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Executive Summary

Having carried out the Accreditation Review in accordance with the guidelines provided The University of Bolton, Student Services, Recruitment and Admissions has demonstrated that it continues to meet the matrix Quality Standard for information advice and guidance services. Continued Accreditation to the matrix Standard is granted for the internal and external services provided by The University of Bolton, Student Services, Recruitment and Admissions.   

This Accreditation Review Report details the services provided by The University of Bolton, Student Services, Recruitment and Admissions and includes a brief description of the organisation, the Assessment methodology and an overview of how The University of Bolton, Student Services, Recruitment and Admissions demonstrated that it continues to meet the matrix Standard. In the interests of conciseness the organisation will be referred to as “the Service” in the body of this report.

1. Introduction

The staff of the Student Centre, as it then was, felt that the achievement of the matrix Standard in February 2005 raised their profile in the University and externally. The Head of Recruitment and Admissions uses it as a measure of service quality, when talking to prospective students and their parents at Open Days. They made several presentations to colleagues of the benefit of working towards the award. One of the most memorable was to a visiting group of professors who were partners in a European-funded Tempus project; they had come to investigate the setting up of a quality assurance framework in Egypt! The Accreditation achieved has motivated other schools and departments in the University to be more proactive in CQI.

Following Accreditation they produced an action plan, which was circulated widely within the university, including to the Academic Board. The actions related to; the quality of third-party providers to whom they referred students, improving working relationships with other departments, improvement to the website and the pacing and reinforcing of information to clients and they wanted the Assessor’s independent feedback about these.

Staff have shared good practice with other universities as the matrix journey and achievement has heightened staffs’ morale, motivation and confidence about the professionalism of their IAG.

Towards the end of 2006 and during 2007 the University of Bolton underwent a major restructure, which affected both academic and professional staff. The Student Centre ceased to exist as a department, becoming a place rather than a concept. Reporting structures changed, the Student Information Service merged with Student Services, the Reception Service joined them, and Recruitment and Admissions became part of Marketing and Communications. They lost the services of several valued colleagues who had contributed, significantly to the award of the original Accreditation. 

The close working relationships between the Recruitment and Admissions and Student Services teams remain important if they are to continue to deliver a focussed and high quality service to students. Despite the two teams now being in different departments, they saw the matrix re-accreditation process as tool for ensuring that the two teams worked together, and that, whilst working through a period of change and challenges their service continued to grow and develop. Joint working, especially between the Student Recruitment Team and the Student Funding Adviser in Student Services at partner colleges/Sixth Form events is evidence of this.

Student Services was formed in February 2007 by the amalgamation of Reception Services (from Estates), the Enquiries function (from Recruitment and Admissions), the Student Information Service with Student and Residential Services. There are 45 staff.

As well as wanting to retain Accreditation to the matrix Standard they wanted a professional external perspective on how they have coped positively with change and still achieved CQI. The matrix Standard is becoming recognised at the quality mark for Student Services in the sector. They used this as a vehicle for reviewing and evaluating procedures, cross- team working and to ensure that feedback informs service improvement. All staff in the department, other than those working in Halls of Residence, are involved in this process.
By embracing the restructure as a driver for change they haven fresh goals that are; to contribute to the delivery of the Professional University, to provide an integrated service which meets both individual student and organisational needs, to deliver a range of ways to suit the circumstances of a diverse student body, to ensure, through review, evaluation and benchmarking, that service quality is continually improved, within the resource available and to that they have formed strong and beneficial relationships with both internal and external consumers, but particularly with partner colleges.

They also wanted to ensure that they are contributing significantly to the aims and objectives of the University of Bolton which are to: attract and retain students, from a wide and diverse community, who have the potential to succeed and benefit from the experience, ensure that there is equality of opportunity for all applicants, regardless of age, gender, ethnicity, disability, sexual orientation and religious belief, to gain admission to a course suited to their aspirations, and their ability to meet the academic demands and professional requirements of the course.

The service ensure that clear, consistent and accessible information and guidance is available to all stakeholders in the admissions process e.g. applicants, parents and families, schools, colleges, employers and sponsors and all University staff involved in the admissions process. They assess all applications on an individual basis to check that all assessment methods used for the selection of students are reliable, appropriate and fair and, by providing excellent IAG they contribute significantly to the retention, progression and achievement of students.

2. Methodology

The Assessor used a range of methods to gather evidence against the matrix Standard; 
Interviews with Staff 

Managers; Head of Student Services, Customer Services Manager, Head of Marketing and Recruitment, Sports Centre Manager

Supervisors/Team Leaders; Team Leader – Student Services, Senior Disability Adviser, Reception Supervisor, Admissions Team Leader

Staff; Student Funding Adviser, Administrative Assistant- Student Services, Student Adviser, Enquiries Administrator, Disability Adviser, Information Assistant-Careers, Marketing Liaison Officer, Marketing Co-ordinator, Co-ordinating Chaplain, Counsellor
Group Interviews with Students from the Job Shop, Careers, Disability Service, Disability Service, Admissions, Sports Centre, Criminal Records Bureau, Student Funding, Access to Learning Fund/Volunteering, Accommodation / Access to Learning Fund Student Funding/ Access to Learning Fund/ Counselling. 

Interviews with Partners; Aim Higher (Careers), Police Liaison Officer, Students’ Union

Telephone Interviews with Partners Clear Links (Disability Service) Bury College Rivington & Blackrod (school) Head of Thornleigh (sixth form)
Observation Sessions Student Services (Advisers) Funding Adviser with a student and 11 students being assisted in the centre.

