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Outstanding 

Contribution to 

Student Experience 



Highly Commended - Outstanding Contribution to 

Student Experience 

Upnorth maintain the University's catering equipment, and whilst they may not be an 

obvious choice for the Student Experience category, should the college catering 

services be affected there is a direct impact on college residents.  Upnorth offer a 

first class responsive service, they are flexible in their approach and are quick to 

respond thus minimising any disruption.  The fact that their work is largely unknown 

to the student community is a testament to their efforts. 



Winner - Outstanding Contribution to Student 

Experience 

Gray & Son have worked with the University for many years providing gowns for our 

congregation and matriculation ceremonies.  Grey & Son always provide 

outstanding support to the institution, our staff and students.  There can be 

challenging moments on the day and Gray & Son always remain calm, professional 

and swiftly find a solution, guiding our students through arguably one of the most 

important days of their University experience. 



Outstanding 

Corporate Social 

Environmental 

Responsibility 

(CSER)  



Highly Commended – Outstanding Corporate 

Social Environmental Responsibility 

Waterstons have an appetite for supporting local communities and charities.  They 

hold many fund raising activities and contribute time and resource to various trusts 

and charities.  Waterstons are committed to sharing their knowledge and expertise 

with the local community and have attended several university fairs as well as being 

involved in local school led projects.  Recently they have developed a fundraising 

website, free of charge, for a project taking place in Nuru, Africa which aims to 

replace dangerous kerosene lamps with a solar-powered alternative.   



Winner – Outstanding Corporate Social 

Environmental Responsibility 

Building on last year's highly commended award JR Holland have 

continued to invest in local producers to support the local economy and to 

ensure North East produce is available to their customers.  Discussions 

with a local farmer and HMP Northumberland have taken place to establish 

growing patterns and identify demand.  Also, JR Holland act as a hub 

allowing other local suppliers, such as dairies, bakers and soup producers 

access to the market whilst minimising their transaction costs.  A fair price 

is then agreed between all parties ensuring everyone benefits from the 

arrangement.   



Outstanding 

Customer Service 



Winner – Outstanding Customer Service 

University personnel often describe AlphaGraphics as providing a first 

class customer service.  Their friendly proactive approach is well received 

and they regularly provide a quick turnaround to meet the University's tight 

timescales.  Support has been provided to various events.  Fiona Williams, 

the University's Account Manager, is a delight to work with and takes 

ownership of proposed projects as a team member and inspiring real 

confidence with her ability to understand what is needed and contribute 

creative options within budget, delivered to deadline or in advance.  



Winner – Outstanding Customer Service 

Ashbank has continuously provided outstanding customer service ensuring laundry 

is collected, cleaned and delivered without delay.  Given the volumes of laundry 

items across the colleges division there can often be discrepancies but Ashbank can 

be relied upon time after time to provide a brilliant service.  Julie Hodge, consistently 

provides excellent customer service and is always willing to accommodate peoples' 

needs, often at the last minute.  She is always seen as someone who is extremely 

friendly and sees nothing as an inconvenience.  



Outstanding Account 

Management and 

Support 



 

 
 

 
 

Highly Commended – Outstanding Account 

Management and Support 

The Account Manager Daniel Stonard is very proactive, professional, responsive 

and enthusiastic.   Daniel ensures actions are identified, taken forward and 

completed.  He is sympathetic to any issues that are raised and has single-handedly 

helped improve the customer experience.  



Highly Commended – Outstanding Account 

Management and Support 

Saville have been an excellent partner to the University by supporting the 

University’s Audio Visual team with their delivery of audio visual installations and 

support.  John Andrews, our account manager, has been a fantastic point person for 

all the University’s needs, queries and questions regarding the support contract, 

quotations and new installations.  The relationship built up with John and his 

professional and timely responses help the AV team to provide a high quality level of 

support to the Schools, Departments, Staff & Students across the University. 



Winner – Outstanding Account Management and 

Support 

Bidvest have supplied food produce to the University’s colleges for a number of years.  

