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Get to know

“I have more
contact with
people via social
media than face
to face”
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An International Journal, Volume 16 Issue 4, pp.362 - 369

Prentice, C. (2013) "Service quality perceptions and customer loyalty in casinos", International Journal of Contemporary Hospitality Management, Volume 25 Issue 1, pp.49 – 64
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T H E P ROTAG O N I ST

WE L COME
T O T H E 6 TH I S S U E O F
THE PROTAGONIST!

A

s 2018 approaches, ARMA HQ has
been busy planning the International
Network of Research Management Societies
(INORMS) Congress from 4-7 June. INORMS
2018 will replace ARMA’s annual conference
this year, and it will provide an opportunity
for members to share best practice on a
global scale. Conference Director, Gups
Jagpal, describes what to expect on page 6.
Much has changed since we submitted ARMA’s
bid to host the congress in 2014. Back then our
theme, Promoting Global Research Management,
Supporting Global Research Challenges, built on
the move towards open research. However, it
seems more important than ever to consider
global collaboration in today’s challenging
environment of fake news, public mistrust
in research, ongoing Brexit negotiations
and pressure regarding value for money.
Meanwhile, research professionals face a new
set of challenges from increasing convergence
of research and knowledge exchange through
the creation of UKRI and the industrial strategy
challenge funds to REF decisions that focus
on the selection of outputs rather than people.
This has motivated the ARMA Board to develop
a new five-year strategy to navigate the new
world with four strategic priorities designed to:

•

Develop the profession’s knowledge,
skills and attributes needed to
operate in this new context.

•

Engage with and influence the
sector, representing the views of
our members on key issues.

•

Connect professional networks to ensure
collaboration and develop best practice.

•

Facilitate academic excellence
through encouraging research
integrity; the use of responsible use
of metrics; public engagement; and
equality, diversity and inclusion.

A fifth operational priority seeks to
enhance the membership experience
while delivering value for money.

David Coombe will be stepping down from the
Board this year. For the last six years David,
Director of Research at LSE, has acted as ARMA’s
Conference Director. He has doubled conference
attendance with a record 700 delegates attending
Birmingham 2016 and has made a significant
contribution to the running of the association
through his input at Board. David will now be
joining ARMA’s Advocacy Group. Thank you
to both Glenn and David – ARMA is in a much
better place now as a result of your contributions.
And thank you dear ARMA members.
I hope you enjoy the issue.

In addition to our refreshed strategic plan we
have launched three new research policy fora
focusing on the changing funding landscape,
Brexit and Equality, Diversity and Inclusion.
These events are free to members and
designed to stimulate debate and discussion.
Finally, I would like to say a special thank you
to two ARMA heroes who have given so much to
ARMA! Recently, Glenn Swafford, the Director
of Research at Oxford, retired and returned
home to Australia. Glenn delivered training
and conference workshops, represented the
association and worked on the conference
committee. He was also a member of ARMA’s
advocacy group acting as a critical friend to
the Board. We really miss his input. You can
read Glenn’s refelctions on RMA on page 12.

s t e ph b al e s
Ch air of AR M A
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the
BULLETIN
From welcoming new board members to moving office, ARMA has been undergoing significant changes in
recent months. Here are some of the top headlines from the executive office to keep you up-to-date

ARMA WELCOMES IAN LYNE
Ian Lyne, Director of Research Support Services at the University of
Birmingham, has recently joined ARMA’s Board.
“I was delighted to be invited to join the ARMA Board. I look forward to
being able to help shape the future direction of ARMA through its new
Strategic Plan. After being a research fellow in Philosophy, I moved into
university administration and worked in the Research Councils for 11
years, before stepping into university research management. Whilst at the
Research Councils, I became involved as an assessor for ARMA’s Certificate
in Research Management. In my spare time, I enjoy taking part in triathlons
and indulging my passion for real ale. A good balance, I find.”

NEW HEPI REPORT ON UNDERFUNDING
OF UK RESEARCH
Earlier this quarter, ARMA put its support behind HEPI’s new report
How much is too much? Cross subsidies from teaching to research in British
universities.
ARMA Board Member and author of the document’s foreword, David
Coombe, said: “HEPI’s report is a wake-up call to Government that the
days of cross-subsidy are fast running out and that it must now put some
substance behind its pledge to reach OECD levels of spending. For the UK
to lose its international reputation for outstanding research at this critical
juncture would be a disaster for the UK as this will be the keystone for this
country’s future survival post-Brexit.”

