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Overview: Student and Academic Services Plan  

About Us: Student and Academic Services provides professional leadership for front-facing and behind-the-scenes strategic and operational activities that enable the student journey 
- from supporting young people to engage with their futures through to engaging with them to support their future success. 

Our Approach: In all that we do, we work collaboratively with each other, within City’s diverse student/staff community and with partners to make things happen – we are ambitious 
and self-confident in making our individual, team and Directorate service a success. 

Team and Individual Planning Areas  Our Service Role  Overall City Context 

     

...deliver the best quality service and operational development in: 

Day-to-day operational effectiveness of systems and services for 
applicants, students, staff, partners; Transformation Programme projects; 

Operations Board and sub-groups; work with other student-facing 
services; policy, regulation, committee oversight and management; data 

developments. 

← 

Theme 1:  
Enabling the applicant and 

student and academic 
administration to… 

→ 

…contribute to the strategic intention to be consistently best NSS in 
London, top 20% in the UK by 2021; student recruitment targets set 

annually and sector/government requirements 

Drivers: Vision & Strategy (student satisfaction KPI); Education & Student 
Strategy; Corporate Compliance 

     

…work with Schools, the SU, other Professional Services and external 
partners to support students’ success in: 

Student satisfaction, employability or progression initiatives; outreach; 
Transformation Programme; strategic partnership with the SU; equality 
and diversity; further use of data and analyses to inform developments; 

academic policy and process that supports student experience 

← 

Theme 2:  
Developing the broader 
student experience and 

engagement to… 
→ 

…contribute to the strategic intention to be consistently best NSS in 
London, top 20% in the UK by 2021; 15th (Times and Sunday Times) for 

employability; above 85-90% on all UG programmes for student 
completion 

Drivers: Student Satisfaction, employability and completion KPIs, 
Education and Student Strategy, Internationalisation Strategy. 

     

…support Schools in plans for growth, new modes of delivery and 
institution-wide quality in: 

New programme development; employability in the curriculum; student 
progression; student satisfaction; programme redesign, joint courses; 

Internationalisation Strategy impact; further use of data and evidence to 
inform developmental work; policy & process to support developments 

← 

Theme 3:  
Supporting educational 
quality and growth to… → 

…contribute to the strategic intention to be consistently best NSS in 
London, top 20% in the UK by 2021; 15th (Times and Sunday Times) for 

employability; above 85-90% on all UG programmes for student 
completion. 

Drivers: Student Satisfaction, employability and completion KPIs, 
Education & Student Strategy, Internationalisation Strategy, UoL 

     

…advise the University Executive and support institution-wide operations: 

New: Educational and regulatory implications of the White Paper; TEF, 
HEFCE QA framework; UCAS operations; secondary education 

qualification reform; UCAS tariffs; harassment/violence on campus; 
HEDIIP (data); HESA change; Tier 4 elements; UoL: DLHE; NSS changes and 

Unistats and KIS – embedding all this into work in other themes. 

← 

Theme 4:  
Responding to the 

changing regulatory 
environment to… 

→ 

…contribute to the overall strategic intention in the Vision and Strategy by 
2021 (White Paper, TEF); Government/sector compliance (HEFCE/OfS, 
CMA, Prevent, Tier 4, equality legislation); quality of students (UCAS) 

Drivers: Corporate Compliance, maintain quality trajectory, Education and 
Student Strategy. 

     

…continue to make our local working environments work well through: 

Capacity building; managing change effectively; embedding Working 
Environment, Social and Professional Development Committees; 

improving visibility; creating service measures; ensuring clear procedures; 
working with HR and Schools on professional development and career 

path activities. 

← 

Theme 5:  
Empowering our 

professional community 
and operating effectively 

to… 

→ 

…contribute to overall achievement of Vision and Strategy and corporate 
compliance; staff satisfaction, institutional reputation, equality and 

diversity. 

