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Enabling academic administrators to

manage traumatic interactions with clients

Example #FeesMustFall



Contextualising

=» The role of administrative staff |

= Administer the academic
- Application
- Registration
- Assessment
- Graduation

" First conte



- Incidents
-“Revolutionary greet
- Verbal abuse

= Continuous chang
impact on the adm




Contextualising the

administrative staff to manag
additional workload




ldentified Interve

* To enable administrators to manage
Important to:

- facilitate opportunities t

- provide relevant practical tools
manage trauma

- focus on positive

- strengthen th

- benchmark a
Universitie




» Obtain institutional buy-in for the identified intervention

* Money matters as a result of #FeesMustFall
» Faculty of Management: Pilot project

* UJ HR project
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Research objective
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= Dealing with diversity and diffi

» Functioning




Intervention

« Ongoing communication between facilitator“:
intervention for 45 administrative staff memt

interactive gro
role of the fac

enhance skills



Intervention

Second intervention: two groups of 23/22
3 hour sessions
interactive gro




Discussion of results

Academic administrators are able to manage traumatic
Interactions with clients #FeesMustFall when they:

* Build and maintain trusting relationships

» Ensure and maintain clear and open communication

» Demonstrate responsiveness and adaptability







Strategy for academic administrators to mat

Build and

maintain

trusting
relationships

I?isplla)él exper(tj 2, Ensure and
performing and open

. communication
duties

Academic
administrator

managing

traumatic
interactions with
clients

|

& \\\\\

Develop the Demonstrate
ability to work responsiveness
in a team

and adaptability

Develop the
ability to cope
with diversity



Can administrators manage traumatic interactions with chgﬁ
as aresult of the intervention?

= Difficult to determine when working with people

= Burning of auditorium at UJ and further disruptions in S ‘embe

= Positive response from staff
Staff could successfully apply relevant to ols ta
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‘Thank You




	��Southern African Association for Institutional Research���
	Slide Number 2
	Co-creators:� Lynette Viljoen / Ronelle van Wyk
	Contextualising the research
	Contextualising the research
	Contextualising the research
	Identified interventions
	Operational considerations
	Planning the research
	Research question�
	Research objective
	Research focus
	Research focus
	Intervention
	Intervention
	Discussion of results
	Discussion of results
	Strategy for academic administrators to manage traumatic interactions
	��Can administrators manage traumatic interactions with clients as a result of the intervention?�  
	Future research
		Closing
	Acknowledgements
	Slide Number 23