NEW PEOPLE, NEW PL ACES
ARMA recently moved office to Holyrood Park House, Edinburgh.
With the move, Hamish Macandrew and Nicole Van der Westhuyzen
have taken up new roles with the team. Hamish is now Chief
Operating Officer and Nicole is ARMA’s Administrator.
Hamish comments: “The past five months have flown by, and the
ARMA Executive team have made me feel very welcome. I love the
energy and momentum of ARMA, and the buzz of working with our
inspirational and dedicated Board and Committee members. 2018 is
going to be an exciting year, and I look forward to seeing more of our
members involved in our activities.”

I N O R M S 2 018
ARMA invites members to Edinburgh for the biennial Congress of the
International Network of Research Management Societies (INORMS 2018).
The Congress will feature a variety of plenary sessions, seminars and
workshops covering key research management topics, specifically exploring
the theme, Promoting Global Research Management, Supporting Global Research
Challenges. The programme will be enhanced by a variety of opportunities for
delegates to develop their personal and professional skills, and build their
CV. Sign up for the Congress today: www.inorms2018.org.

ARMA has redesigned its website. Read more
about the benefits the new website offers on page
4, and don’t forget to re-register in order to get
access to all of the benefits it has to offer
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ARMA
ONLINE 2.0
Jo Edwards, recent Interim Chief Operating Officer at ARMA, discusses
the functionality driving ARMA’s new member-centric website

T

im Berners-Lee invented the worldwide
web in 1989, publishing the first website
in 1991. In the 26 years that have followed, the
internet has exploded. There are now over
one billion websites, with more being created
each day. 3.75 billion people have access to the
internet around the world, including 93% of
the UK population. The web is now used for a
plethora of activities, from shopping to accessing
government services, from finding information
to sharing it. In fact, according to Ofcom, the
average adult in the UK spends more time online
than doing anything else.
SHAKING THINGS UP ONLINE
A lot has changed in those 26 years. In 1991, I
was at college in Basingstoke studying for my
A-levels and deciding what to do next. Many of
our members weren’t even born, and even more
were yet to decide that research management
was their career of choice. Little did we know
that the web would become the main way we now
interact, both personally and professionally.
It was these interactions – or rather, lack of
them – that was the driving force behind the
recent launch of new ARMA web pages. You
told us – through the member survey and
other discussions – that the old site was tired,
difficult to navigate and failed to support the
kinds of conversations you wanted to have, or
the community you wanted to build. And with
a platform that was no longer being supported
in the UK, we were compelled to revitalise the
website to make it a real member benefit.

ARMA’S NEW WEBSITE IS BORN
We worked with external web developers to
create a new approach to the website, with
the ‘member dashboard’ at the centre. The
site structure was built on feedback from the
member survey, discussions with the Special
Interest Group (SIG) champions, advice from
experienced developers, support from the
Executive Office and good practice from other
professional bodies.
We also looked at professional social networking
sites, like LinkedIn, to help us understand the
level of interactions that might be useful. The
development also included building a new
member database, so that we are better able to
understand – and respond to – the make-up and
needs of our membership. The database also
provides a much more stable, and integrated,
platform, and allows us to prepare for GDPR.

A WORK IN PROGRESS
Of course, this isn’t the end of the process, just
a first step. The website will continue to evolve
over time. We’ll build-up the content, and
encourage you to add and share your own ideas.
We’re also looking at additional functionality,
to make the new website work even better for
our members. But most of all, we want you to
engage with your website and let us know what
you think.

pr o f il e

On the member dashboard itself, our focus
has been on creating opportunities to share
information, ideas and good practice. Enhanced
functionality includes many features including:
•

Discussion boards

•

Information on qualifications

•

SIG landing pages

•

Access to online resources

•

A platform to post job adverts and search for
job opportunities

Members can update their information, to create
a LinkedIn-type profile, and they can search for,
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like and follow other members. They can also
post articles and messages, and contact their
network directly through the website.

DR JO EDWARDS has a background in higher
education, first completing a DPhil at the
University of Sussex and then working across
three Scottish universities in strategy and policy
roles. Since 2014, she has run her own consultancy
business, working with small businesses,
universities and other educational institutions on
strategy, business process and communications.
From September 2016 - July 2017, Jo was Interim
Chief Operating Officer at ARMA.