Drivers: Institutional values, People Strategy, Education and Student 
Strategy 
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Student & Academic Services Operational Plan – 2016/17-2020/21 

1. Strategic Direction  

Student and Academic Services provides professional leadership for front-facing and behind-the scenes strategic and operational activities that enable the student 
journey – from supporting young people to engage with their futures through to engaging with them to support their future success. In all that we do, we work 
collaboratively with each other, within City’s diverse student/staff community and with partners to make things happen – we are ambitious and self-confident in 
making our individual, team and Directorate service a success.  
 
Context of our plan 
Our plan encapsulates City’s goals as set out in the new Vision and Strategy in relation to education and students. It intends to work in partnership with Schools, the 
Students’ Union, City Executive and other Professional Services in delivering the ‘how’ to support strategic development, institution-wide operations and corporate 
compliance – this includes embedding the unprecedented change in our external environment arising from Government legislation and evolving student expectations.   
 
During the last 3 years, Student and Academic Services has undergone successive organisational change, culminating last year in us creating a new entity in merging 
with what was Careers, Skills Development and Outreach. Our remit has also broadened significantly, partly through organisational change and also as a result of new 
responsibilities being assigned to us by the Executive to support strategic development work, new operations or responses to the external environment (see Appendix 
1 which charts developments). Behind the scenes much has been going on, and we are now in a position, organisationally and operationally, to set out a clear and 
comprehensive plan that responds to, and plays a significant role in, City’s ambitious future.  
 
Our plan reflects the 5 roles of our Service that bridge between City’s overall ambition and the work undertaken by teams and individuals (see cover page). The roles 
reflect the breadth of our work in managing a large number of day-to-day services and underpinning operations through to strategic support for the Executive, specific 
support for Schools and managing an increasing raft of corporate compliance. Significant roles we will play into the immediate future are leading the new 
Transformation Programme, coordinating strategic development for the demanding new KPIs in student satisfaction, progression and employability and leading 
support for implementation of the Teaching Excellence Framework. Coordinating the implications of the new HEFCE QA Framework, equality and diversity duties as 
they relate to students, embedding CMA and Prevent and a range of matters that originate from the HE White Paper will also fall into our domain as new activities.  
 
Motivating and enabling our S&AS colleagues is critical to the success of our plan. Our roles span experts, advisors, deliverers, enablers, partners, ‘civil service’ and 
critical friends – and often several of these ‘hats’ need to be held in one role. The skill set required of many staff is changing and we need to ensure sufficient focus on 
supporting colleagues through change, and in leading and managing change itself. Within our Service, we will continue to embed initiatives and dedicate resource to 
making our six local working environments work well. This approach will continue to be based on principles of two-way engagement, clear communication, 
transparency, dignity and respect, equality and diversity, and making it an enjoyable and motivating place to work. 
 
In being part of City’s ambitious future, we have taken the opportunity to consider challenges to our delivery. We see the most significant one being how City adapts 
operationally and culturally to an increasingly demanding environment to respond to the agreed KPIs, Government-driven frameworks and the new SU Strategy - 
particularly in a setting where students’ expectations are continually and rapidly evolving. We see ourselves as being a key part of that change environment, but as a 
support function we also recognise that we are only one cog in what will no doubt be an increasingly directed institution-wide focus on achieving further success. 
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Strategic priority 1 - Enabling the applicant, student and academic administration  
Operations Board (Day-to-day institution-wide operations) 
Building upon the success of the last 18 months, we will continue to embed the work of the Operations Board (and specialist sub-groups). This new initiative, that 
draws together professional staff from Schools and S&AS, has improved day-to-day operations and built increased trust and between School- and institutionally-based 
colleagues who manage different aspects of the applicant, student and academic administration.  During 2016-17 we will: 
 

 Embed the work of year 1 and agree any necessary change to the Operations Board and sub-groups 