Documentation: Feedback and Evaluation ‘You Said, We Did’ invitations for opinions and feedback given by students, International Student Barometer Evaluation questionnaires from Open Days, Admissions, Volunteering, Excerpts from the Quality Assurance Audit for Higher Education (QAA) Institutional Audit  - November 2005 Marketing and Communications feedback questionnaires (Student Services) commenced 11th February 2008 for a six-week period National Student Survey – Hobson’s School Leaver Reports – Evaluation and action plan Access to Learning Fund (ALF) action plan resulting from HEFCE good practice guidelines Bolton Bursary and Scholarship on-line questionnaire, results and action plan, 2007/8 Accommodation feedback and action plan Criminal Records Bureau questionnaire, results and action plan

Sports Centre feedback and information- £1 Million Challenge

Supporting Evidence: Since the Accreditation visit of February 2005 Monitoring Statistics, Usage of new evening advisory service, raft Departmental Health and Safety Policy (for review) The Planning Process:  How departmental plans reflect and feed into the University’s strategic plan, Police Liaison (A new initiative) Minutes, Action Plans publicity (to be evaluated in May 2008), Funding Advice drop-in sessions, posters, Student Services Initiatives Volunteering (including the UBSHOT project), Sports Centre - £1 million challenge,   Minutes of the Faith and Spirituality Group, Chaplain’s Reports, Events and contact card, Educational Development Unit – Professional Development for Staff (PDS) Programme booklet Admission Tutors Forum, information Student Centre Health and Safety Committee Minutes and agendas, Photographs of advertising at Manchester Victoria railway station, University Welcome Programme – , Presentation delivered by Student Funding Adviser, to Bolton 6th Form students, Staff Development Report – Student Services , Anonyms appraisals Student Handbook/Diary for 2007/8,University of Bolton Prospectus – 2009,Investors In People Post Recognition Review,

Job Shop Information and Literature, University marketing timeline, Statements of service – Student Services, Disability Service, Volunteering and Careers Service, Chaplainry, Accommodation, Finance and Criminal Records Bureau and Sport and Recreation and resources from a Disability Awareness Session.

Enhancements resulting from matrix Assessment in February 2005

Confidentiality Policy, Admissions Policy:  Disability Service

The Assessor was invited to give her views and findings from the Assessment interviews about new policies, procedures and ideas to improve the centre when they relocate; these are included in the appropriate sections within the report.

The organisation did not want separate sections in their report relating to internal and external services as they recognise that there is considerable overlap of good practice in both areas.

At the request of the service the findings in this report are very detailed and partners are named.

4. Strengths

During the Accreditation Review, nine existing strengths were reviewed and eleven new strengths were identified. These are outlined below. The numbers and letters in brackets refer to the relevant elements and criteria in the matrix Standard.

Existing Strengths

1. Students continue to prefer to judge the competence of staff on their personal experience of the staffs’ performance. Staff feel more confident about their competence since the restructure and because of the supervision provided by the highly respected management team. Work shadowing, better inductions and staff covering colleagues’ duties in times of absence have enhanced the consistency of frontline service delivery even further. Clearer job roles have lead to significant improvements, particularly in relation to information, crisis response, work with overseas applicants and customer care. (6b, 8c)

2. Systems and paperwork have much improved by developing quality standards for action plans and e-guidance. The new referral form enables Advisors to manage their caseloads effectively. There were several examples of tailor made paperwork for individual areas of work such as Additional Support. Improved IT communication across the University has enhanced the speed and quality of cross college referrals. The ‘Standard Letter Training’ backed by the effective use of Student Information Technology Systems (now known as Tribal) enables staff to extract information from the data base to ensure that frequently requested standard letters are produced promptly and accurately. (6b, 8c) 

3.  Quality assurance processes have been extended in response to changes within the university to ensure that a more systematic approach to planning, monitoring and evaluation is built into all IAG activities. CQI is further supported by the efforts of a working group to oversee this. (8a)

4. Staff confirm that their well-being is assured, especially when they work offsite despite changes in structures and staffing. They retain their strong links with the University’s Health and Safety Officer. There is an ‘Exceptional Review Policy’ that is implemented consistently for example evening clinics are provided in the library at the University so that, staff are not alone for evening work. The sports staff are using funds proactively to support the good health of their colleagues through physical activity and are renowned for their innovative ways of helping reluctant exercises to engage for example Senior Management are now enjoying belly dancing. (6f)

5. The available space in Student Services has been organised to make the most of facilities.  There are private spaces for sensitive discussions and a desk available so that students do not have to go away to complete forms. One improvement is that applicants have access to a PC to enrol online should they so wish. The location, layout and design of the Student Services facility means those callers appreciate being able to access a range of services in a “One Stop Shop”.  The service is considering significant student led improvements when they relocate as part of the new build. (8d)

6. Improved support and inductions for all staff, such as, back to work interviews mean that staff perform more effectively and confidently. Staff feel that improved communication and leadership support this and, an enhancement is that colleagues may determine the duration of their work shadowing experiences. (6a, 6b)

7. Feedback remains a strength. This has been achieved by practical measures such as simplifying the Compliments, Complaints and Suggestion forms, developing a Student Focus Group that includes supported students plus encouraging greater feedback from specific IAG interventions such as at enrolment, careers events and after guidance interviews. Staff feel well informed about feedbacks and improvements since the Self Assessment Report was introduced.  Prominently located, colourful suggestions boxes and better feedback to student following the ‘you said-we did’ model help with this. Student Services has excellent feedback procedures and on is effective in encouraging more feedback by making service users aware of what differences their comments can make. (7a, 7b, 7c)

8. Students and partners are much clearer about the range of support available because of staff presentations, a better web site and clearer leaflets, that are available in electronic format and written in plain English so that take up of various services has increased. (1c)

9. The interpretation of legislation and University policies into working guidelines and check lists which give all staff confidence in dealing with any issues that may arise has improved. These have been written in clearer terms by the well-respected new manager and are now more accessible on the web site and Intranet. (5e)

New Strengths

1. The service has a traditional comprehensive, attractive and clearly signed and categorised careers library that is well used by staff and students. This is in addition to the information they hold online and is much valued by staff and students. (3a)

2. The leadership motivates the team and was appreciated during the challenges of restructuring within the University. Staff continue to appreciate the accessibility of management and their willingness to help with student enquiries at busy times. (5b,)

3. Student Service’s response to diversity, equality and support for people with additional needs is exceptional and there is a comprehensive range of equipment available to assist students. The positive culture encourages students to disclose disabilities. This enables appropriate support to be put in place that meets the specific needs of individual students. (1d, 2b, 4e,)

4. Volunteering is highly valued and recent enhancements such as; closer working links with Jobshop and the Student Volunteers’ Network has made it even better. The staff intend to encourage more of the academic staff to let them know exactly what the mandatory work experience requirements of their particular disciplines are, so that they might source relevant volunteering opportunities. Placing volunteers with the Careers Service and Jobshop works well. Further improvements will be to operate the organisation of volunteering as a Business Model and to make volunteering awareness part of everyone’s induction. Volunteering is to be part of staffs’ Personal Development so that colleagues are given the opportunity to undertake enjoyable, relevant volunteering work. (8d, 6b)

5. The service is widening its’ remit and improving services examples of this include; the Anti Bullying Project, the Student Diary that makes crucial time scales and relevant activities more obvious to students and, the successful Sexual Health Project. (2d)