T H E P ROTAG O N I ST

T O P 10 T I P S F O R G E T T I N G T H E M O S T F R O M Y O U R W E B S I T E
1.	Reactivate your membership, so you can access the member database. You will have
received email instructions about how to do this, but if you can’t find them, email
enquiries@arma.ac.uk.
2.	
Update your profile. We ask all ARMA members to tell the community about their
expertise and interests, to help you make useful connections with your peers.
3.	
Subscribe to SIG discussion groups. You can keep track of any or all of SIG
discussions, but to get notifications, you’ll have to subscribe. There’s no limit to the
number you can sign up to, and you can post, comment or just be an observer.
4.	
A ccess your member discounts. Signing into the dashboard will enable you to take
advantage of the member discounts we offer for our events. Prices have also been
reviewed to ensure value for money.
5.	
Follow our news stories. The website now enables us to post more interesting news
stories, and we’re using the functionality to keep the community up to date with what’s
happening.
6.	
Keep an eye on the jobs board. With members now able to post opportunities
themselves, the jobs board is more useful than ever before.
7.	
Sign up to the ARMA qualifications. We’ve captured all the information online in one
place, and we’ll be building up the resources over the coming weeks and months to
help you develop your skills.
8.	
Find useful resources to inform your role. Each of the SIGs has a resources page,
with links and files that are relevant to that SIG community. Want things added? Then
get in touch with your SIG champion or email enquiries@arma.ac.uk.
9.	
V isit the Knowledge Hub. As well as SIG resources, you’ll also find information about
the Association and guidance on current issues. This section will build over time, so
let us know what you’d like to see here.
10.	Connect with the ARMA community. Follow other members, find friends and share
your ideas. That’s what ARMA is all about!
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INORMS
IS COMING
TO ED I N B U RG H
No 6

T H E P ROTAG O N I ST

From encouraging the sharing of best practice to building an international network, Gurpreet Jagpal, Conference
Director of INORMS, explains why this is a must-attend event for ARMA members in 2018

WHY ARE YOU NOT HOLDING AN ARMA CONFERENCE
THIS YEAR?
About five years ago, ARMA bid to host
INORMS. If we were successful in the bid, our
plan was to not have an ARMA Conference
in the year of the INORMS Conference. We
are following through with this plan in the
view that those who would normally attend
ARMA would intend INORMS instead.
Many ARMA members may not normally
attend INORMS as it's usually held somewhere
around the globe, such as Japan or Australia.
Additionally, it can be a big ask to get people
to attend two conferences in one year. Our
aim is to encourage our usual ARMA delegates
to attend INORMS instead this year, given
it is much closer to home in Edinburgh.
WHAT DO YOU THINK ARE THE MAIN BENEFITS
OF ATTENDING INORMS?
One of the biggest benefits is the fact that
INORMS attracts an international audience,
and it provides an opportunity for ARMA
members to network, connect and begin
to develop relationships with people from
all over the world that we hope will lead to
new collaborations and partnerships.
INORMS also provides an opportunity for
everyone to gain understanding of the work
of research offices on a global scale. You
can begin to see how a research office in
Australia is different to one in Japan to one
in the UK. There is a lot we can learn from
one another as research offices, about how we
work and support our academic colleagues.
Finally, INORMS provides an opportunity
to begin to build international research
collaborations for academics. It is much easier
to send an email to someone or call them
when they live on the other side of the world
if you have already met them in person.
INORMS IS AN INTERNATIONAL EVENT. HOW WILL IT BE
OF INTEREST TO THOSE WORKING IN UK UNIVERSITIES
AND RESEARCH INSTITUTES?
One of the biggest attractions is the global
relationships INORMS can help research
administrators build. If we look at the way
the research funding landscape is evolving
and Brexit, the need for UK universities

and institutes to build global collaborations
and re-examine the way we work with
research offices around the world is vital.
These relationships are going to become
more significant as we exit from Europe.
WHAT DO YOU THINK THIS YEAR’S MAIN CONGRESS
THEMES WILL BE?
The overarching theme is ‘Promoting global
research management, supporting global
research challenges’. Within this theme,
there are many topics that will be discussed.
We have already identified multiple research
themes. My personal favourite is the future of
work and how it is likely to affect our field.
IS THIS EVENT JUST FOR DIRECTORS OF
RESEARCH OFFICES?
INORMS is for everyone at every stage of their
career. We are keen to engage all research
support staff at all levels within the research
office. We want to introduce those who are
new to the research landscape and help
them appreciate the field and develop their
network. We also want to spark discussions
about the future of the field and bring in
perspectives of members with different
backgrounds and experience levels.
HOW CAN ARMA MEMBERS TAKE PART IN INORMS?
There are many ways members can take
part in INORMS. We encourage people to:
•