 Progress the professional development initiative started in 15-16 to raise the profile of career pathways in student and academic administration 

 Progress the work on customer service to embed a more consistent approach for students 

 Review performance of on-line registration and review registration arrangements for programmes that start mid-year to ensure their effectiveness 

 Create an annual plan of work for SITS Users that will support improvements in data quality 

 Create new business continuity plans that reflect how we would operate in reality within a more joined-up student and academic administration  

 Develop a clear procedure for responding to instances of students involved in criminal activity  

 Work with the Business Continuity Group and/or Emergency Management Team to create processes that respond to serious incidents in the UK or beyond 

 Submit a further entry for a THELMA 2017 following the successful shortlisting and commendation in 2016 
 
Transformation Programme (Large-scale institution-wide development work) Principles approved by UET and Deans in May 2016. During 2016-17 we will: 

 Establish the Programme Board (reporting to ExCo) to govern the direction of the programme, and through that: 

 Balance the speed of effective implementation with (i) availability of resource to manage this and (ii) City’s capacity for engagement with change  
 Ensure sufficient resource to deliver the Programme – including business change managers 
 Establish the Programme blueprint that details tactical, organisational and strategic activities in relation to the student journey to set out how and when a 

more seamless and technologically enabled administration will be delivered, and how elements of the Education and Student Strategy will be enabled. 

 Initiate the Standard and Variant Operating Procedures project to identify areas for documentation and any business process re-engineering 
 Create the communications strategy and implementation plan to underpin institution-wide engagement. 

 
Specific outputs during 16-17 will include a blueprint for student communications, standard operating procedures for the student file, agreement on the MI reports 
that we will use across City for data reporting, on-line induction timetables, and resolution of PG admissions business process management (see section 1). 
 
Other Student and Academic Administration Developments  

 Development of SITS infrastructure to respond to Schools’ plans for new modes of course delivery (see section 3) 

 Review resourcing needs in response to Schools’ plans for growth in section 3 (e.g. support for UG admissions in SASS, potential further increase in number of 
examinations which is already rapidly rising with current programme provision and is impacting on resource and the academic year timetable) 

 Seek direction from the Executive as to the work it wishes to be undertaken to establish business ownership of PG admissions processes (current gap) 

Enablers 
Partnership with the Executive: To support and enable Student and Academic Services in its work.  
Collaboration with other Professional Services and Schools:  On-going relationships through Ops Board (Schools) and with Marketing, LEaD, IT, Planning, Finance 
Partnership with Students’ Union: On-going collaboration to support the day-to-day student journey. 
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Strategic priority 2 - Developing the Broader Student Experience and Engagement  
Education and Student Strategy Management and Support 
The Education and Student Strategy requires revision to support the Vision 2026 and new KPIs. The KPIs in satisfaction, progression and employability are ambitious 
and stretching, particularly at a time where many Schools are also increasing and/or diversifying their provision and where students’ needs and expectations are 
continually evolving. Agreeing and resourcing those local (some are flagged already in School plans) and collective priorities that will maximise success will be critical – 
as well as supporting TEF readiness (see section 4). During 16-17, in collaboration with the DVC, Schools and the SU we will: 
 

 Continue and complete work to refocus and streamline the strategy ‘architecture’ to support staff engagement 

 Support discussions on ‘content’ prioritisation for 3 KPIs in relation to local and institution-wide initiatives 

 Place a particular focus on the development of a ‘progression’ programme of work for ultimate approval by ExCo and Senate  

 Provide a source of advice and support, in partnership with the SU, on the needs of today’s students in relation to personal support and the student experience 

 Progress a Student Engagement Policy for consultation with Boards of Studies and Senate approval 

 Confirm and communicate any dependencies the Education and Student Strategy has on the Transformation Programme 
 Support any broader action planning arising from NSS 2016 (any significant scale of work will have resource implications) 

 Engage with the recommendations arising from Professor Gill Nicholls’ report in relation to student satisfaction (as above in relation to resource) 

 With Planning, consider the need to assess the impact of the potential new make-up of our future student body, in relation to students’ changing expectations, 
our changing proportion of discipline mix and how this may impact collectively on the delivery of KPIs in satisfaction, progression and employability and TEF.  