6. The marketing of the service that was already good has been developed due to improvements in resources; activities and school and community links resulting in an increased take up of services from different by people communities. (1c, 1d,) 

7. Although each Advisor has a specialisms, for example Overseas Student Issues, the buddying and mentoring systems mean that everyone, including senior management has transferable skills, and can respond promptly to student needs. The team work well together in a culture of cooperation. The Student Services Staff Development System is considered to be very supportive, especially in relation to managing the impact of group dynamics among colleagues.  (6b, 6c,)

8. Staff all levels of the service are genuinely enthusiastic and responsive, a suggestion about creating a checklist to clarify what evidence those students who apply for funding was actually actionned during the Assessment. Interviewees appreciated the rapid response that is consistently given to enquiries for help both from students, other University staff and external partners. (8a) 

9. Student Experience Officers (SEO) have been employed to be a point of contact for students who have concerns with any aspect of University life and stud. They offer a confidential listening service and engage with students on a one-to-one or small group basis and direct students towards appropriate sources of help. and are engaged in research linked to student retention. This research helps inform University policies and procedures to support students. (8d)

10. The service benefits from close working links with the multi faith Chaplaincy Advisor. The Chaplaincy is now really well established and this has led to an encouraging uptake of referrals and demand. The Chaplain consults Muslim, Hindu, Christian Flavours, Jewish, Pagan and Humanist contacts to support the development of ‘spirituality and the whole person.’ The reputation is so esteemed that the Chaplain will be going to Windsor Castle as a consultant to royalty about the role of Muslims in driving forward academic excellence. (5g, 8d)

11. The receptionists are seen as the ‘face and voice’ of the University who give a vital first impression. The team are trained to British Telecom Standard and, are renowned for their patience, professionalism and knowledge of how to refer callers accurately. (1c)

5.
Areas for Continuous Improvement

The Assessor identified four existing areas where further development has improved the quality of service and ten areas for further development. The numbers and letters in brackets refer to the relevant elements and criteria in the matrix Standard.

Existing Areas for Continuous Improvement

1. The service was aware of the need to expand IAG in the community and have done so through robust and evolving network and partnership engagement. (1a, 5g, 8d) 

2. Previously there was inconsistency in of tutors’ awareness of what Student Services do. As a result of streamlining 13 Departments into 5 schools within the University, with individual autonomy, communication is better and so are mutual respect and understanding, although the service is aware that this needs to be progressed further. (8g, 5d)

3. The need to increase links with employers. The new Job Shop staff have improved this proactively and this aspect of the work is now a strength, which is significant as the ‘Employability Agenda’ is crucial to the wider University’s Strategic Plan. (8d)

4. Communication is effective and improving staff felt that it would be enhanced by them sometimes attending other schools and departments meetings and vice versa. Staff would also value the continuation of annual ‘Away Days’ to foster mutual understanding and avoid duplication of services. (5c)

New Areas for Continuous Improvement

1. Students want both appointments and drop in facilities as some feel that they cannot simply pop in for help. Whilst they value e-mail contact for minor issues arising, they prefer to see staff face to face for detailed enquiries. (2d)

2. Students want the centre to be more interesting, perhaps with themed poster displays related to the seasonal needs of students. Other requests included; free water, getting rid of the rope barriers, more confidential interviewing facilities, more chairs, the introduction of a ’fast track issue desk’, a triage approach, ensuring that the equipment used for ID cards is not too prominent and, certainly not in an interview room, as it can be unintentionally intimidating. Student would also like; attention to at the desk height for students in wheelchairs, facilities that take into account the comfort of students with children and/or, working dogs. Other ideas were; a ticket system so they might go away and return at busy times, more seating, free photocopying and tissues. The traditional careers library is popular however; staff may wish to make it even clearer that they are there to help people to access information. (3d, 7d)

3. Some students and staff think that it would be a good idea to do more to inform them about the changes that are on going in the University and, also, to give more examples of how student feedback really informs change perhaps using the web site and notices on site. (7c)
4. Students want staff to make better use of students’ home e-mail addresses during holiday periods, as there can be problems with the use of mobile phones if students keep changing their numbers. (2d)
5. The University does not have a Confidentiality Policy but the Senior Disability Adviser, has developed one for use in the Disability Service, which once trialled and reviewed, will be rolled out to Student Services. (2b)
6. Interviewees feel that, because staff prefer to focus on the positive with students there may be instances where there are avoidable and distressing delays in students being told disappointing news, for example in relation to funding, visa and course applications. (2d)

7. Although staff agree that the service is very good at helping staff to develop all the skills and knowledge they need to carry out their job descriptions and that they are clear about their contribution to the Business Plan, it was felt that some managers were better at giving vocational advice to staff than others so, therefore, the service may wish to offer training and peer support to managers relating to IAG for staff. (6e)

8. In response to student feedback the Sexual Health Project team may wish to consider adding to the drugs, alcohol and addition training, an additional element that helps staff to support students who see addiction to prescribed medication as needing different support because that kind of addiction may be unintentional. (2d)

9. Although communication with the other schools and departments in the University has improved after the restructure and, staff believe that their enhanced reputation from the matrix Accreditation has contributed to this, there is still the potential for improvement. Staff would appreciate the chance to attend meetings with other teams in the University to improve services by avoiding overlap, understanding other people’s roles better with the result that IAG for staff and students would improve. (6c)

10. Partnerships work well although some partners feel that these operate most effectively at strategic level but not always as well at operational level. Partners comment that The University of Bolton staff have a better understanding of how to implement strategical theory into practice than many other FE and HE institutions. (5c) 

Identified Areas for Continuous Improvement

The service has identified seven potential Areas for Continuous Improvement as part of its’ Self Assessment Review processes and, as part of its matrix journey and took the opportunity to discuss them during the Assessment. They include; 

1. To improve the link with the Council in terms of the problems they face in downloading job vacancies from the Council’s website. (5g)

2. Students like the fact they can see either a man or, a woman in Student Services. However, some students mentioned it may be helpful to have the option to talk to a male member of staff at Reception. This would follow the model of giving students access to a male and female Counsellor on request. (2d)

3. To adapt an existing model where a Receptionist covers the Enquiries Administrator by having staff trained on Reception to cover for staff shortages and, also, to give the staff an opportunity to have team meetings. (7d)

4. Although they are very good at health issues and disability support they need to improve the awareness of this by developing  ‘Is it safe to share a problem?’ ‘Let us reduce it to an issue’, to ‘Let’s work together to support you’ promotional material. (1d)