Over the past 12 months Bidvest have been challenged with incorporating and 

managing the needs of the University’s retail outlets.  Pete Adamson, our account 

manager, has been very responsive to retail’s requests which are often not straight 

forward.  Working in partnership there has been a marked improvement in the cake 

range across commercial and student cafes responding to the ever increasing dietary 

needs of gluten free and dairy free products.  Pete is professional and timely in his 

communication and is proactive in ensuring our business receives best possible 

pricing for the products we need. 



Outstanding 

Communication 



Winner – Outstanding Communication 

GEM are a relatively new supplier to the University and right from the outset have 

demonstrated a commitment to work with the University and become a real partner.  They 

are keen to demonstrate their innovative approach to understanding the University's 

requirements to ensure that excellent candidates are sourced for our needs by setting up 

a communication strategy to get 'under the skin' of the hiring managers they may work 

with in the University.  Their account management team, headed by Ian Miller, is 

excellent.  Whilst GEM are keen to follow processes implemented on the contract they are 

also able to effectively communicate when flexibility should be applied to these processes 

in order that the University benefits.  



Outstanding  

One-off 

Contribution 



Winner – Outstanding One-Off Contribution 

Tiffin have delivered outstanding support towards the Retail Catering Team over their 

busiest trading week of the year, supporting new prospective students into the 

University on Open Days and then at the other end celebrating the success of our 

students during their graduation.  Support and planning for these events begins 

many months in advance, ensuring every detail is just right, to the actual 

performance and delivery on the day. Tiffin demonstrate their value of our business 

by their responsiveness to our ever increasing list of demands, always enhancing the 

business with lessons learnt from previous years.  



Most Innovative 

Solution or Proposal 



 

 
 

 
 

Winner – Most Innovative Solution or Proposal 

Studio MB consistently surprised the Palace Green Library Team with their innovative, 

creative approach to exhibition design - coming up with design ideas that the Library 

Team, in their own words, would never have dreamed of.  Sometimes there are 

particular challenges depending on the subject matter of the exhibition or the display 

requirements of the objects.  They work through this as a creative problem solving 

exercise to find a solution.  They are a great company and their innovative and creative 

approach is appreciated not just by us, but by visitors to the exhibitions too, who 

consistently remark on the quality of Durham University exhibitions... so it is good for all 

of us.   



Above and Beyond 

the Call of Duty 



Winner – Above and Beyond the Call of Duty 

Alphagraphics received a number of nominations in this category with citations of 

always delivering on time or in advance, even when the University misses its own 

deadline.  They are responsible for delivery of print for a number of high profile 

publications and events, examples being the summer pre-sessional programmes and 

exam papers, and they always seem to know what is required without having to be 

asked.  They handle any last minute amendments calmly and efficiently and deliver 

exactly when and where needed with no request being too difficult.  Fiona Williams 

and Sarah Miller are a pleasure to work with and we are very grateful for the service 

they provide. 



The John Turner 

Outstanding 

Customer Award 



 Phil Redmond, Mechanical Engineer, 

Estates and Buildings Dept. 

 
Phil has been working closely with the Procurement Service on the likes of 

laundry facilities and lift maintenance.  Phil is both conscientious and 

knowledgeable, and has made himself available to assist in contract matters 

concerning gas safety and engineer issues.  His correspondence and supporting 

documentation is clear, concise and always accurate which  has proved vital in 

reaching resolutions. 

 
 

Winner – Outstanding Customer 



Lynsey Tibbett, Durham University Business 

School Information Systems Manager 
 

Lynsey is instrumental in the delivery of the IT Facilities Management contract at 

Durham University Business School.  She has consistently and successfully managed 

the supplier and supported both Procurement and CIS to ensure that the University 

overall benefits from the agreement in place.  Lynsey is open, honest, proactive and 

always dependable ensuring the needs of the Business School and its academics, staff 

and students are at the forefront of all IT engagements.   

 

Winner – Outstanding Customer 


