
Template and guidance notes for Service Areas undergoing periodic review
General notes: It is important that the Reflective Document is evaluative, providing a balanced account, from the Service Area’s perspective, of highlights and challenges.  Whilst there will need to be some descriptive content to ‘set the scene’, the main purpose of the Review is to analyse the impact of the Area on the student experience.  Therefore, this should be the main focus.  Some broad questions to consider are:
· Who are our customers?  Staff?  Students? Members of the local community? External stakeholders?
· How does our work impact on the student experience?
· How do we know that this is the case?
· What sources of feedback do we have? 

· Do we have a systematic approach to improving the quality of our provision?
· How successful have we been in achieving our goals over the reporting period?

· Have we encountered any difficulties and how have we addressed these?

Length: A suggested length for the document is 20-25 pages not including appendices, but this is not set in stone.  The key principle is to provide enough information, but without repeating points unnecessarily.  

Process: The document needs to be the result of consultation with the full Service Area team.  All staff should have the opportunity to feed into the process, for example through meetings, review of drafts or preparing individual sections.  One person should take responsibility for editing and pulling together the final version to ensure consistency of style.  Normally, this will be the Head of Service Area, but responsibility may be delegated, if the Head of Service Area considers that appropriate.  

Some style notes

See below for some tips on preparing the document:

· It is important to write the document in such a way that it can be readily understood by someone with no prior knowledge of the Service Area

· Remember that the document will be reviewed by a mixture of participants with different knowledge of the Area and QMU.  This will include an external panellist and a student panellist.  Therefore, the document should be written with this in mind.  

· If you are using abbreviations, write these in full the first time and/or include an Appendix with a full list

· It is acceptable to include links to the Internet but these should not substitute key information.  Instead, the main points should be included in the document with supporting information (further reading) accessed via links.

· Where information could sit under more than one heading, it is preferable to refer back or forward rather than repeating. This helps keep the document concise.

· Include page numbers

You might want to consider asking a colleague from another department to review the document before you submit it to QEU.  This will allow you to get feedback on whether information is presented in way that can be readily understood.  

Template 

This template can be used as the basis for submission of the reflective document for service area review.  For further guidance, please contact Dawn Martin in the Quality Enhancement Unit: dmartin1@qmu.ac.uk  The Quality Enhancement Unit can also provide a sample completed template.
1
Name of Service Area

2
Function of the Service Area (brief summary – approximately one page)
 What service(s) does the Area provide to the University? What are the main responsibilities? Is the work of the Area influenced by external requirements such as legislation? Who are the Area’s main ‘customers’?  Does the Area directly serve students or are the ‘customers’ mainly other staff?  If so, how does the work of the Area impact on the student experience?  If the Area does not work directly with students, this would usually be achieved through partnership working with academic, or other, colleagues.
3
Introduction and overview

3.1
Place of the Service Area within the University structure

Include summary information on the relationship of the Service Area with other departments.  Is it a central service or School based? Which member of the senior management team has responsibility for the Service Area?  Include a diagram, if possible.  Provide commentary on the advantages (or any disadvantages) of the Service Area’s place in the structure.
3.2
Benchmarking

Include summary information on the way in which other universities manage the functions covered by the Service Area.  You may have anecdotal evidence of this, or evidence from participation in external networks.  Most universities also have websites which set out the remit of each of their services.  Provide a brief analysis of aspects of the way in which other universities manage their work that may be useful for QMU.  Indicate also how you liaise with your peers from other universities to share information (for example through practitioner networks).  