5. The plans to develop and deliver an optional academic module on religious awareness for staff and students may in the long term, contribute to improve understanding and moral and ethical cohesion. There may be commercial value if the module was shared with other Universities. The service might consider consulting with staff and students to come up with a more inclusive name for ‘Chaplaincy’ services. (5e)

6. The Jobshop intend to give more students work experience that will add to their skills and CVs and contribute to improving the opportunities to access part or, full time jobs for students. There was an intention to use Marketing students to look at where students have previously found jobs and gain intelligence about transport methods, numbers of people who class themselves as disabled entering work, numbers of Internal/Home students, gender breakdown, occupational areas entered and localities (around and away from Bolton). Marketing students may canvass employers for vacancies. During the Assessment, at the suggestion of students, it was decided to look at the potential of offering students from other university schools the chance to contribute. For example; Fashion and Art students to look at image and colour consultancy, Photography students to make DVDs of practice interviews and photos to promote the scheme, Health and Psychology students to look at coping well with the stress of job search and staying well whilst working and IT students might produce a game on job search. The Jobshop will consult students for innovative ideas about how every school might be involved. The concept could be ‘sold’ to other universities in keeping with the University of Bolton’s reputation for driving H.E. initiatives forward. (2c, 8d)

7. The service might consider ways of ensuring that more students who need additional help but, are reticent about declaring disabilities or, health issues ask for whatever they need at the start to ensure that they are comfortable and supported well.  To facilitate this the Disability Advisers intend to canvass students’ views on finding a more inclusive name for their role, possibilities being ‘Opportunities Access Adviser’, ‘Empowerment Adviser’ and ‘Overcoming Issues Adviser’. The service will develop posters to put the message across. The content will be along the lines of ‘Is it safe to share my problem?’ ‘Let us work with you to reduce it to an issue’, ’Lets work together to support you YOUR WAY!’ This service is working to follow a ‘social model’ by making paperwork and verbal explanations clearer so that students feel safe to disclose so that they will be able to have support in place from the first day of their studies. The Disability Advisers are particularly concerned about International Students whose cultures may make it more difficult to disclose disability. The Advisers are looking to change their name and are considering terms such as Empowerment Adviser and Overcoming Issues Adviser. (1d, 8b)
3. Detailed Findings against the matrix Standard

The following information is a summary of the findings against each element and should be read in conjunction with the previous sections.

1. People are made aware of the service and how to engage with it

IAG services are provided to potential and existing students and their families. This encompasses school, college leavers and mature students. All enquirers are given the chance to gain the IAG they need to make an informed choice about the most appropriate degree and options to have them to achieve their aspirations and because the service is impartial it helps them to decide on the course that is most appropriate for their needs.  Student Advisers provide “honest, patient and effective” pre-entry advice and guidance and liaison with specialist services as part of their holistic approach to” offer every applicant any support they need to be recruited and to remain and enjoy being here at Bolton”.

Promotional activities to make staff aware that IAG is available to them include; features on the Intranet and explanations during inductions. Colleagues are also reminded about the service during appraisals, team and staff meetings and during “casual conversations.”

Student Services encourage innovative promotional activities examples of which include; attending University promotional events “to reach out to the wider community,”‘ ‘Digital Futures’, an event run by computing students that attracted considerable interest from local and school leavers, ‘Focus Events,’ in particular with feeder colleges covering UCAS completion and student funding, plus BME targeted activities to help to make the community less overawed “because we have a permeable campus, not an impenetrable ivory tower.” Students Services are embracing positively the challenge of the emergent 14 – 19 diplomas and their impact on Higher Education is being addressed proactively by making tutors aware of them at staff development events because they are pertinent to the way in which the University and Student Services are marketing opportunities to future students. 

Applicants to the University are encouraged to declare any specific learning difficulty or, disability.  This information is passed to the Disability Service who will contact the applicant promptly to negotiate their personal preferences around support requirements and will send potential students a pack, which contains information about disability-related support. There are two levels of support for disabled students – University level support and Disabled Students’ Allowance (DSA).  Once the Disability Service has received written consent from the student, they inform their School Manager of their individual need by e-mail. Students are advised about the Access to Learning Fund.
Interviewees described staff as “friendly and approachable” potential students like meeting Student Advocates, especially as efforts are made to match them with someone who attended their own school or, college.     

Accessibility and diversity are achieved in a variety of ways.  One off individual tours can be arranged. Taster days for whole year groups take account of any identified particular needs. There were many examples of good practice in diversity including the ways that they assess applications in order to ensure that neither the applicant, the staff, nor students of the University will be put at risk should an applicant, who declares a criminal conviction, become a student of the University. 

 Applicants value sampler days when they can take part in lessons.  Additional Support Staff advise and assist where needed. An Overseas student was delighted that the British Council in Cameroon had given him information about the University and support services and even more impressed when staff met and escorted him from the airport.
A good, reputation, “word of mum (mouth)” are effective as are articles and adverts in local newspapers. 

2. People’s use of the service is defined and understood

People said that they are offered a full description of what they can expect but stress that they are not overwhelmed and relevant information is reinforced at key stages in their study and career progression. Student Services organise and deliver the University’ Welcome’ inductions, in September and January for new students and they liase with the Students’ Union, Student Experience Officers, Sports Centre and Chaplain the structure and schedule of talks. After reviewing the process the feedback gained has meant that staff will reduce the delivery time and content in the presentation slides for the next ‘Welcome’ inductions in 2008. The ‘Welcome’ inductions are also being reviewed in the line with enrolment arrangements and reviews.  

Confidentiality and diversity underpin all services and students who were interviewed appreciate the sensitivity and skill shown by Advisers. Personal information is handled in accordance with the Data Protection and Freedom of Information acts. Locked cabinets data access passwords and private rooms facilitate confidentiality. Sometimes hypothetical cases are used so that colleagues can get advice from each other without divulging names. Students who declare themselves as having disabilities and/ or health issues value the IAG for them, mentioning in particular, the help with forms and mobility/ access. The” disability office have been the biggest help, they are sensitive and aware, I got an interpreter, forms, letters”  “ Having staff here who sign well meets my demands”.

Students’ require a wide range of IAG and support, for example; letters are produced for students for a variety of reasons; including opening a bank account, extending visas, inviting family to visit from overseas, inviting family to attend the graduation ceremony, travelling abroad, applying for a national insurance number, job applications and gym membership amongst others. The online diary/calendar system is designed to enhance the existing paper based diary system which controls the booking of the time available It allows all users to access the diary/calendar at the same time, meaning that no time is lost whilst waiting for someone else to finish using it. It also allows for remote access meaning that users can access it from their desk or at any terminal they are logged into.

