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Introduction

Here are the results of the self-assessment survey from the following services:

· Academic Liaison

· Academic Registry – Exams Office  

· Academic Registry – Graduations and Awards

· Academic Registry – Research Student Administration and Support

· Academic Registry – Student Centre

· Audio-Visual Services

· the base 

· Careers Service

· Disability Service

· Effective Learning Service

· Finance Office

· ICT Skills

· International Student Advisory

· Labs

· Research Collections

· Student Counselling Service

· Student Funding

· User Support.

The survey period was 15 March to 22 April but late returns were common and the last questionnaire was sent in on 20 May.  This is despite a much longer lead in period than for the previous survey.   One service made the point that they are more likely to do development work over the summer so next November would be a better time to check on progress.  
The list of expectations is attached as appendix A of this paper.  ** indicates that this is a key expectation.  Services were asked to assess themselves on this scale: 

a. Doing already

· 100% - always the case, right across the service;  

· 75% - mostly the case, across most of the service;  

· 50% - we’re about half way there overall; 

· 15-25% - sometimes the case, in parts of the service.  
b. Could do easily

c. Aspirational 

Services were also asked for information on what they needed to meet the expectations they class as ‘aspirational’.   
General points
This is a self-assessment survey.  Where there is no objective measure, assessments can vary over time.   Some services said they found it difficult to assess where they were on some of the expectations and needed to check back to see what they said in the first survey.  
Some services also appear more self-critical than others.  For example, expectations 6 and 7 - 

· All staff respond promptly and politely to students.

· All staff treat students fairly and sensitively.

Three services reckon that this does not happen all the time, a very slight increase on the previous survey.   These expectations were almost excluded from the survey at an earlier stage and included in assumptions instead.  It seems sensible to have kept them in.

Comparing survey 2 against the baseline

The first survey results are the baseline or starting point against which we measure progress over the three year period of working towards these expectations.  We have spent some time looking at how to measure change between this second survey and the first one.  At the suggestion of a lecturer in Law and Social Sciences, we have adopted this system to chart movement between the two surveys.
	Response
	‘Score’

	Doing already – 100%.  
	5

	Doing already – 75% 
	4

	Doing already – 50%
	3

	Doing already – 15-25%
	2

	Could do easily
	1

	Aspirational
	0

	Not applicable
	0


Charts 1- 7 in Appendix 2 show the combined score, across all services, for each expectation in November (the baseline) and May.  They also show the maximum possible score or our ‘target’.  Normally this is 220 but where an expectation is not applicable to one or more services, we have adjusted the maximum possible to take account of this, hence the dips in some lines.  This will make sense when you look at the charts.  We can supply a chart showing the November and May score for your service if you are interested.  
What makes an expectation ‘not applicable’?

A number services marked expectations as ‘not applicable’ in this second survey.  There were far fewer instances of this in the first survey.  I have had to do some work on what makes an expectation ‘not applicable’ in order to work out what is the maximum score we can achieve 
Nearly all ‘not applicable’ expectations relate to the web:  
· If a service does not have a website, then we treated expectation 23 (consistency between hardcopy and web) as ‘aspirational’ but counted all other expectations as not applicable.  Once those services get a website, then those expectations will be applicable.  
· A group of other services have no links to services external to Caledonian and do not need them, so expectations about external links are not applicable.  
· One or two services have no forms for students, so online forms are not applicable.  
Practically all other expectations are treated as applicable to all services.  SAS will be in contact shortly with a list of expectations which are not applicable to your service.  Where necessary, we have adjusted your return/s to make sure not applicable expectations are recorded for November and May. Please keep to this list in future unless of course things change and your service has a website, develops forms or needs external links.
A number of services queried whether some of the feedback expectations (36-43) were applicable.  For the time being we treat them as applicable but recognise that a central approach is needed for some expectations.  This will be a key area for development over the next months, not least with the central Your views database.  If your service marked feedback or any non-web areas as not applicable, then there is no score in this survey.  You will need to include the expectation in one of the other response categories in future surveys.  
Some more of the detail
There is a good deal of change between this survey and the earlier one.  

