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Policy on Monitoring and Feedback
1.
Introduction


The Careers Centre values the feedback which it receives from all clients 
and is committed to continuous quality improvement.  Clients are not 
required to identify themselves when giving feedback but are invited to 
do so if they wish.  


The Head of Service will be responsible for co-ordinating this activity 
including initiating changes and improvements as required.

2.
Feedback Systems


A variety of systems are used to gather feedback from clients, including paper-based and electronic questionnaires.  Focus groups will be used occasionally to collect quantitative and qualitative information on client’s experience of specific projects and are for our own use.  Periodically, dependent on staff resources, we undertake electronic surveys on aspects of our service eliciting information from users and non-users to help provide a rounded picture of clients’ needs.  

3.
Service areas subjected to feedback:
The areas of the service that are offered to clients which are regularly surveyed are:

· Drop in – immediate feedback is gathered by asking clients to write their comments on Post-it notes which are then attached to a comments board.
· Group work – both standard and tailored questionnaires are used to trap feedback immediately after a group work session.
· Overall service – The web survey tool SurveyMonkey.com is used annually to gather “overall service” feedback from users of the careers service in the past academic year. 
· Website – The Careers Service website enables its users to feedback their views on any part of the website including functionality and content by providing a “site feedback” button.
· Employers – feedback from employers visiting the University to attend careers fairs is collected through the use of a questionnaire. 

4.
Monitoring 

Limited monitoring via the client registration card is used to provide usage statistics and plan future service delivery.
5.
Focus Groups

Students involved in special projects e.g. development of the Employment China CD-Rom, are invited to meet with a member of the Careers Centre team to discuss a range of issues relating to the project and Careers Centre provision.

6.
Staff Feedback

The Careers Centre team holds weekly briefing meetings, semesterly  planning meetings and strategic planning meetings annually, providing staff with opportunities to give feedback on all aspects of provision.  Each meeting ends with an opportunity for staff to share information and reflect on service provision for team discussion.  These opportunities are in addition to annual appraisal, six monthly reviews and ad hoc meetings individually with line Manager.  The appraisal provides a framework for annual training reviews.

7.
Equality of Opportunity

The Careers Centre is committed to ensuring that opportunities exist for all users of the service to provide feedback.  If the existing mechanisms are inappropriate, users are encouraged to contact the Centre and other methods e.g. large print questionnaires etc of providing feedback will be explored.

8.
Timing of Feedback Collection


Client feedback questionnaires

The exact timing for distribution of the questionnaires will vary depending on the activity for which they are being used to trap feedback. E.g. If they are being given out at the end of a group work session, then there will be regular feedback as these occur weekly through out the academic year.  


Focus Groups


These will take place on an ad hoc basis as resources allow.

Comment Board

Comments are encouraged from callers in the Careers Centre via the comment board outside the main door, and so new comments are received on a daily basis.  Record of action taken is posted regularly.

Web site

Feedback from users of the website can be received at anytime.

Employers

Employers receive requests for feedback once they have attended an event organised by the Careers Centre.

Overall Service Feedback

The “overall service” survey is conducted once towards the end of each academic year. 

Feedback Review


All aspects of client feedback will be discussed at the range of meetings 
mentioned earlier; these meetings also provide the mechanism to 
analyse issues that relate to all aspects of Careers Centre provision.  



Feedback Circle

We will endeavour to highlight action which we have taken, following feedback from students, staff, employers and graduates on the provision of resources and operational issues and ensure they are fed into the regular planning meetings.