Students made the following comments about the services on offer in the ‘One Stop Shop.’ Careers & Job Shop (They were excellent before, now they are exceptionally excellent”) Student Accommodation, (Halls of Residence and Private Accommodation) plus other pertinent services including; the Criminal Records Bureau advice (for staff as well as students) “ that we are so lucky to have on site, it reduces self consciousness”, the Counselling Service “ great in a horrible crisis good at helping you catatrophising”, “ our astounding” Chaplaincy, “ the exceptionally empathetic and practical”   Disability Service, “ the totally clued up wicked “Student Finance, enquiries Service and Reception “ who value and really listen” and the “staggering Sports team” as an integral part of the service to potential and existing students.
They value the candour and approachability of all Student Services staff and the vocational guidance provided by the careers staff. An example was a mature student who wishes to go into primary school teaching and found that they were really helpful in terms of information and guidance in this area. Career Services, CV checking, part time jobs information and advice are all” wickedly wonderful”. Students and colleagues appreciate the improved availability of Advisers, Drop Ins are well used and people like their “rapid response.” “It is a small but select service and has a high profile and an obvious presence so that students like to use it.”

3. People are provided with access to information and support in using it

Information is available in a range of formats including paper, CD Rom and IT. The information that is held is sufficient, appropriate, current and inclusive and meets the IAG needs of potential and existing undergraduates and postgraduates. Staff ensure that they provide a comprehensive range of accessible, well-organised, accurate and current careers, IAG and labour market information, that is supported by staff competent to help clients interpret it. The range of materials available reflects the University’s size, location and usage.

Unsolicited information supplied by external organisations is checked to assure its’ appropriateness for use with their clients. All students and staff are encouraged to access the information provision, e.g. while they are waiting to see a member of staff they can use a computer to research information, update their CV, browse the information boxes.  

Clients with few or, no clear career aims or goals, or barriers to accessing career goals are offered this opportunity, with the support of a member of staff.  Clients are encouraged to use books and prospectuses in the library to further their own careers research, in making application for opportunities and in preparing for interviews, or to explore and develop their ideas by the use of one of the information programmes. The attractive Careers Library and Job Shop attract a lot of attention from staff as well as students.  

Staff confirm that they can access relevant information to meet any needs that are over and above what is held as standard.

“It is perfect, I had mixed ideas about what I wanted when I came but, she got me lots of information and I am now doing a course that I really enjoy and will help me enter my chosen profession.” Students confirmed that the clear leaflets describing different services that are provided by the team are “clear and you know just where to find whatever you need.” 

Information is clearly signed, attractively displayed and every effort is made to assist people with disabilities to access it. Management support the careers staff to oversee the monitoring of information so that it remains relevant, accurate, current and inclusive but all staff take a pride in maintaining high quality information. 

Advisors are conscientious about using and recommending websites “I wouldn’t refer to a website unless I checked it out”.

There are exceptional support mechanisms to help people to use and understand information.  As well as translation services into ethnic languages and B.S.L, note takers and transcription services are available.  People with disabilities can access a range of equipment and software to facilitate their use information.  These include Supernova Software, magnifying screens, roller ball mouse, loop systems and hand and footrests.

Staff print and store supplies of popular information so that students may take it away if they do not have access to a pc, job vacancies files including future careers and part time jobs are also held in this way. 

Jobshop staff are making tenacious efforts to get up to date downloads of job vacancies from Bolton Metropolitan Council as these would be very useful to students. Students appreciate that staff will go through information with them and staff see that “good information is the very foundation of IAG.” “We are so lucky to have a good library and Career guidance specialists, along with pastoral services in one place”.

4. People are supported in exploring options and making choices

Students and staff are given the opportunity to agree how and when Student Services would help them and that their personal preferences were respected. Impartiality is upheld because enquirers are referred to other Universities when appropriate. There are a comprehensive range of methods to help assist peoples’ understanding.  These included large type, loop systems, transcription services for IAG action plans and use of translation services as needed. Students said that they had been given support and encouragement. “They are genuinely interested in you, nothing is too much trouble, and I had a rough patch and would have given up if not for them.” The new SEOs are available to support students whilst studying at the University alongside others e.g. Personal Tutors, Study Skills Tutors, Academic Tutors, Student Services and the Library.  

Students benefit because the team of Student Advisers have different strengths, the service is very busy and may see up to 250 students a day at busy times. “Work shadowing and knowledge sharing are good because we know what each other does and may refer to each other.”
The service is involved in a diverse range of partnerships and networks within and outside of the University. Beneficial examples include; The ways in which the service leads on co-ordinating and developing pro-actively all aspects of the University’s relationship with its’ Progression Accord partners that includes liasing with Academic School colleagues. This results in the optimisation of the University’s partnerships by “truly understanding” partners’ needs and constraints. The rigorous University Partnership Connexions Communications Strategy, which supports the University's strategic vision. The work with partners to promote the University through on-going campaigns at key points in the year and to devise and distribute (jointly, where appropriate), publicity and promotional materials that support progression accord agreements.

The website core search was not the dedicated responsibility of anyone, as the web is the major information source for potential students, the Marketing Liaison Officer took control to enhance its’ quality, currency and appeal. The undergraduate information is comprehensive and accessible but the Post Graduate information is “a working progress that is evolving well.” As under graduate students appreciate some autonomy they need accurate information to empower them to make informed decisions.

“Counselling remains integral in building services together – pity they couldn’t Clone the key counsellor but, at least he has better support now.” Students and staff like having a pool of qualified, reputable counsellors a ‘short, short’ list and the fact that counselling has become “less of a stigma for groups, such as Afro Caribbean males who used to avoid counselling.” A bonus is that Student Advisers are being more actively linked in work with the Counsellors.

The ‘Aim Higher’ project that provides services to prospective and current links is “really good.” All staff from Students Services, Registrations and Admissions are valued by partners. Representative comments included; “vary response around timing events for schools,” terrific speakers even bored pupils take note!” “Couldn’t ask for better support for disabled students,” “such a bonus having a centralised point, a one stop shop – I have so many examples of them being skilfully supportive especially with young carers whose need can be overlooked.”  

This has been so successful that 25 Progression Accord partners, signed up, as there was not the capacity to work with the colleges a special role was developed to look at this and work with the colleges much more closely, so the relationship is beneficial to both parties and as many students as possible get the support they need when considering going into HE.