· Doing already – 100%.  Figures are better for 27 expectations, worse for 10 and there is no change for 5 others.
· Aspirational – The number of services who describe an expectation as aspirational has gone down for 22 expectations; there is no change for 17 expectations and for 4 expectations there is an increase in the number of services.

Overall, we seem to be moving ahead with these expectations and there is clear evidence of work completed in several services as a result of these expectations.  The November to April period is generally a busy time of the year so a later survey might have shown more development.  
What is needed to meet aspirational expectations 
Only five out of 18 services completed this section.  This is a disappointing response.   It may be related to pressures of other work.  Most issues there are around resources – time and people – as well as training.  
The original plan was to ask for evidence of what services had done towards meeting the expectations classed as ‘could do easily’.  Given the low response on the previous question, it is perhaps as well that we did not include this question.

What next?
The original plan was

1) Collate findings – for discussion by SAS Steering Group (and LS directors?)

2) Feedback to staff on support available

3) Review standards?
4) Re-survey  – late October 2005
The Steering Group in May decided to follow this plan:
1. Concentrate on the Responsiveness, feedback and continuous improvement section

· There is already work going on in this area (central feedback system)

· It fits in with both Enhancement led institutional review (ELIR) and action points from the Customer Service Network feedback

2. Plan and resource any further activities in that area

3. Re-survey in late November using the same expectations as in May.
Sonya Campbell, Customer Service Development Manager, will take responsibility for this
Appendix 1- Comparison of November and April returns – by expectation
The figures in the left column tell you the number of the expectation.  The top row gives the different responses possible.  Each expectation has two sets of responses: the top one is the November set, the lower one the April set.
Expectation 3b was added in April.
Expectations 5 and 14 were taken out.
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Appendix 2 – Charts comparing Nov baseline, April results and targets (max possible)
NB Expectation 3b was added in the April survey.
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Appendix 3 – List of quality expectations 

	Accessibility and choice

	1. ** Students do not have to be on campus between 9am and 5pm to access the all the services we offer.  We offer alternatives to 9-5 enquiries, transactions, workshops, drop-ins or interviews.

	2. We give students a choice in how to access our services - face to face, by telephone, over the web.  We accept and reply to queries by email, telephone and in person.

	3. We make reasonable adjustments to facilities, services, information formats, procedures (but not practices) to help students with disabilities 

	3b We make reasonable adjustments to facilities, services, information formats, procedures (but not practices) to help students whose first language is not English

	4. All our forms for students are available for downloading or are fully web enabled. 

	5. Removed - HR responsibility

	How we handle students

	6. All staff respond promptly and politely to students.

	7. All staff treat students fairly and sensitively.

	8. **All staff have had training in key customer care principles and know what is expected of them.

	9. We answer telephone calls to the main telephone number for our service in no more than 30 seconds (the time it takes to get to the point of leaving a message on BT’s automatic answering service).  The time is shorter if there is an answering machine.  

	10. Students can always talk to someone in our service during the opening hours we advertise on the web, including lunch and tea or coffee breaks, unless there is an emergency.

	11. **When we handle core queries, or if a student needs a form which is available online, we always show them how to find the relevant page (face to face) or give them the relevant URL (telephone/email) along with the answer.  This is so that they know where to look next time. 

	12. Transactions are simple and straightforward for students, whether delivered face to face or by technology.  Students can do everything needed for the transaction in one place, virtual or real.

	13. In admin work, we follow the JISC infoNet guidelines: Do it once/ do it right/ do it quickly/ keep it simple/ trust me/ I am accountable.  We follow these for process review. 

	14. Removed – not a service level responsibility.  

	Communication

	15. **We have a written policy for communicating with students: which messages we need to put across, when and how to deliver them (our general website, New2GCU, joining instructions, flyer, email, plasma screens, student home page What’s new and so on). Staff know how to handle different messages and we review the policy each year.

	16. Details of whom to contact for addition information/help and how to contact them is clear and easy to find on all our written material.

	17. **All our written material is in Plain English. 

	18. We respond to all emails within one working day (automated responses included) and send a full reply within five working days.  Full resolution of the issue may take longer.

