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Institute Support Services
1.
INTRODUCTION

1.1
The Institute is committed to maintaining a comprehensive quality assurance system covering all aspects of the Institute’s activities. The structures in place for monitoring and reviewing service provision are important in this regard. 

1.2
The structures outlined here represent an important element in the ongoing monitoring of service provision. This monitoring of service provision will be placed within a framework of periodic review consisting of self-study followed by peer review. 

1.3
In setting out these structures the Institute is cognisant that the demands placed on these service areas arise from supporting the programmes of education provided and interfacing with external stakeholders.

2.
SERVICE AREAS 
2.1
For the purposes of this procedure the service areas identified are: 

· Student Services (including the Registry)

· Library Services

· Computer Services

· Estates

· Development Office

· Human Resources

· Finance

2.2
These structures complement existing structures and require regular meetings within each of the sections to coordinate the delivery of service. 

2.3
A key element of the ongoing monitoring will require the development of service levels for each of the areas and the setting of goals for service delivery and development. 

3.
USERS GROUPS

3.1
The focus of the users groups is to help monitor the ongoing delivery of services and to identify areas where improvements can be introduced.

3.2
To ensure appropriate structures are in place for the ongoing monitoring of these service areas, four users groups have been established. The four groups are: 

· Student Services and Library Services Users Group

· Computer Services and Estates Users Group

· Human Resources and Finance Users Group

· Development Office Users Group

3.3 The issues considered at the users group will be reflected in the relevant Executive Board Report to the Academic Council.

3.4
The Director will establish the users groups to operate for a three-year term.  

3.5
The individual user groups will typically meet three times per academic year.

3.6
Agreed minutes of the users group meetings will be made available via the relevant Intranet site.

4.
STUDENT SERVICES AND LIBRARY SERVICES USERS GROUP

4.1
The membership of this users group will include:

· Registrar (Chair)

· Librarian

· Academic Administration and Student Affairs Manager

· Three Academic Staff 

· One Administrative/Technical Staff

· Three Learners

4.2
This users group will consider


Student Services

· Service Levels and Goals

· Medical Services

· Careers Service

· Access Office

· Clubs and Societies

· Sport

· Chaplaincy

· Welfare Issues

· Student Union Interaction

Admissions and Examinations

· Service Levels and Goals

· Marketing and Recruitment

· Admissions and Registration

· Induction

· Statutory Returns

· Grants Processing

· Record Keeping

· Examinations

· Graduation

Library

· Service Levels and Goals
· Library Services

· Book Stock

· Non-book Stock

· On-line Services
· Audio-visual Facilities
· Study Facilities (including group study)
· Inter Library Loans
1. COMPUTER SERVICES AND ESTATES USERS GROUP

5.1
The membership of this users group will include:

· Registrar (Chair)

· IT Manager

· Estates Manager

· Three Academic Staff 

· One Administrative/Technical Staff

· Three Learners

5.2
The users group will consider


Computer Services

· Service Levels and Goals

· Hardware

· Software

· Technical Support

· Network Services

· Audio-visual Services

· Telephony

· Photo-copying Facilities


Estates

· Capital projects

· Facilities Management

· Operations Management (including timetabling and space rental to external groups)

· Student Lockers

· Space allocation

· Health and Safety

· Security

· Energy and Waste Management

· Furniture

· Leasing and acquisition of temporary accommodation

· Special events 

6.
HUMAN RESOURCES AND FINANCE USERS GROUP

6.1
The membership of this users group will include:

· Secretary/Financial Controller (Chair)

· Human Resources Manager

· Finance Manager

· Three Academic Staff 

· Two Administrative Staff

· One Technical Staff

· One Learner

6.2
The users group will consider


Human Resources

· Service Levels and Goals
· Selection and Appointment

· Staff Induction

· Training and Development

· Employee Relations

· Freedom of Information


Finance

· Service Levels and Goals
· Financial Statements 

· Audit

· Budget Reporting

· Purchasing

· Goods Received

· Asset Tagging

· Accounts Payable (including prompt payment)

· Expense Processing
· Payroll
· Self-financing Activities (including research funding administration)

· Invoicing

7. DEVELOPMENT OFFICE USERS GROUP

7.1
The membership of this users group will include

· Head of Development (Chair)

· Industrial Liaison Manager

· International Affairs Coordinator/Continuing Education Facilitator

· Three Academic Staff 

· One Administrative/Technical Staff

· Two Learners

7.2 This users group will consider

· Service Levels and Goals

· Research Promotion

· Consulting Services

· Enterprise Development (including technology transfer)

· Business Development Centre

· Continuing Education

· International Affairs
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