5. Service delivery is planned and maintained 

There is a robust cycle of information. The Board of Governors ensures the appropriate and proper management of the university. There is a formal structure for the operational management of the university through the Executive Board headed by the Vice Chancellor and there are sub committees through which the Executive Board operates, disseminates and feedback information. The Academic Board chaired by the Vice Chancellor, regulates the academic aspects of the University, its’ members are drawn from all aspects of the university community, including governors, students, and academic and professional staff. 

Students and staff feel empowered to make their own final choices.  The IAG team contribute to the achievement of quality in the University by participation in every cross department working party.  Its’ contribution to the implementation of Child Protection and Vulnerable Adults Strategies and to initiatives to improve student conduct and achievement have been “immensely appreciated.”

Staff and partners praised management and felt that the accessibility, “hands on involvement at busy times”. “Motivating enthusiasm, friendly chats, light hearted competitiveness and a pride in who we are and what we do,” create an open culture in which staff feel comfortable with raising issues as their views are respected.  Management feel that they are “lucky we have a dedicated and flexible team with good staff”.  

Staff appraisals and the open plan office mean that views are shared formally and informally as appropriate.  Budgets are effectively used and staff may make suggestions about cost effective initiatives.

Implementation of the National IAG Board’s Code of Principles underpins all activities.

There are lucid guidelines explaining relevant legislation and codes of practice such as Data Protection and staff are confident about using them.  Student Services integral role in M.S.R means that the ethos of good conduct in terms of respect, professionalism, accountability and reliability is vibrant across the team. Staff feel relaxed and respected. “We do know our limitations so refer on when we really are out of our depths, students respect you if you don’t bluff.”

Despite major reorganisation that has impacted significantly on services throughout the University including; Student Services, Recruitment and Admissions. Staff recognise and appreciate the genuinely empathetic efforts that have been made, especially at operational management level to restore confidence, respect, relationships and morale during a challenging period. Staff believe that our “manager fights our corner and gives significant support” to ensure that her services are appreciated and, that their contributions to the wider success and reputation of the University are highly significant.

Partnership working is mutually beneficial and supports existing, potential and past students.

“They are our preferred partner for new developments.”

“As partners, they are superb as they are open and receptive to low instance disability, every student is empowered to do well.”

6. Staff competence and support they are given are sufficient to deliver the service.

External

Staff are given a thorough induction when joining the company, when they change role, contract or, location and, if they return to work after a prolonged absence they are updated on changes in procedures via team meetings and have access to all policies and procedures in paper form and on the Intranet.  

Staff appreciate “phenomenal middle and senior management support and we do feel that top management are slowly beginning to realise that professional support staff are just as important as academics, without us they would have no students to teach!” “This is a University with many meetings and quality. Operational groups – communication and CQI are vibrant and meaningful.” In response to staff feedback and management evaluation training has been provided to improve staff confidence and competence in their new roles and specialisms.
New staff have probationary periods enable them to identify and prioritise their training needs. The University changed their Employee Assistance Programme (EAP) with effect from 1 March 2008. EAP is a telephone Help line for staff with free counselling and advisory service.  Staff are aware of their role and the boundaries in which they operate.  Although colleagues help each other out at busy times and observing specialists in action builds up their confidence staff confirmed that no one would offer advice without checking the accuracy of what they were offering.  Having lead staff on crucial issues such as information and work with overseas students has brought an added value because of the depth and accuracy of their specialist knowledge. Many staff have achieved or, are working towards, the Level 3 or 4 in guidance. 

“Support for staff very good in terms of CPP always being encouraged.” For example staff allowed national conferences to “mix and mingle” with other universities and share ideas. Staff are pleased that staff appraisals have become more consultative. However, some staff feel more confident and comfortable to feedback to management more than others.  

Training and support in the wide range of equipment available is given to people who need to use it to deliver the service.  Recently, a new printer had arrived and, despite demonstrations, some people lacked confidence in using it so an e-mail of step-by-step instructions had been circulated.

In addition to the formal appraisal systems staff benefit from the honest rapport between colleagues and the “friendly competitiveness” at all levels. “Our main manager achieves the balance of using the hierarchy to inspire improvements whilst her personable, warmth approach makes staff feel important”.

As well as formal training that is agreed during Appraisals and linked to Job Roles and Business Plans, staff benefit from sharing good practice at meetings and helping each other at the work place on a day-to-day basis. They find the handbook and easy access to working procedures beneficial especially being able to access the University Student Services Objectives via the common drive.

Internal 

The company has carefully considered the nature and extent of the IAG support it provides to staff. This has resulted in a “shared clarity of purpose” about what staff are expected to do in return for good IAG support.

Promotional activities to make staff aware that IAG is available to them include; features on the Intranet and explanations during inductions. Colleagues are also reminded about the service during appraisals, team and staff meetings and during “casual conversations.”

A strength is their flexibility in what staff are involved in a range of projects such as work related qualifications has been added to value to be the company as well as stimulation to staff.

The ‘Staff Development Card’ system operates effectively to help staff and management to identify what courses and development opportunities have been accessed. “We are moulded, nurtured but not patronised.” Staff like the wide range of topics on offer including; Mental Health Awareness, ECDL, Funding Debt, Diversity and so on. 

All staff who were interviewed like being encouraged to identify the areas in which they have done well and their reasons for stating this. They also discuss areas of their work in which success has been more difficult to achieve, their objectives for the coming year, and how these relate to the University of Bolton and Student Services Objectives and what personal and professional staff development is needed to achieve the above.
“Becoming part of Student Services is the best thing that ever happened to Reception – we have recognition and a sense of belonging.” The ways in which the merging of services has been achieved has, largely, brought considerable benefits to staff as well as students and enhance “morale and motivation.”

Colleagues commented “we like management by lack of interference, on the whole the system works – we get on with it because we want to do well but can elevate concerns if they arise.”

Work shadowing and “role awareness” are beneficial, as an example, the Enquiries Administrator’s work can be covered by a Receptionist to ensure consistent service when she is absent and this will become a reciprocal arrangement. 

Company procedures (available on-line), detail the scope and nature of IAG support available to staff. Interviewees confirmed consistently that they knew how to access IAG for themselves. During inductions staff are encouraged to examine the policies and procedures that are potentially relevant to their IAG support.

The impact of HERA (Higher Education Role Analysis) is still under consideration and staff are hoping that the outcomes will be positive, especially in terms of those who want to achieve professional progression.