Submit abstracts

•

Put forward ideas for interesting
topics to be discussed

•

Look at how they can help shape the
programme through workshops

•

Share ideas for potential speakers
with the ARMA office

CAN MEMBERS WHO HAVE NOT GIVEN A
PRESENTATION AT A CONFERENCE TAKE PART?
Of course. Those attending get to hear the
speakers, attend the workshops and engage
in the other activities. Everyone who attends
can interact and engage with the conference
programme. Attendees are also encouraged
to network and engage with one another.
There are ample ways to get involved.

HOW ARE THE PLANS GOING WITH THE
SOCIAL PROGRAMME?
We are in the city of Edinburgh, which is a
fantastic city so the social programme is looking
great. Part of bringing INORMS to the UK is to
showcase Edinburgh and show what the city has
to offer. We have a lot of exciting things planned,
which can be discovered by visiting www.
inorms2018.org. Ideas in the works include:
•

Outdoor walking activity to
see the city on foot

•

INORMS choir

•

INORMS congress gala dinner

•

Highland Ceilidh

FOR COMPANIES INTERESTED IN ATTENDING, WHAT
OPPORTUNITIES WILL INORMS AFFORD?
We are expecting over 1,000 delegates, so it is
a great opportunity to meet new people, make
connections and form partnerships. They can
also use exhibits to show attendees how their
company can support research efforts. It is an
opportunity to showcase and learn. Visit the
website for the exhibitors and sponsors’ pack.
pr o f il e

G U R P R E E T J A G P A L is the Director of Research,
Enterprise and Innovation, and CEO South
Bank University Enterprises Ltd. His main
responsibilities include the strategic and
day-to-day operations for London South Bank
University’s (LSBU) research, enterprise and
innovation activities.

Visit www.inorms2018.org to keep up-todate on conference developments!
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A COSMO P O L TA N ,
PLEASE!
Do you also have problems convincing your boss that you should go to
INORMS next year? Jakob Christensen and Esther Philips will give you a
philosophical argument you can use to convince them

O

ne of the (many) reasons we think
Stoicism a great foundation for
research management is its insistence that
we are all cosmopolitans. And, as we are
cosmopolitans, the whole world is our home,
and we are connected to all human beings. We
think this resonates with the basic principle
of research with its search for the truth,
goal to develop solutions to problems and
sense of shared responsibility for the world
we live in and the people who live in it.
FROM STOICS TO INORMS
The Stoics believed we are rational creatures.
But we are also social creatures and share
‘a natural affection for’ and ‘affinity with’
all people. It is a rational interest we have
for each other as we live together in the
‘cosmopolis’ – the cosmic city. This resonates
very clearly with INORMS – an event where
people from around the world can describe
shared challenges in research management.
INORMS is a platform for conversations to
enlarge your world. You will hear about tasks
and challenges that are different from your
own that will make you think differently.
You will meet colleagues from the other
side of the globe who can help you come up
with new solutions to your problems.
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JOIN THE WIDER COMMUNITY
At INORMS, you will get a sense of being part
of something bigger and a sense of common
welfare. It is a feeling that is important to
remember when we are back in our offices
drawing up budgets. (Though don’t forget to
mention to your boss that INORMS will also
help you get the tools you need to do your daily
work better.) In that perspective, INORMS
becomes more than a networking event. It is a
chance to develop new friends in our common
responsibility for each other and the world.
So INORMS is our cosmopolis for a few
days – but ordering a cosmopolitan in
Edinburgh is probably heresy. However,
we do hope to meet you all there over tea,
beer or whisky. Tell your boss that some
ancient Greeks and Romans want you to.

pr o f il e s

J A K O B F E L D T F O S C H R I S T E N S E N works
as International Coordinator at Aarhus
University, Denmark.

Explore Jakob and Esther’s
blog posts on Research
Management and Stoicism at
www.newpublicstoicism.dk

E S T H E R P H I L I P S works as Grant Advisor
and EU Project Manager at the Institute of
Environmental Science, Faculty of Science,
Leiden University.

