
Our student centric support

Academic Leadership tour

Jon Hummel



INTRODUCTION

Jon Hummel

Student Technology management
Honours college

Teaching assistant
Faculty of Economics and Business

Nestorsupport
Teaching assistant
Educational Support and innovation



INTRODUCTION

nestor =



What is Nestorsupport?



What is Nestorsupport?
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HISTORY

2003 2014
Hosting at our own 
IT department

Blackboard Managed 
Hosting

10 teaching assistants 20 teaching assistants

6 000 visits per day 60 000 visits per day
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OUR TASKS

Support department for nestor

Phone

Mail Twitter Knowledge base

Facebook On site support

A large variety of questions!



OUR TASKS

Supporting 
digital exams



OUR TASKS

Various projects

Training period procedure

New software/systems

New testing procedure

MOOC testing and 
promotion

Implementation of new 
features etc. 

Establishing a new 
support desk for student 
administration system

A SMALL SELECTION



OUR TASKS

Other educational 
software/platforms

Course catalog
OCASYS

Student 
administration

PROGRESS

Schedules
SYLLABUS

Video lectures
PRESENTATIONS2GO

Course 
evaluation

BLUE

Quality assurance
database

QUAMATRIX
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HOW IT STARTS

Selection process
Everyone with communication skills and 
with feeling/sense for information 
technology 

Motivation letter
What could be improved regarding Nestor?

What should you do if you are the boss for a day?



HOW IT STARTS

Selection criteria

• Social / Communication skills
• Experience with IT
• Work experience at other help desks
• Motivation
• Responsibility

• Does the person fit in the team?
• Mix of different backgrounds!



HOW IT STARTS

Training period (3 months)
• Blackboard manual (instructors & administrator) 

• Plenary sessions
• Presentations
• Role playing
• Homework cases
• Logbook
• Intermediate progress conversations
• Learning in practice

FUTURE:
• Mentor system Focus only at Blackboard!



HOW IT STARTS

Mastering the details (3 months)

• Completely integrated in operations
• Focus on fine tuning of the skills
• Training period for the other educational 

platforms of our support department 

After six months: completely ready for the 
though life of a Nestor supporter.

…and part of a second ‘family’!
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MASTERING THE DETAILS

Continuing learning
Masterclasses

Digital examination

Calamities/’Digital’ emergencies

Expertise groups

CSO masterclass

Data integration



MASTERING THE DETAILS

Customer expectations management
Assess the situation

What are you going to do?

Tell them what you are 
going to do!

Do the things you have 
promised. 



Your customer: 'the student'. 
Actions tailored towards the quick and efficient helping of students while 

adhering to the procedures, protocols, and examiner' s wishes.

YOUR BEHAVIOUR

Professional

Knowledge

In control Protocol

Communication

Expectation-
management

Proper 
response

(emergency)
procedures

Task
distribution

1

2

3 4

PROFESSIONAL 
BEHAVIOUR
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THE WAY WE WORK

2
LOUWARNOUD

LISETTE 
ALLARD

NESTORSUPPORTDEVELOPERS
& BLACKBOARD

COORDINATORS 
FACULTIES

IF WE DON’T COOPERATE:



THE WAY WE WORK

1 2We are a self-supporting team

Most of the 
time ;-)



The ships logbook

2
Case management
Contact with end 
users

Wiki (knowledge 
and reporting)

Problem reporting

Expertise groups



Deckmate's work schedule

2Planning organized by our self. 



Marine telephone: COMMUNICATION

2Internal 
communication with 
developers, Lisette, 
Allard and 
Louwarnoud



Marine telephone: COMMUNICATION

2Internal 
communication with 
colleagues 



Who is going to scrub the decks?

2Division of tasks

Check of systems

Inbox/phone

Projects



Planning the ships route

2Problems last period
OPEN ATMOSPHERE

Future 
updates/changes

Projects Changes other IT 
facilities

And a lot of other 
irrelevant things ;-)



The most important power of our ship. 

2
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OUR RECIPE

1 2 3
Open atmosphere, team building, 
time for fun!

Admit your mistakes, no Schettino’s.
Take your responsibility! 

Be the professional, be the superhero!

Diverse team members, different backgrounds 
Knowledge

Being a skilled helpdesk

Selection and training of new 
colleagues



Thank you for your attention.

UNIVERSITY OF GRONINGEN

Student centric support