 
Increased and More Informed Use of Data – During 16-17 we will: 

 Manage the inaugural year of collating and analysing Careers Registration data, including for returning students. This will provide new insight on students’ 
views about their employment readiness and is the first new output enabled through recent investment in the new Information Manager post in Careers.  

 Appoint a Student Experience Data and Evaluation Analyst who will lead work on managing and understanding data to inform student access and progression 
that will assist guiding decision-making for Schools and City overall. This additional service is enabled through funding from the Access Agreement.  

 
We also consider that there is a need to review the way in which certain key data is presented and analysed (e.g. NSS) to better enable staff in their engagement with 
the outputs and follow-up action. The development of proposals would require further discussion with Schools, the Strategic Performance and Planning Unit and a 
steer from the Executive as to its priority status. It may also require resource considerations if change was significant. 

 
Partnership with the Students’ Union - We will continue in our role as the key conduit with the Students’ Union. During 16-17 we will: 
 

 Support the incoming new CEO (November 2016) and Sabbatical Team in their overall work with the University 
 Work closely on how outputs from the new SU Strategy and new City Vision and Strategy can collectively maximise impact for our students and meet KPIs 
 Develop enhanced modes of working between the SU and CitySport and the SU and the Chaplaincy Team to further support the student experience 
 Work with the SU Board on changes to its governance structure with a view to this being completed by August 2017 (fixed-term project support required) 
 Plan for new modes of working with the SU as it establishes greater independence from City through governance change.  
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Service Developments Designed to Enhance the Student Experience 
Across the S&AS teams, a number of new initiatives will be progressed to enhance the day-to-day student experience. During 16-17, we will: 
 
Student Community, Support and Sense of Belonging 

 Manage Muslim Friday Prayer on campus from September 2016 to meet the needs of Muslim students and staff and to increase satisfaction (with the SU) 

 Oversee the establishment of new Faith Centre space in Tait (mid-2017)  

 Oversee pilot head leasing scheme in partnership with UoL to provide additional accommodation choice for returning students (current gap in City’s provision).  

 Participate in our first bidding round for UoL Intercollegiate Halls accommodation for 17-18 to provide more choice for our students at reasonable prices 

 Introduce dedicated induction sessions for international students to aid their understanding of UK culture and to go through their visa obligations to us 

 Increase the visibility of student sport within City through several new initiatives, including greater visibility with City staff 

 Increase communications with students via social media about GP registration to enable greater access to care (and reduction in A&E visits) 

 Increase focus on health promotion events to support the well-being of our students 

 Increase the visibility of student, staff and local communities coming together through volunteering (with the SU, and with HR in relation to staff) 
 
Broader Student Development (in partnership with the SU) 

 Engage with Schools about current schemes (mentoring, volunteering, student leadership and development) and fit with School plans.  
 Increase our focus on evidence-based service delivery for mentoring and buddying to ensure we meet the evolving needs of our students. 

 
Careers and Employability (mode of engagement with Schools needs to be established as there is currently no clear forum for this) 

 Joining the Careers Group to provide our students with enhanced careers consultancy support for students (see section 5) 

 Launch ‘City Circle’ – a new membership platform for employers to engage with the different services available from City 

 Launch the pilot employability award approved in 15-16 by the Employability Hub of E&S Committee 
 Evaluate the success of the recent ‘Grad Squad’ initiative which provided targeted coaching for underemployed or unemployed recent WP graduates 
 Increase the recruitment business of Unitemps with external organisations to create greater quality and quantity of employment opportunities  
 Launch further initiatives, in collaboration with Schools, to engage students with the Careers Service 

 
Widening Participation and Outreach Strategic Review 
This activity has not been reviewed for some years and will be overseen by the Access and Success Sub-Group of Education and Student Committee. 
 