4. Feedback on the quality of the service is obtained 

Staff, students, tutors and partners said that they feel that their views are sought proactively through meetings , IAG activities and “clear communication.” Joint working activities such as shared group work with subject tutors and community activities support the culture of CQI. Those who are involved in IAG attend a wide range of appropriate meetings.

Students who were interviewed said that they had noticed the feedback forms and Suggestion Box and, because it is labelled to show the link to the matrix Standard there is a high level of awareness of the University’s commitment to CQI. Reference to feedback in literature for students covers comments and suggestions as well as complaints “so we know they want our ideas as well as minor moans, they are always open to ideas”. The ways in which students are invited to give feedback include; completing questionnaires after the end of courses and after IAG interventions, student forums and on the website. The service has a formal complaint procedure that includes standard response times for recognition, action and resolution. 
Acting on the expressed willingness of students who were interviewed during the Accreditation Review staff intend to involve students in specific focus groups to discuss discreet aspects of IAG services and possible developments.

The service logs, where possible, the age, disability (if any) and ethnicity of those who raised issues. The nature of the complaints and actions taken informs CQI. Most complaints are around fees and funding. The rigorous annotation and analysis of learner evaluation informs the college about effective methods of service promotion, “word of mouth” being most popular. The University of Bolton and the IAG services post changes made to services as a result of feedback received on the websites so that students, colleagues and partners are kept informed about’ you said, we did’ 
Feedback systems have been improved even more. The feedback forms are concise, clear and prominently located to encourage feedback. Compliments, suggestions and complaints are given equal weight and attention. They receive emails expressing appreciation. Informal feedback is discussed at team meetings and in informal conversations. “We are self aware, we will change and other peoples’ opinions inspire ‘matrix moments’ that help us improve.” “Now we use compliments to keep us going.”

Examples of changes in response to feedback include; Open Day Changes; Visitors had complained that they were unable to attend the first ‘University Welcome Session’ due to arrival times so, the start time of the events was changed. The large numbers of visitors resulted in people not standing in the allocated area for a specific subject and increased the risk of them missing their talk; they improved subject talk signage and allocated dedicated seating areas in the Mall. They introduced subject tables in the Mall staffed all day by subject staff that is available to speak to any latecomers who have missed the scheduled talk time.
There were examples of how feedback informs C.Q.I in the minutes of meetings.  Clear notices around the University inform staff and students about how useful their feedback is and what improvements have resulted. Students like this and, because they feel “we are part of the University community our views matter,” there has been an increase in feedback. Examples include; improvements to enrolments, communication with mature students, facilities in the reception area and streamlining application forms.

8. Continuous quality improvement is ensured through monitoring, evaluation and action 

Rigorous systems ensure that C.Q.I is achieved.  Measures include; the termly Principal Briefing for delivery staff that is “highly informative and detailed,” Managers Meetings, systematic support during probationary employment periods, the Staff Development Scheme, bi-annual reviews to review performance against targets, weekly meetings amongst specialist teams and Student Services meetings. Staff appreciate that the timings of events are varied to accommodate part time/ job share staff. Service managers are described as “a breath of fresh air in overcoming obstacles and are respected for the way in which they have united their teams during a distressing period of change.” “Our services are cohesive, coherent, effective and fabulous.” 

An internal review was conducted and resultant improvements include; the implementation of a SITS Fund Management Module in order to streamline and improve administrative functions of the fund. The continuation of the effective promotion of services via the website, in handouts, and through “exciting” marketing campaigns. Making students better aware of what circumstances warrants an Access to Learning Fund award and to make accompanying notes and checklists more user friendly.

Effective feedback that informs improvements is achieved in a number of ways such as: bi-annual clients surveys, quality review meetings and a full self-assessment at the end of the year. Separate feedback is sought on specific events such as school links and this informs improvements such as extending sampler and taster days.  

Results include:

· Improvements to enrolment such as on-line enrolment, IAG being provided prior to enrolment, a range of dates, times and venues to cater for different needs and guides to assist the public during enrolment evenings.  

· The enhancement of the guidance website for email enquiries.

They are in the process of creating a separate office for the Chaplain and his volunteers with a shop front and drop in facilities, as students do not want appointments. There will be a quiet room  (non denominational) and a dedicated, appropriately furnished quiet room for Muslims.

The effectiveness of IAG services is regularly monitored against the aims and objectives of the wider University the discreet service itself. Monitoring and evaluation is by reviews of databases, performance statistics, individual and team meetings and “figures and feelings.” The team check consistently to see if their perception of performance trends are accurate.  “Students are central,” so their feedback is used to ensure that CQI is achieved. Contractual arrangements with all partners is meaningful because feedback is sought, and actioned to the benefit of their shared clients Extensive improvements have made good systems more robust and informative. Contract compliance is monitored and enhanced by self-health checks, meetings, reviews, data base interrogation and analysing quantitative and qualitative intelligence. The consistent cycle of meetings, briefings “clear communication across college” and staff’s “pride in offering excellent service” ensures that appropriate action is taken to sustain CQI. Astute analysis of feedback and paperwork evaluate the quality of IAG interventions. A vital way in which the service measures its’ effectiveness in reaching its’ targets and the satisfaction of learners is by frequent monitoring of numbers and types of interventions and outcomes.

 Appendix

At the request of the company, the Assessor has added appendices to this report to make it easier for them to refer to, and use, quotations gained during the Assessment. For authenticity the interviewees’ exact words have been used. The quotations have not been allocated letters and numbers that relate them to specific elements and criteria in the matrix Standard as some of the comments relate to more than one element. 

“The presentations they do are good and inspire you to apply.” 

“We hate the rope barriers, dangerous for kiddies in prams and those in wheelchairs”. “Less barriers please the ropes make it look like a museum queue and they are dangerous”.

“Services could be better managed at busy times, a ticket system would be great as you could come back and avoid a long wait”  “Why don’t staff mingle with the queue and check if you have a quick query or, need a private room for a longer interview.”  “More chairs needed for so many reasons, if people are ill, pregnant, disabled, have little kids etc”

“Do more to promote the library service”

“Not suggesting uniforms, but bigger badges, ties and scarves perhaps so you could identify staff quickly at big, busy events”

“Website was accessible and Impressive.”  “Website has been improved since the first year.”

“Very helpful with direction and as the University is busy, people were brought to me (wheelchair user)”.

“Superb, they provided interpreter and guidance on courses and information required including a note taker .I could not have made it elsewhere.”

“Why did I come to Bolton and why use Students Services… the marketing is magic, loved the prospects and hooked by talks in my college”?

