
Case studyAnglia Ruskin University (ARU) 

What happened?
ARU initiated an efficiency programme in 2024 focusing on
enhancing the effectiveness of how the university works
while improving the experience for their students, customers
and other stakeholders. The ambition is that through
streamlining processes and adopting innovative solutions,
they will build a more agile and responsive university that can
meet the evolving needs of their community. 

Following work by SUMS to help the University develop a
strategy and approach for a full review of Professional
services, ARU engaged one of our SUMS Associates, Steve
Clark, to support the design and implementation of a new
operating model.

Supporting design and delivery of a Target Operating Model for
Professional services

Our approach
With multiple functional workstreams using a phased delivery

timeline, Steve has supported the programme office in design

of the appropriate approach (and the toolkit to support this)

that will work for the university. Steve worked closely with

many of the functional leads, their stakeholder groups, and

ARU HR, OD and Finance teams to gather critical feedback on

the AS-IS to inform the TO-BE model. 

He then worked with teams to explore the art of the possible for

the future, bringing wider sector insight and experience and

contributing to development of the detailed Target Operating

Model proposals for executive sign off.

“I joined ARU midway through the Efficiency
Programme and inherited the Future Students project
from two previous directors. Having worked with SUMS
on a similar programme at a previous organisation, 

Ali Parker, 
Director of Marketing, Communications 

and Recruitment, 

ARU

I was fully aware of how SUMS can help shape strategy and called
on Steve to provide guidance on how we should approach the FS
functional review through new lens. We immediately worked
together on the governance of the project and re-appraised the
insight gathering that has helped shape the proposed Target
Operational Model.”
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The outcomes
Steve was an integral member of the team and guided ARU

through the best approach. He helped shape the methodology

so that it could be repeatable. This is fully documented and

templatised and continues to be used. He worked closely to

develop two initial Target Operating Models (TOMs) which

are now in the process of being implemented. This helped set

the tone for further Target Operating Models (TOMs).

By embedding him into the ARU team on a day-to-day basis

he was able to participate in calls, meetings and workshops

across all workstreams, ensuring that support and guidance

were provided in real time.

Supporting design and delivery of a Target Operating Model for
Professional services

Case study

“Steve’s experience from across the sector and
knowledge of best practice has been invaluable in
delivering the Student Support Target Operating
Model. Steve has engaged with stakeholders across 

Libby Homer, 
Director of Student and Library Services,

ARU

ARU in a thoughtful and considered way to ensure colleagues and
students felt part of developing the TOM. He helped develop the
feedback gathered into usable insights.” 

“Steve provided an independent and valuable external perspective to our work, supporting us in establishing our methodology 

Bridget Michael, Head of IT Projects Office/Lead for PSR (Professional Services Redesign), ARU

and contributing his experience and guidance throughout. He was able to ask the difficult questions to challenge 
pre-conceived viewpoints based on his knowledge of the sector. We engaged him early in the process and his
support was instrumental in helping us gain momentum and move forward effectively.” 
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