Enablers 
Partnership with the Executive: To support and enable Student and Academic Services in its work.  
Collaboration with other Professional Services and Schools:  Development of relationship with Deans – on-going relationships with LEaD, Marketing, Planning 
Partnership with Students’ Union: On-going collaboration to support the student experience and mutual strategic plans. 
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Strategic priority 3 - Supporting Educational Quality and Growth  
Support for Programme Development (Taught and Research) 
We will support Schools in the development of new programmes and redesign of existing provision. Our role will reflect our core support function in relation to 
embedding employability into the curriculum, advice on matters that will support student progression and satisfaction, advice on drafting programme documentation, 
expert support in relation to Senate policy and regulation, and management of the interactions between the School and institutional level programme approval and 
review committees.  
 
We will also engage in discussions with Schools about how front-line service delivery and support may need to adapt to meet changing modes of programme design 
and delivery, for example, how the careers service meets the needs of distance learners. The implications of the increased use of examinations during the last 4 years, 
and the potential further increase arising from new provision, also require consideration. Between 2012 and 2016, figures show a 22.8% increase in number of 
examinations set in the January period, and a 9.4% increase in the number set in May/June. Even more starkly, the number of special arrangements cases has more 
than doubled, from 500 in 2013 to 1050 in 2016. These overall increases are already creating a significant burden on the two-strong examinations team.  
 
In light of the volume of proposed new provision of an extent that City has not encountered in recent times, there will need to be a greater partnership between S&AS 
and Schools to ensure we have mutual clarity on programme development timescales - this will enable us to ensure sufficient resource to support all initiatives as well 
as our work with Marketing on advertising and CMA. Based on our assessment of current School plans, the following activities will be significant and require 
collaborative planning: 
 
Cass – the modularisation project and review of entire portfolio; the planned development of new international partnership activity including dual degrees; the 
increase in on-line provision and digital provision.  
 
SMCSE – the redesign of Mathematics and Computer Science degrees in 2017-18 
 
SHS – the development of a flexible Masters framework linked to CPD provision; the development of 8 new programmes at UG and PG levels; increased delivery of 
programmes abroad (e.g. Dubai).  
 
SASS – the development of 7 new UG programmes; joint programmes with Law; proposed partnership activity in relation to 1+1 and 2+2 arrangements, growth in 
Dubai; collaboration with the UoL International Programme; doubling number of doctoral students.  
 
CLS – refreshing the LLB and creation of specialist pathways; development of new professional courses; potential work with SASS and other Schools on joint courses; 
engagement with the UoL International Programme.  
 
Senate policy, regulation and governance to underpin quality assurance and academic standards of educational quality and growth  
On behalf of Senate, we will progress proposals for change to the programme approval and periodic review processes to ensure that consideration of the Vision and 
Strategy KPIs in satisfaction, progression and employability are fully embedded. A range of other Senate policy development work will also be required to respond to 
specific School developments, as well as on-going work on behalf of Senate to ensure our overall quality and standards framework remains robust. This will be 
particularly important as we diversify our modes of delivery, retain control of quality and academic standards, and where greater ultimate accountability will be placed 
on Council in response to the new HEFCE national QA framework arrangements (see section 4). During 2016-17, we will: 
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 Complete and evaluate the pilot of a streamlined programme approval process to support timely consideration of new programmes  

 Adapt the Senate programme approval and periodic review processes to embed reflection on KPIs on satisfaction, progression and employability  

 Ensure the Senate programme approval process is tailored for new modes of delivery (e.g. on-line) 

 Undertake Senate regulation development work on flexible provision to respond to new modes of delivery 

 Progress policy development work on placements to support Schools and ensure corporate compliance with national requirements 

 Undertake policy development work on student mobility to support Schools, Internationalisation strategy and corporate compliance  

 Review academic governance arrangements for award-bearing collaborative provision to respond to QAA and reflect the changing shape of activity portfolio 

 Review of policy and procedures on extensions for submission of assessed work (identified by Schools as a priority). 
 