T H E P ROTAG O N I ST

M AT T ERS O F
THE MIND
Alison Lloyd, Research Ethics and Governance Manager at Manchester Metropolitan University, explains her
motivation to revive the Medical and Health Services SIG and what needs she hopes the group will meet

pr o f il e

T

he Medical and Health Services Special
Interest Group (SIG) has been inactive
for a little while, and in that time, things
have changed – or are planned to change – in
medical and health research. We are also in
a period of uncertainty where the future of
research in the UK is unclear. Therefore, what
is clear is the need for the revival of this SIG.
My goals for the SIG are clear: I’d like the
group to be a safe and supportive
environment where we as ARMA members
can share our experiences and enhance
our learning. These can be the challenges
we are experiencing or ways of working
that have been a success (it is good to give
ourselves a pat on the back sometimes!).

In order to ensure we meet these aims – and
do so in an effective and efficient way –
members can use the JISC mail-list and the
SIG discussion group. I’d also like to hear from
you about potential workshop topics that could
take place face-to-face or via a webinar.
To consolidate any conversations, updates or
wider ARMA news, keep an eye out for our
bi-monthly newsletter, which will contain all
topics, discussions or events that have taken
place in in the past two months. If any members
would like to write a short article to be included
within this, please do give me a shout.
I’m really looking forward to working with
you all!

A L I S O N L L O Y D is Research Ethics and
Governance Manager at Manchester
Metropolitan University. She currently leads
the newly revived Medical and Health Services
Special Interest Group within ARMA.

Look for the Medical and
Health Services Special Interest
Group on the ARMA website
member dashboard
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SCIENTIFIC RESEARCH
AND THE GDPR
Dr Julie Nixon and Melanie Schwindt of the law firm Morton Fraser
LLP discuss how the General Data Protection Regulation will impact
researchers once the regulation takes effect on 25 May of this year

T

he EU General Data Protection
Regulation (GDPR) will apply to the
processing of personal data for the purposes
of scientific research. ‘Personal data’ is any
information that identifies an individual,
and ‘special categories of personal data’
include health, genetic and biometric data.
GDPR DATA PROCESSING CONSIDERATIONS
What will researchers need to consider if their
research requires the processing of personal
data? The GDPR permits organisations to
process personal data where there is a lawful
basis for such processing, including the
following:
•

Consent: An individual can consent to the
processing of personal data, but the GDPR
sets a high standard for consent. Consent
can be withdrawn at any time.

•

Public interest: Member States can
introduce specific provisions under which
personal data may be processed in the public
interest. It is expected that this will include
research in the public interest.
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•

•

Legitimate interest: Personal data may
be processed where it is necessary for the
legitimate interests of an organisation,
subject to the overriding rights and
freedoms of the individuals. However,
public authorities are unable to rely on this
condition and will have to identify another
legal basis of processing.
Research based on EU or Member State law:
Subject to appropriate safeguards for the
rights and freedoms of individuals and to
the principle of data minimisation, special
categories of personal data may be processed
in accordance with EU or Member State law.

OTHER NOTEWORTHY GDPR THOUGHTS
Research subjects must be informed when
their data is collected that it is being processed
and the legal basis and purpose of processing.
The general purpose of ‘research’ will be
insufficient for fair and transparent processing,
but it is often not possible to fully identify the
purpose of scientific research at the time of
data collection. The GDPR allows for subsequent
processing activities that are reasonably

compatible with the purposes for which the
personal data was initially collected.
Organisations processing personal data for
research must also implement appropriate
security measures, such as anonymisation or
pseudonymisation of personal data, provided
that this does not prejudice the purpose of the
research.
GDPR adopts a broad definition of research,
including technological development and
demonstration, fundamental research, applied
research and privately funded research.
Scientific research also includes studies
conducted in the public interest in the area
of public health. So, the GDPR may encourage
innovation, as long as organisations implement
the appropriate safeguards with regard to
processing personal data.

T H E P ROTAG O N I ST

TOWA RDS A V I B R A N T
RESEARCH COMMUNIT Y
pr o f il e

At the 2017 ARMA conference, Dr Cecilia Fenech Brincat, Deryn Evans and
Dr Andy Lakey of Cranfield University’s Research Development Team ran a
workshop on creating and supporting a ‘vibrant research community’. Here,
Fenech Brincat reflects on this event, which helped participants identify four
priority areas critical to supporting a vibrant research community

R

esearch managers and administrators
(RMAs) are increasingly looked
upon to support an increase in research
funding income. We believe that a vibrant
research community supported by the
‘unmeasurable’ aspects goes further than
financial considerations and rankings towards
achieving this goal. These include activities
that help researchers feel valued whatever
their career stage and encouraging a sense of
pride and belonging within the institution.
Here are four ways to achieve this:

CUSTOMER SERVICE
Three key aspects identified to be vital to
building a vibrant research community
included:
•

Building relationships between
researchers and RMAs: These ideally
start at induction and include face-toface meetings where RMAs can listen
rather than communicate messages.