“Excellent advice from Careers, Admissions and Registration, no duplication just a smooth, seamless super, super service.”

“The student services at the University do a grand job and the quality of service is of high quality.”

“The Student Advisers are doing a great job, as they help everyone that comes in contact with them, I say this sheerly because I have experienced being lost in areas of what I want to achieve for my career, and have received quite a lot of information and guidance from them.”                                        

“Would like to praise the people who spend a lot of their time and effort behind the scenes in the student centres at the University, including the Data Management Team (deal with every piece of data that is collected, e.g. questionnaires, financial issues, etc.) and everyone who should get acknowledged but doesn't. These people are the backbone of the University, and deserve to be acknowledged for all that they do for the University and its students!!!”

“It is perfect, I had mixed ideas about what I wanted when I came but, she got me lots of information and I am now doing a course that I really enjoy and will help me enter my chosen profession.”

“This University is one big whole experience for both staff and its’ students.”

“My dealings with the student’s services team have been extremely helpful.”

“The volunteering staff are great really listened to questions and queries that I had and has helped me to create an appropriate volunteering path, with which I am extremely pleased.”

“Not only did they help me to find work experience but also she was able to point me in the correct direction in regards to problems I had with student finances and help writing my CV.”

“They have enabled me to create a CV no employer could ignore.”

“Such rapid response! With meetings with a student advisor (and a few phone calls made on my behalf) actions were set in motion within an hour, which if done on my own I would not have been able to do for weeks.”  “Stress busters Student Services. “

“Not only are the services varied and wide, they are offered in professional manner but not without a personal manner and input and its the mixture of professionalism and friendliness and the approachable nature of the staff that encourages me to recommend them to anyone that needs their help.”               “The staff really do all that they can to help”.

“Without Student Services, its’ staff and its’ services, I would have had to incur much more stress than I have done and I attribute my successes so far to this department as without them I most certainly would not be where I am now”.

“It has become second nature for me to come to student services for I know that there is a program, service or a member of staff that can help me”.

”Offer every applicant any support they need to be recruited and to remain and enjoy being here at Bolton”.

 “The totally clued up wicked Student Finance, Enquiries Service and Reception who value and really listen.”                              ”Wickedly wonderful”.

“We students appreciate their candour about our commitment to our own career goals they are dead straight but not stifling.”

“Student Advisers and Careers have a welcoming and accessible approach to IAG.”

A student who enjoys rap said this in his rhythm.

“IAG… I just couldn’t see what it meant for me. 

“I like it becoming so near to of the University.”

“She arranged me straight away what I am needing, and included all of what I am needing to me.”

“We have an excellent ongoing relationship with Support Workers who ensure that support is reviewed and actually works.”     “Student Services is like a family and you feel part of it”.           
“It never becomes a drama supporting disabled students because the staff consults and cooperates so well.”

“I was ill and they really supported me to come back to work, the respect and empathy was amazing, I am still ill but I feel better that I felt in years and their and empathy was a real boost.” 

“It’s good to have our own personal Police Officers on site. You feel safe and more secure.”

“Brilliant managers who appreciate critical thinking so we can contribute to better services.”

“I was alone and isolated in my previous role, now I smile every time I get one of her emails.”  

“Happy staff make happy students and we are all happy here because of the buzz of enthusiasm.”

“Senior management understand our service, work hard and are good to work with and not for.”

“In spite of unsettling changes students can get what they need easily.”

“They claim to be all for career progression but career opportunities can still be the old fashioned dead men’s’ shoes hierarchical approach. 

“On the whole it’s a very good service where partnerships work really well.”

“They could do more to let people know how much they do, the evening surgery in the libraries could be much better promoted.”

“It’s very confusing, if you’re prepared to queue they will do photocopies for free, if you go to the library you have to pay. Why don’t they have a fast track queue for short simple enquiries.”

“The University of Bolton appeals to the non traditional sectors so we provide successfully structures to support and retain people who are unaccustomed to academia.”

“They do listen to staff, if you have a suggestion they allow you to try it so we feel we can make small but significant contributions.”

“matrix has meant so much to us, whenever we try to motivate people we mention the significance of our matrix moments.

“they are so good at tweaking your study and job search techniques”

“she could charm the birds away from the trees , she is so kind, my adviser

“Senior management work hard, know the service and are good to work with, not for.”

“In spite of change students can get to, not at who they need easily and with help.”

“They are all for career progression but opportunities can still be the old fashioned dead men’s shoes hierarchical approach.” 

“Increase in demand but we can now supply.”

“Manager will stand up for you – staff often choose to study in house.”

“Issues won’t stick in the throat – they do appreciate critical thinking and I can contribute to better services.”

“I was alone and isolated in previous role - I start smiling because of the support with email.”

“Excellent formal and communications.”

“Joint marketing events work well – we pull together not apart.”

“The progression accord has been so useful in making students aware of bursaries and so numbers of applications has increased.”

“Relationships with schools improving as the University has recognised the Further Education and Higher Education work differently and has adapted appropriately, we appreciate this.”

“Speakers from the University are very popular with parents and applicants especially re UCAS.”

“On going name of University of Bolton and perceptions, they do as well as they could do.”

“Service Level Agreements work especially well to encourage University.”

“Location was key for me.”                 “Small, easy to get to, easy to speak to tutors.”

“Very good help, I have Aspergers Syndrome even before I arrived they helped with allowances and forms exceedingly.”

“When you call on them, very good.”            “Categories are not clear on disability coding.”

“Better than others , approachable, good attitude.” “

”Website is accessible and impressive.”  “Website has been much improved.”

“After my registration in Cameroon, so impressed how I was received at the airport and transported to the student centre. As a nervous stranger this was so reassuring and made all the difference.”

“Very helpful with directions as the University is busy, people were brought to me, I use a wheelchair and events with lots f people can be a nightmare, not here because staff came smiling to me.”

“As a deaf student I was determined to have my say – such mega good help provided by an interpreter and guidance on courses and information required including a note taker.”

“I was supported to attend as many courses as I needed to enhance my knowledge within my specialism, I was particularly pleased to be encouraged to undertake a counseling course.”

“We colleges love having a named contact because it fosters good communication and speakers from Bolton are always popular.”

“The One Stop Shop is a super set up, students are rarely sent elsewhere, if they are, they know why and they do, we had so many asking about sexually transmitted infections that we have set up a discreet service.”

When asked if the service was working to the matrix Standard and therefore, deserved to keep the award. 

All the staff, students and partners who were interviewed answered “yes!” 
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