Module Evaluation 
Student and Academic Services operate the Module Evaluation process on behalf of Senate and ExCo. This has now been in operation for 5 years and we will manage a 
review to ensure its on-going operational effectiveness, its reporting outputs support on-going quality enhancement, its alignment to forthcoming revisions to NSS, and 
its role in the student voice framework. The review would be undertaken in partnership with HR and of course the exact review remit would require approval by ExCo. 
 
Graduate School 
We will manage the following development work for the Graduate School: 
 

 On-going support for Schools in relation to improvement of completion rates 

 Review of Senate policy on appointment of supervisors (as requested by Senate) to support quality and standards and completion rates 

 Develop policy/guidance on the potential of Doctoral vivas by Skype to support internationalisation work and potential distance learning provision. 

 Support for City’s membership of the SeNSS ESRC DTP consortium in relation to research degree matters including completion and employability skills 

 Review the RaP infrastructure that records student progress in relation to fitness for purpose (cross reference to academic administration section). 
 
Internationalisation Strategy 
We have not included any specific actions at this stage as we await engagement in the forthcoming implementation plan and its implications. 
 

Enablers 
Partnership with Schools: The ExCo decision to merge Student and Academic Services and Careers, as well as the work the Service has undertaken to refocus its Quality 
and Academic Development and Student Experience teams means that there is coherent support available to support Schools in programme development, redesign 
and associated alignment with the Vision and Strategy KPIs. We would like to progress discussions with each School about how we work better together in this area of 
developmental work, and ensure a clearly planned approach to support mutual expectation management and to inform our ability to allocate resource.  
 
Partnership with the Executive: To support and enable Student and Academic Services in the developmental and assurance role it is asked to undertake. 
 
Partnership with Professional Services: Effective working relationships with Marketing and Communications, LEaD, Planning, HR and Governance. 
 
Partnership with Students’ Union: On-going collaboration to support educational quality and academic standards. 
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Strategic priority 4 - Responding to the changing regulatory environment  
Overview 
There has been unprecedented change in the regulatory external environment during recent months. While this overall setting is reflected in the Vision and Strategy, 
we have taken the opportunity to make it a specific section in our plan to reflect the resulting new and significant additional coordinating responsibilities being 
assigned to Student and Academic Services.  
 
While we continually strive to successfully encompass as much as possible into our recurrent resource base, the cumulative volume of externally-driven work and the 
skill-set required of us by the Executive to manage this successfully alongside other core and additional business, means that there are instances where additional 
resource is now required. To be properly effective, we need to take account of the sheer volume and speed of change that is occurring; the greater focus that is 
required on engaging with sector discussions, the provision of insight and horizon-scanning to the DVC and ExCo more broadly to support strategic and tactical 
decision-making; engaging and communicating with staff about these changes to enable buy-in; and ensuring robust operational support. The volume of change – 
combined with internal developments to which we have committed – cannot be underestimated. We have set out below the key developments and indicated where 
we are seeking resource at this stage. Note that some of this is a moving picture as we are still in the midst of some change being fully shared with the sector.  
 
1. Teaching Excellence Framework (Fixed-Term Grade 6/7 post – not currently in the investment plan) – The DVC has asked Student and Academic Services to lead 

coordination of the TEF, working in collaboration with Planning, LEaD and Schools. The recent Senate and ExCo briefing set out the implications for City of the TEF 
(and the broader White Paper).  In Autumn 2016, City will need to submit its TEF2 application for the 2018-19 academic year Other institutions (recent examples 
include QM, King’s, Kingston, Kent) are appointing additional professional service resource to manage and embed TEF into their core business, and we will need to 
do likewise to ensure we have sufficient capacity dedicated to this.  

