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MONITORING AND EVALUATION PROCEDURE 
Context

Student Support comprises: Academic Advice, Student Funding Advice, Out of Hours Team, Disability, Inclusion and Advice Service (DIAS), Student Counselling & Well-being.

Student Support seeks user evaluation of all of its services delivered directly (i.e. face-to-face) or indirectly (e.g. its literature and web-site/VLE). Feedback is taken seriously and is used in a practical way to effect changes and improve the quality of the services we offer. Feedback is identified in Statements of Service as a key feature in continuous improvement. In addition, teams encourage informal feedback, collating evaluation information and recording resultant improvements in their service through the University’s Annual Monitoring process. 
How do we monitor and evaluate?
Written feedback is sought in a variety of ways:

· Each team gathers feedback on 1:1 interviews, group workshops and events as appropriate. 
· The University runs regular generic surveys. These enable us to gain specific and general feedback and comments on our services, including reasons for not using our services.

· Via the Student Experience Council (SEC) which meets at least once a term.
· Via the University’s Chatback 

· We also value informal feedback at any time. 
Teams use focus groups as an additional method of eliciting feedback on specific issues from time to time and involve students as much as possible in decision-making about changes and development.
It is important to us to hear from other members of the University community such as members of academic teaching staff and other staff who support students. Staff feedback is often informal and anecdotal. However, an evaluation form is available for staff, both online and in paper format, to gain comments and suggestions. We also welcome verbal suggestions and comments.
What do we do with the feedback?
Feedback relating to specific teams is discussed and acted upon by that team. Where feedback relates to Student Support as a whole the whole team discusses any suggestions or complaints made and decide how to act upon them.

Teams identify changes made in response to user feedback in their annual reports as part of the monitoring process. 
· Feedback from workshops is summarised and, where appropriate, shared with the academics. An analysis of this feedback is used as the first stage in preparing the next workshop.

· Feedback collected through university surveys, eg NSS, UKES and PTES, or Chatback is forwarded to the co-ordinator of the service who, in conjunction with their line manager / teams, then decides what action to take.

· Staff will reply to individuals who have given feedback if they request a response.

· Student Support teams publicise responses to feedback (informal and formal) as issues arise via the ‘You said, We did’ screen on the screen in the Student Support zone and via other media, such as the SEC and the Hub, as appropriate.

Confidentiality*
· In all instances, except where students/graduates voluntarily invite further dialogue, anonymity is preserved.  Any outcomes are published in a form which does not identify the student/graduate. 

*Please see the Confidentiality Statement for further details.
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