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GUIDELINES FOR THE PERIODIC REVIEW OF PROFESSIONAL SUPPORT SERVICES OF QUEEN MARGARET UNIVERSITY

1
Aims of review
The over-arching purpose of the review is enhancement of the student experience, through self-reflection and constructive feedback.

The more detailed aims are to:

· Provide staff of the service area with an opportunity to reflect on its operation, successes and challenges, since the most recent review;
· Evaluate the overall impact of the service area’s provision on the University’s quality culture, including how the service area supports and/or complements the academic work of the institution;
· Evaluate the extent to which provision meets the needs of identified stakeholders, including staff and, most importantly, students;
· Evaluate the ways in which the service engages with stakeholders to monitor and improve the quality of provision;
· Evaluate the extent to which the service area’s activities are aligned with institutional strategic objectives, including those relating to the enhancement of learning and teaching;
· Identify possible areas for improvement, , and monitor action taken in response;
· Identify examples of good practice for commendation and dissemination.
Note that it is not within the remit of the panel to set conditions for the service area under review.  However, there is an expectation that the service area will respond appropriately to the findings of the review.

2
Procedure
The service area will submit a reflective document which describes the key functions of the service and evaluates their effectiveness.  This will be available four weeks before the review event.  The panel will then meet the staff of the service area to discuss the issues raised in the document. The panel will also meet principal service users, including staff, students and external stakeholders as appropriate. At the end of the event the panel will agree recommendations and commendations which will be fed back to the staff team. A written report is submitted to the Student Experience Committee. 
The service area will be invited to provide a response to the recommendations of the panel, highlighting any actions taken or planned in response to recommendations.  This response will be submitted to the Student Experience Committee.
QEU will provide the secretary to the meeting who will be responsible for making all necessary arrangements and writing up the report.
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Agenda
Members of the review panel will be invited to provide initial comments no later than three days before the meeting, which will be passed on to the head of the service area to assist staff in their preparations for the review meeting. The comments will also form the starting point for drawing up the agenda for the meeting. 
Key areas which the panel should concentrate on are:
· Is it clear what the service area’s purpose and objectives are? Are these linked to wider university objectives? Are they appropriate for the needs of service users?
· What impact does the work of the service area have on the overall student experience?  How does it complement the work of academic Schools and Divisions?
· How effectively is the service area meeting its objectives? Is there more it could do? Is it doing anything particularly well that should be commended as good practice?

· Is the service area evaluating its own performance? Is there more it could do to find out what its users need? How has the service improved in response to feedback?
· How are staff development needs within the service identified and supported?

· What are the future objectives for further development of the service?

The Convener will draw up a list of topics for discussion with the team and identify individual panel members to lead off on each topic.
When meeting with service users, the panel may wish to ask:

· What is their experience of the service?

· How did they find out about the service? Are they aware of all the services offered? Is information and guidance easy to use?

· Are they able to provide feedback on the service or changes to it?

· How might the service be improved and what would be the impact of such improvement on their experience?  
4
Conduct of the meeting
The meeting should be fairly formal in tone, but constructive and collegiate. The Convener should ensure that enough time is allowed for each topic and may draw the discussion to a close if it is felt necessary to move on. The Secretary will assist in keeping the event to the agenda.

The Secretary will take detailed notes of the discussion and it is not necessary for panellists to do so. However, panellists should keep a note as they go of anything which might be a possible recommendation or commendation.
All members of the panel should have a turn to ask questions; all members of the programme team should have an opportunity to speak. The Convener should be alert to anyone else who may want to speak and shouldn’t be afraid to cut people off and enforce ‘through the chair’ conventions.
Note that although the review is not intended to be an audit, the staff team may feel under the spotlight. It is important that questions are phrased in a positive and non-judgemental way so that staff can be encouraged to respond openly and without defensiveness.
5
After the event
A summary review report detailing key actions recommended by the panel and aspects of good practice identified through the process will be prepared within 48 hours of the review meeting.  This will be circulated for approval to all members of the panel.  Once agreed by the review panel, the head of the service area under review will be invited to comment on any factual inaccuracies after which the summary report will be confirmed.

A full review report recording the discussion leading up to the summary conclusion will be prepared within four weeks of the meeting and circulated for approval to members of the review panel.  Once agreed by the review panel, the head of the service area under review will be invited to comment on any factual inaccuracies after which the report will be confirmed. The report will then be submitted to the Student Experience Committee.
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