 

2. HEFCE Quality Assurance Framework (Fixed-Term Grade 6/7 post – not currently in the investment plan) – The outcome of the HEFCE quality assurance 
framework consultation in 2015-16 was for institutions to take greater accountability for their academic quality and standards, with this becoming a new part of 
the annual accountability return and governing bodies taking a new oversight role. This requires City to have consistently robust mechanisms for managing and 
governing this activity which means addressing any weaknesses where they exist. To support this work, we will be seeking fixed-term resource to work with us, 
Schools and the Governance team to review current academic governance arrangements, the scope of which would need to be determined by ExCo, but should 
certainly include the role of Senate. This fixed-term resource would also enable us to allocate resource to managing other aspects of the new HEFCE QA 
requirements, including revised arrangements for periodic review and external examining. We envisage that this resource would work closely with resource 
allocated to TEF to ensure City establishes a joined-up approach to embedding change.  

 

3. New Compliance Imposed on the HE sector – Prevent and CMA (Permanent Grade 6/7 resource submitted as part of the investment plan) – During 2015-16 we 
coordinated City’s proposed implementation plan for submission to HEFCE to comply with the new Prevent Duty. It was evident during the year that additional 
permanent resource would be required for an expert manager to embed this activity, to provide advice and guidance, coordinate new ways of working and ensure 
on-going compliance. Likewise, we started initial work in response to new legislation set out by the Competition and Markets Authority by establishing new Terms 
and Conditions for applicants and students. Again, it was evident that additional permanent resource would be required to be the expert manager in taking 
forward broader activities, coordinate new ways of working and ensure compliance. To support City’s duties and minimise current risk, we will therefore proceed 
with a business case resourcing these compliance activities.   

 

4. Equality & Diversity Duties in relation to students (Fixed term Grade 6/7 post – not currently in the investment plan) – Institutionally there is a gap in 1) co-
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ordination of E&D activities, 2) embedding E&D considerations into existing data monitoring and analysis, and 3) expert support in policy development and 
delivery.  While this has been the case for some time there are increased requirements for institutions to demonstrate the way in which they are systematically 
examining and addressing equality and diversity issues (OFFA, TEF).  Support for 1) and 2) is being wrapped into proposals for the new Progression Improvement 
Programme as OFFA expect some E&D activities to be funded via an institution’s Access Agreement .  There remains a need, however, for specialist support to 
embed E&D considerations into normal policy development activities as well as to support key activities including annual reporting, planning cycles and projects.  In 
2016-17 alone, resource will be needed to support plans to map our institutional approach to inclusivity (approved by E&S Committee and Equalities Committee), 
to take forward new institutional requirements for annual reporting and planning (agreed by Remunerations Committee) and to support City (and the SU) in 
managing its institution-wide response to the UUK Taskforce report and recommendations that will be launched in October 2016 in relation to new sector-wide 
approach to tackling violence against women, harassment and hate crime affecting students.  We also anticipate the Athena SWAN project plan will require 
capacity to adapt student-facing policy and regulation.   The inclusivity review and first annual reporting and planning cycle are likely to expose institutional gaps 
requiring permanent resource.    

 
Other new external change we will manage and support the Executive and City more broadly during 16-17: 
 
5. NSS – The implications of the change in question set on managing our own student satisfaction, internal processes, TEF and performance in league tables.   
6. DLHE – As above in relation to changes in reporting scope.  
7. KIS – As above in relation to operational processes and impact. 
8. HESA – Prepare for changes that will be made to HESA data collection from 17-18 which will be confirmed fully during 16-17. Changes we are already aware of 

include work with Schools and Planning on how the new UCAS tariff arrangements will be implemented, change to JACS coding of subjects and potential changes 
to the reporting schedule. This is high-risk work in light of the impact the HESA return has on City’s profile and league tables. 

