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STATEMENT OF SERVICE 
‘Putting students first’

This statement is intended to help everyone understand who can use Student Support, how the different provision can be accessed, what students can (and cannot) expect from us and what we expect from students.
Our Values

1. Maintain an open, friendly environment that is welcoming to all students.

2. Provide an effective, professional service that is fit for purpose and respects the uniqueness of each student’s needs.

3. Treat all students fairly ensuring that no student is disadvantaged as a consequence of contacting or using our services as a consequence of disability, sexuality, gender, race or belief.

4. Support and empower students to make their own decisions by ensuring that information, advice and guidance provided is impartial and non-judgemental.

5. Ensure personal information and confidentiality are respected in compliance with the the Data Protection Act 2018 only sharing information accordingly.

6. Pro-actively engage with students to improve the quality of services and to inform future developments.

Student Support comprises five teams: 
Academic Advice; Counselling, Disability, Inclusion and Advice Service (DIAS); Student Funding Advice; Well-being Sign-posting service, and Resident Life team.

Academic Advice
Support for students who are experiencing difficulties that are affecting their academic progress. The Academic Advice Co-ordinator offers help with, for example, claiming Extenuating Circumstances, interruption of studies, changing course or drafting an appeal or complaint. 
Counselling

Our BACP qualified counsellors understand that university life can be challenging and are able to support students with a wide range of issues that may be affecting their studies, eg homesickness, anxiety, relationship issues, bereavement, trauma.
DIAS

DIAS staff provide information, advice, guidance and support relating to inclusion issues including a wide range of disabilities, medical and mental health conditions and formally diagnosed specific learning difficulties (SPLD's) such as dyslexia and dyspraxia.
Student Funding Advice

Individual appointments to discuss funding and finance issues which are having/may have an impact on studies and the financial implications of interrupting, restarting, transferring or withdrawing from university.
Well-being Signposting Service

Brief initial individual appointments / listening service to work with students to identify and access on-going support as appropriate.
Out of Hours Team

A proactive service providing welfare support for resident students, enabling them to settle in quickly and to resolve any arising issues speedily and effectively.

Who can use Student Support:

· Anyone thinking of applying or who has been offered a place on a course at the University.

· All current students.

· All staff of the University (on issues relating to students and to our specific expertise).
Opening Hours
Term-time: 9am – 5pm, Monday to Friday for pre-booked appointments. Drop-ins are as advertised. 
Out of Term-time:  9am – 5pm, Monday to Friday for pre-booked appointments. Drop-ins may vary and variations to times will be advertised on the Hub newsletter.
How to contact us

· For general enquiries and quick queries, contact the Information Hub on 01752 636700 or info@marjon.ac.uk 
· To book an appointment with a specific member of Student Support staff or team, please contact us direct on 01752 636891 or studentsupport@marjon.ac.uk 
What can students expect from us

· A confidential and impartial service delivered by qualified, experienced and professional staff.

· Flexible services that are available beyond the advertised opening times, by arrangement, including a range of relevant and appropriate information in the University’s Student Handbook.

· Approachable, friendly and non-judgemental staff who work in the best interests of students, responding to their needs and individual circumstances.

· A service that is working towards the highest professional standards by being at the forefront of good practice.

· A commitment to continual staff development to ensure up-to-date information, ethical practice, increased knowledge and development of personal skills.

· A service that regularly seeks feedback from its users in order to review and improve its practice.

· Paper and web based information in a format that meets students’ needs.

· Compliance with relevant legislation and University policies, e.g. the Marjon Values, the Equality Act 2010, the Disability Discrimination Act 2005, Health & Safety and Data Protection Acts.

How we work with students
· We don’t replace statutory agencies – we provide information, advice and guidance and support services, including access to student counselling and specialist mentors (for those diagnosed and assessed as eligible) to enable students to undertake a higher education programme. Our services do not replace those provided by agencies such as the NHS.
· Where it has been recommended that a student seeks additional support from either another university service or external agency, we will assume that the student has acted on this advice. We will not routinely check that they have unless agreed or we have a clear indication that the student or others are at risk of significant harm.
· If a student does not attend an appointment (whether or not we have been notified) we will not normally assume this is an indicator of risk. Another appointment will be offered by phone or email but we will not routinely check on the welfare of the student.

· If a student does not respond to our offers of support and appears disengaged or unresponsive despite multiple attempts to establish contact over a 2 week period and there is other evidence of disengagement we may escalate as a Student Welfare Concern – see also Fitness to Continue to Study Procedure.
· We assume that students are fit to study - this means that they can take part in study and fully engage, appropriately, with the broader aspects of student life (with reasonable adjustments where appropriate), without putting themselves or others at risk. If we are concerned that this is not the case, we and other university staff will do our best to support and guide them in line with our Fitness to Continue to Study procedure.

What Student Support staff expect from students:

1
Arrive on time for appointments, fully prepared.
2
Let us know as far in advance as possible if you are unable to attend an appointment.

3
Be courteous at all times – staff see many students and at certain times of the year services and staff can be under considerable pressure.

4
Provide constructive feedback on our services, either formally or informally, and by completing our evaluation forms.

How we work with staff
The various services within Student Support provide training, advice, resources and consultancy to all academic and professional services staff on both an individual and team basis.
Other information to read in conjunction with this Statement of Service:

Statements of Service for individual areas, along with other specific Student Support or University policies and procedures are available on the Marjon Student Handbook - Who to talk to - Student Support and/or in printed form as detailed below.
Student Support:
· Confidentiality Statement
· Referral Procedure
· Information Procedure
· Monitoring & Evaluation Procedure
Relevant University documents:

· Annual Equality Report & Objectives
Your Suggestions/Complaints

We welcome all feedback in order to improve our services.   Comments or suggestions can be emailed to studentsupport@marjon.ac.uk. An anonymous annual survey will be sent to student users of our services. The feedback from this will be reviewed and used to make improvements. Students will be updated about any changes via the Student Support screen and Hub newsletter. 
The Student Support Complaints Procedure is in line with that of the University (see the Student Regulations 2018-19 on the University website or the Marjon Student Handbook).  In the first instance complaints should be made to the Head of Student Support who will make an initial response within seven days. 
Equality Impact Assessment

Student Support documents have been subject to a Preliminary Equality Impact Assessment. 
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