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Student Support Services Annual Review 
Areas for further consideration 

Identified at Readers’ Meeting: 6 November 2018 
 
 

Service  Areas for further consideration identified in 2017/18 reporting cycle  

All Establishing KPIs (measuring impact). 

Being honest in reports about presenting challenges and what needs to be done to address them 
(both by the service and by others). Some reports tended to focus on the positives rather than engage 
critically with the issues that are likely to have a positive impact on the student experience going 
forward. 

Addressing feedback, in particular feedback on feedback – closing the loop. 

Length of submissions. Please keep to guidance of 10 pages. Lengthy descriptions of service 
offerings are not needed. The focus should be on reflecting on what’s working well and what needs 
further development. 

Commitment to staff development, for example a staff development KPI 

Analysis of service usage: as seen in Finance - "Excellent, granular data on service use. Frequently 
gathered and summarised. – a key feature which could be disseminated more widely." 

 
Accommodation Catering & 
Events (ACE) 

Reflect in next year’s report: 
 
Affordability of student catering 

• Is there potential to roll out “Heat and Eat” across campuses? 
• Is there opportunity to benchmark with other institutions? 
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• Is there opportunity to work with the Students’ Association (for example on choice, 
brands/franchising)? 

 
University nursery – impact on student experience 
 
Plans for refurbishment at Pollock Halls – impact on student experience 
 

Advice Place Reflect in next year’s report: 
 
Case management system – how is it working and is it helping to manage volume? 
 
Operational changes – impact on student experience 
 

Careers Reflect in next year’s report: 
 
Engagement table – it would be good to see School level detail in the engagement table 
 

Chaplaincy Reflect in next year’s report: 
 
Mindfulness – is there potential to roll-out mindfulness working with Schools? 
 
Reach – are there ways to reach students who could use the Service but are not? 
 

Edinburgh Global Reflect in next year’s report: 
 
Risk section – potential for more reflection and learning from other service reports (for example 
Careers Service) 
 
External benchmarking – include comparison for example with other institutions’ services 
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Engaging male students – are there ways to encourage more engagement? 
 

International Student Advisory 
Service 

Reflect in next year’s report: 
 
Student feedback – would be useful to include reflection on feedback from student service users 
 
Service merger 

• Dealing with the merger into the new Student Immigration Service 
• User perceptions of the merger 

 
Estates Reflect in next year’s report: 

 
User experience 

• Reflection on available evidence for greater insight into user experience. 
• Reflection on mechanisms for getting student user experience – are surveys the best way? 

 
Risk analysis – balance and challenges of resourcing for maintenance and big projects 
 
Achieving priorities – reflection on how priorities will be achieved 
 

Finance Reflect in next year’s report: 
 
Impact of change – reflect on changes in mechanisms without increase in resources 
 

Information Service Group 
(ISG) 

Reflect in next year’s report: 
 
Impact of initiatives – more evidence on impact of initiatives on the student experience  
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Working with service users – articulating feedback with service plans and reflecting on impacts for 
staff and benefits for student experience 
 

Institute for Academic 
Development (IAD) 

Reflect in next year’s report: 
 
Deepening impact – how is the service going to achieve this? 
 
Joining up with other parts of the University – reflect on challenges for the service 
 

Student Counselling Service  Reflect in next year’s report: 
 
Impact of change – how does staff development and changes to the operational model impact on the 
student experience? 
 
Partnership working – are their opportunities do more with Residence Life and work with other 
services (for example Chaplaincy)? 
 

Student Disability Service Reflect in next year’s report: 
 
New management system – how is it working and what impacts on the student experience? 
 
Training audit – what were the outcomes 
 
Interaction with Schools – is there potential to learn from Careers Service interaction with Schools 
(may help with risk mitigation reporting) 
 

Student Recruitment & 
Admissions (SRA) 

Reflect in next year’s report: 
 
School engagement – reflect on how this objective is going to be achieved and progress with it 
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Student journey: linking activity 

• Opportunities to join up with the new arrival strategy (ACE and Schools) and communications 
strategy development 

• Opportunities to connect SRA activity with Schools/Colleges (particularly postgraduate taught) 
 

Student Systems & 
Administration 

Reflect in next year’s report: 
 
Understanding the user experience – potential for working with and learning from academic 
colleagues 
 
Impact of change – reflect on ongoing operational changes and new structure/management team, 
and impacts on student experience. 
 

University Sport & Exercise Reflect in next year’s report: 
 
Summer camps – is there potential for engaging the community through Sports Centre use in 
summer? There may be potential to benchmark what other institutions are doing in this area. 
 

Service Excellence 
Programme (arising from 
Student Systems & 
Administration report) 

• Important to refine priorities and how they are phased 
• Need for procurement of systems that communicate with each other 

 

 
 
 
 