	19. We send a full reply to letters within five working days.  Full resolution of the issue may take longer.

	20. The main service email address is a group email checked by at least two people so that students are not restricted by staff absences.  This is the email address that we publicise in written material.

	21. Whenever a member of staff is out of the office for one working day or more, their telephone is redirected to 

· someone else in the service or

· (if that is not possible or practical) to the base, who know this is happening and how to handle calls, or

· to a voicemail/answering machine message with clear information on alternatives

	Consistency 

	22. Students get the same, consistent core information, whichever member of staff they talk to in our service, or the base or the Student Centre, if they handle first level enquiries for us.      

	23. Information on our website and/or in hardcopy is consistent with information given by our staff and staff at the base/Student Centre, if they handle first level enquiries for us.

	Information and advice

	24. The information and advice we provide to users is accurate, current and impartial. 

	25. If we get a query which is not in our expert area, we refer students to the expert service, by forwarding an email, transferring a call or explaining where to go.  For telephone and face to face referrals, we explain where and why we are referring them.  

	26. **Our web pages (our home site + other pages for which we are responsible) are the primary source of information about what we provide.  They answer all standard questions; hardcopy information derives from them.

	27. Students, teaching staff, and other users (eg the base, Freedom of Information enquirers) can treat our web pages as the authoritative source of information on our service. 

	28. We check the content of key pages (contact information, opening hours, pages with time limited information eg events or anything that we know changes frequently) once a month.  

	29. **We reduce the use of ‘jargon’.  We give the meaning of an abbreviation followed by the abbreviation in brackets the first time we use it in any written material.

	30. We check and update all our service’s pages (our home site and other pages for which we are responsible) at least once a year.  Even where there is no change, we note this checking in the ‘Updated on dd/mm/yy’ field 

	31. We have a written procedure for updating web based information (who is responsible, who does the actual web work and so on) which is reviewed annually and follows any University policy and SAS quality expectations.  

	32. When we know about a change, we update our website promptly.

(Promptly – some examples -: 

– a change to opening hours, drop-in sessions, event for that day or the next   - within an hour

– new telephone number, change to opening hours etc two or more days away; changed or new closing date – within a day

removing information about events which have happened – within a week

advance warning of changes affecting the next academic year, posted during the current year – within a month (unless it’s May already!)

	33. Staff  check external web links for:

· Authority – is this a reliable source?

· Content - is it useful for students? 

· Country of origin –is it relevant to our students?

· Currency – how recently was it updated?  

	34. We always state why we are including a link to an external website – eg Support for Learning: Best Bank Accounts for students   or  Try image banks such as the LTSC Bioscience image bank.

	35. **We always link to the web pages of the expert service or refer to their website (or the service in general if there is no site) in our leaflets rather than repeat information on pages for which they are responsible.  

	**Responsiveness, feedback and continuous improvement

	36. We actively seek feedback from students in a variety of ways to get their views of our services and their priorities. 

	37. We actively seek feedback from our own staff and other active staff user groups, primarily the base and teaching staff, to get their views of our services and their priorities. 

	38. We have agreed methods for recording and reviewing informal and formal feedback.  All our staff are aware of them.

	39. We promptly tell students and staff about the results of consultations/feedback received, including any action we have taken or plan as a result.  We also explain why we are not acting on feedback.

	40. All staff are trained to deal with complaints and know how to put things right quickly and effectively.  They know when to pass a complaint to someone more senior and/or tell the student about the formal Complaint, Mediation and Resolution Procedure.

	41. We look for ways to improve services and facilities, especially through greater use of technology, in line with feedback received.

	42. We keep up to date with best practice and innovation in our service area through professional meetings and conferences, collaborative work, visits to similar services in other universities or other relevant organizations. 

	43. We meet with staff from related services at GCU at least once a year to refresh our awareness of what they offer and to look at ways of working together more closely for the benefit of students.

	Telling  students about standards

	We tell students about the level of service they can expect from us, on our website, in a leaflet or in the GCU diary.

	44. Service staff know what the standards are and work towards them
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