•

Quick responses and acting as a
signpost to other services: RMAs need
to have a very good grasp of the roles
and key contacts across the University
and beyond.

•

Providing reasons: Rather than
advising about processes or changes,
explaining the reasons for requiring
researchers to do something is critical
for getting them on-side.

PROGRAMMES AND SUPPORT
Having all training programmes under
one umbrella has proven to be an
extremely successful strategy to create
a vibrant research community. Within
delivered programmes, sessions involving
successful academics sharing personal
experiences and having funders deliver
presentations are also well-received.
Support programmes considered most
appreciated across institutions were:
travel and networking bursaries, support
with mock interviews, successful proposal
banks and mentoring schemes.

D R C E C I L I A F E N E C H B R I N C A T is the Research
Development Manager within Cranfield
University’s Research and Innovation Office. She
leads the pre-award Research Support Team and
the Researcher Development Programme.

COMMUNICATIONS
The best approaches to communications
varied widely between institutions.
However, the overwhelming conclusion
was that RMAs try things out and get to
know their audience. In all cases where it
was tried a ‘You asked…we did’ approach
proved particularly successful.

LEADERSHIP
Clear corporate goals and strong toplevel leaders who support the decisions
of the RMAs are required to build a
vibrant research community. A key
challenge RMAs face is when decisions
are overturned at leadership levels,
resulting in conflict and loss of credibility.
Ultimately, what most RMAs need to do
is to ensure that the leadership is kept
informed and consulted at all stages.
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T H E P ROTAG O N I ST

THE
FINAL NOTE
Glenn Swafford reflects on the 10 years he has spent in research management
and administration as Director of Research Services at the University of Oxford
from his new home in Australia

S

pending 10 terrific years at Oxford
University working in research
management and administration
(RMA) in the UK was an enormous
privilege, and mostly a lot of fun.
Now, back in Australia, I really miss my
colleagues, especially the cracking team in
Research Services, the wider RMA support
network at Oxford, the PVC (R&I) and the
Registrar. I also miss that sense of collective
purpose, of problems to be solved (many with
urgency) and of team-based innovation.
REFLECTING ON RMA
I found RMA compelling for many reasons:
•

It challenges us to work within and across
cultures, especially the academic and
managerial, and between different kinds of
organisations

•

R&I is inherently creative and uncertain,
with that odd but vital mix of collaboration
and competition. On many occasions, I have
asked myself: “so how does one ‘manage it’
well?”

•

There are many facets of RMA, job roles and
opportunities

There’s also a lot at stake. In monetary terms
alone, an estimated US $1.5 trillion is spent
on R&D globally in anticipation of significant
economic and social benefit.
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Despite this, struggles continue in the UK
and elsewhere for professional identity and
recognition. The UK accreditor rejected an
initial application for a ‘RMA apprenticeship’ on
the grounds that there was nothing distinctive
about the management of research. They’d
obviously never attended an ARMA Conference
or a HEFCE REF Consultation!
HOPES FOR THE FUTURE
I have many hopes for the profession. First, I
hope that all RMAs will keep pushing for the
recognition that being an RMA deserves. All
power to those in our corner; keep pressing.
I also hope to see RMA receive equality of
opportunity, to be better measured and
addressed. Additionally, for many more
exchanges and career moves between higher
education institutions, businesses, research
institutions, funders and policy agencies in the
UK and overseas. I would also like to see UKRI
prioritise collaboratively developing training,
systems, reporting and other initiatives that
enhance RMA effectiveness and efficiency.
Finally, I hope that no matter how relentless our
days seem, we make time to celebrate and enjoy
what we achieve together.
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Get to know

“I have more
contact with
people via social
media than face
to face”

T H E M AT I C C A R D M E M B E R S

GREEN CARD MEMBERS

S I LV E R C A R D M E M B E R S

VIPS

TA N G I B L E S
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SERVICE

(appearance of physical facilities/equipment)

(helpful/attentive staff)
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An International Journal, Volume 16 Issue 4, pp.362 - 369

Prentice, C. (2013) "Service quality perceptions and customer loyalty in casinos", International Journal of Contemporary Hospitality Management, Volume 25 Issue 1, pp.49 – 64
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