of the universities core systems and facilitating integration with them. The 

organisational structure of IS Applications is illustrated in the organisational diagram 



Work Based Learning Agreement                                                                          Alain James Forrester 

����������	
�

below, see Appendix 1 for full size diagrams of Institutional, Divisional and Sectional 

levels. 

 

There are many systems which are delivered by the Delivery and Integration team. 

One of the main services is the University web portal known as MyEd. The portal has 

become a ‘one stop shop’ for almost all the services which could be required by 

students, alumni, teaching staff and support staff alike (by offering launcher channels 

which contain buttons to open the individual services in new browser windows or 

tabs.) MyEd has become such an important service within the University that almost 

all students and staff use it and it regularly gets around half a million logins each 

month, this can sometimes be as high as three quarters of a million logins at certain 

times of the year. 

Another core system Delivered by the Delivery and Integration team is the Identity 

Management System which holds information about all students, staff, alumni and 

visitors within the university. This system is potentially the most important that the 

team provide as it is where many other systems get the data that enables all users to 

use them. Other systems that the team provides are the University wiki service which 
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is proving to be a very popular place for staff to keep resources and course content 

for students to use to help with their learning and also to help with research projects 

being carried out by staff and students alike. The Visitor Registration System is 

another important system, this allows Authorised members of staff to register visitors 

to the University who require access to IT based services. This grants the visitor 

access to the services required for the period of the user’s visit. The Call 

Management System, which is a tool for queuing and prioritising requests and 

service problems is a service not only used by the University of Edinburgh but also 

by St Andrews University and the Scottish Agricultural College. The Business 

Objects reporting tool and the new university eDiary service are other services which 

are provided by Delivery and Integration.  

In order to run these services it is essential for the Delivery and Integration team to 

communicate with the other services within the Information Services support group. 

Most of the calls which are passed to Delivery and Integration through the Call 

Management System come from IT User Support which is the first point of call for a 

user having a problem with a service. User Support are able to deal with most 

problems specific to one individual user unless there is a problem with the service in 

which case the call goes to Delivery and Integration from where it may be passed to 

another team within Applications Division who should be able to resolve the issue. 

My role within the team will be to cover the Call Management System for half of each 

day and deal with day to day tasks. These tasks include giving people access to the 

Visitor Registration System, setting up spaces for customers on the Universitys wiki 

system and adding teams and team members to the Call Management System. By 

taking on these call slots I will give the other, more experienced members of the 

team the ability to work on projects upon which their experience will be valued. I will 

also be play a part in some small projects such as developing and publishing 

channels for the MyEd portal and developing small databases throughout the year. I 

will be required to carry out some testing and user acceptance work to help other 

team members with their projects. 

NB The Information above was taken from various publicly available University of Edinburgh 

sources referenced on page 19 of this document.
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Expected Benefits of Work Based Learning. 

The work based learning module will be the perfect opportunity for me to learn. 

Working in Information Services at the University of Edinburgh is giving me the 

opportunity to put the knowledge I have gained from my course so far into context, 

letting me see real life situations where this knowledge can be applied. This will help 

me to choose which direction to take the final year of my course and ultimately, my 

future career.  

By working with people on my placement who are professionals in the industry, I 

should be able to build upon my knowledge on topics gained from my course at 

Napier. I am intending to take advantage of the opportunities to learn that are given 

to me by booking myself onto some courses which are available to me. My 

managers are also giving me the opportunity to focus my placement in the direction 

which I wish to take it, which is another opportunity to learn a great deal and to focus 

on improving my weaknesses with a view to strengthening them. 

I also expect to be able to improve on some of my interpersonal skills, covered in my 

personal objectives, such as communicating with others effectively, both within the 

office, and with users or customers who may not fully understand technical details. 

Planning, organising and prioritising my work is another important skill which I would 

like to improve, this may help me to plan and organise my university work for the 

years to come. I will be able learn how to play my part effectively in a team in various 

different situations and will also be able to use my initiative and demonstrate how 

committed I am to my work. 

 Having never worked in a large organisation before, a year’s experience in an 

organisation such as the University of Edinburgh will not only be a good addition to 

my CV but will show me how such an organisation and it’s IT department operates 

and give me the opportunity to learn what is required to be a productive part of it.  

After only a few weeks working in the team I am also beginning to notice the different 

styles of working within the team. My time on placement will give me the opportunity 

to develop and improve a style of my own, possibly even several different styles 

which I can choose to apply in different workplace situations. 
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Appendix 1 - Organisational Structure of Edinburgh University: 
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Appendix 1 –  Organisational Structure of Information services: 
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Appendix 1 –  Organisational Structure of IS Applications Division: 
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Appendix 2 –  Example of Outlook Calendar Week: 
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Appendix 3 – Matrix of standard software use over time: 
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Appendix 4  – Matrix of Tasks Relating to Study: 

 