3.3
The full range of activities subsumed within The Service Area’s remit 

Provide an overview of activities (suggested length four pages maximum).  It is important to provide sufficient factual information so that the panel can understand the day to day work of the Area, but in addition to describing the activities a commentary should be included on the relative importance of these activities and whether they are frequent/infrequent etc. 
3.4
Staffing

How many staff are employed in the unit? Provide a full list of staff members, including FTE, and a brief summary of their remit (maximum one paragraph per staff member)  Include an evaluation of the way in which members of the team work together to achieve stated goals. For example, how often do you have team meetings?  How are these managed?  What opportunity do members of the team have to contribute to decision making?  What challenges (if any) have you encountered in managing workload with current staff numbers?  How does PER operate? Note that it is not the function of the review process to manage resource issues highlighted.  Instead, the panel will be interested in how workload is shared across the team.  
3.5
Most recent review

Include the outcome of the most recent internal review.  If this is the first review of this kind for the Area, provide information on other activities that might have led to conclusions about the work of the Area. Indicate how the Area has responded to these observations to enhance provision.   If you are including or paraphrasing extracts from other reports, please make this clear and include the reports either as an appendix, or reference, if they are easily accessible online.  If you have any action plans that demonstrate your response to review, these can be included as appendices.  
4
Service area evaluation and action plan

4.1
Mission, vision and objectives
Include the Service Area’s overall mission, vision and objectives.  These are usually contained in the Divisional operational plan.  Sometimes divisional plans can be quite lengthy, so it is recommended that teams extract their individual targets.  The exception to this would be where they need to be considered as part of an overall approach.  For example, an activity in Library Services might link with IS in such a way that it is important to retain the IS section of the plan as well.  Make links to the overarching institutional mission and strategies, as appropriate.  For the most part, this will be achieved through the operational plan for the Division.
4.2
Information about how objectives are agreed and reviewed

Explain the process for setting targets.  Is this done annually or more frequently?  How does the Area decide on targets? Which staff are involved in the process?  How often are targets reviewed? How well do you think the process works?  Are targets achieved?  If not, why not?  

4.3
Evaluation of the service area’s performance against each of its key objectives

Provide a detailed and reflective account of how well the Service Area is succeeding in achieving its objectives.  This means general overarching aspects of the Area’s remit, as well as specific objectives presented in the Divisional (or other) operational plan for the current planning period.  Explain where there are areas that might be enhanced, and how this might be realised. It is especially important that this section is evaluative, looking at progress as well as areas where further work is needed. 
4.4
Impact of the Service Area’s activities on the University’s quality culture 
In this section, explain how the work of the Area enhances the student experience at QMU.  How do you know that this is the case? Has the Area made as much impact as might have been expected/desirable?  If not, how will this be addressed in future?  Include an overarching statement and some examples.  This need not be an exhaustive list.  A case study approach is acceptable, as it gives a flavour of the work of the Area and its impact.

4.5
Feedback

Explain how you gather feedback from students and other ‘customers’.  Do you use local surveys, or refer to institutional surveys, such as the Student Barometer?  Do you have comment cards or feedback forms?  How often do you survey using these mechanisms? How are the results considered and acted on?  How do you let your customers know of improvements?

4.6
Learning and development

How are staff supported to develop in their role?  Do staff attend internal and external training or conferences, and if not, why not?  How are training opportunities identified and evaluated and how do they support the development of the Service Area and individual? 
4.7
Future development plans
List priority areas for development together with the timeframe for achieving these. This might take the form of the operational plan for the Service Area, but equally there may be additions that have been agreed since publication of the plan and other objectives that you would wish to highlight which are not included in the high level plan.  
5
Conclusion

Provide a summary of points that you would want to highlight to the panel.  This might include aspects of provision that are working particularly well and might usefully be shared with others as well as aspects of provision that are evolving and subject to further development work by staff of the service area
Appendices

Please provide any of the following appendices that are available to you:
· The summary report of the most recent review of the service area 
· The most recent operational plan for the service area 
· External accreditation reports  or other measures of the impact of the Service Area
· A summary of any recent feedback from students and other stakeholders, for example, feedback gathered through the institutional student survey or external review or internally gathered customer data

For guidance on any of the above, please contact Dawn Martin in the Quality Enhancement 
Unit: dmartin1@qmu.ac.uk
Last updated 3 September 2011