9. NHS bursaries moving to loans – Additional operational implications to be assessed in relation to payments and completion of registration. 
10. PG Loans – Review new policies and guidance around PG Loans and registration and re-registration.  

 
11. Tier 4 – Implications of the current pilot in 4 selected universities for Masters graduates to be granted a longer period of time to seek work in the UK following 

graduation. Current criteria are low refusal rates and with positive Basic Compliance Assessment Statistics. It is almost certain that irrespective of this position that 
City will have a Home Office audit this year of our UKVI processes. Plans will come forward during the first part of 16-17 in relation to any developments City needs 
in terms of process and systems (e.g. a more sophisticated way of managing attendance monitoring) as well an assessment of whether we have allocated sufficient 
resource across S&AS and Schools to manage Tier 4 compliance.  
 

12. UG Admissions environment – The developments in secondary education qualifications as well as potential change to Clearing means that a greater focus is likely 
to be required on strategic and policy matters relating to undergraduate admissions. This will also impact on TEF and we need to reduce our reliance on Clearing. 
City’s focus on admissions has traditionally been operational and there is no resource allocated to policy, tactical work or horizon-scanning. In light of the 
increasing changing external environment, direction will be sought form ExCo during 16-17 as to whether this position should be revisited. 

 

Enablers 
Partnership with the Executive and Schools: Support and enablement our changing role, including direct engagement with us as a professional support function. 
Partnership with other Professional Services: On-going collaboration  
Partnership with Students’ Union: On-going collaboration  
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Strategic priority 5 - Empowering our professional community and operating effectively  
Organisational Structure, capacity-building and professional development 
We will rebuild our permanent structure following the unexpected death of the Deputy Director in May 2016. The opportunity will be taken to review how the Service 
can operate most effectively in response to its broadening remit whilst aiming to retain as much stability as possible for staff. We will put forward investment bids to 
resource new areas of work (see previous sections). We will also support staff through change and, wherever possible, continue to create opportunities to support 
professional development and the needs of the Service – this includes leadership and management succession planning. We will also review our space envelope with 
PAF to ensure best use of space to deliver behind the scenes and student facing activities.  
 
University of London Careers Group 
The Head of Careers has led in-principle proposals, approved by ExCo in July 2016, for City Careers Service to join to the UoL Careers Group. This will enable formal 
engagement with a wider group of careers professionals, open up opportunities for staff professional development and ultimately increase levels of careers 
consultancy expertise offered to our students. Implementation options are under discussion with HR and Finance for ExCo consideration.    
 
Embedding initiatives to support staff engagement and satisfaction 
We will continue to embed initiatives that were developed during 14-15 and 15-16 to support staff satisfaction and engagement. These initiatives have received 
positive feedback and are important to support a sense of direction and belonging to a broad-based Directorate located on 6 sites. Significant energy and time is 
required to make this work successful, and we will continue to be creative in the way in which we share responsibilities for this across the Directorate.  
 
Visibility 
In light of our breadth of remit in supporting City’s ambition, we plan to increase our visibility during 2016-17 both within the University and externally. We will launch 
our first annual report in early 2016-17 and plan to discuss with key stakeholders the service measures they would like us to establish and report upon into the future.  
 
Administrative processes and support within the Directorate 
We will revisit the robustness of our administrative processes during 2016-17 including for health and safety, information governance, financial procedures and related 
matters. We will also ensure sufficient support capacity for teams and individuals who have, or are taking on, new responsibilities and broader remits. 
 
Engagement in People Strategy 
Our plan will develop in response to the new People Strategy and we look forward to engaging with that during 2016-17 and beyond.  

Enablers 
Partnership with the Executive and Schools:  

 To support and enable Student and Academic Services in the role it is asked to undertake. The greatest challenge we face in our broader working environment 
is a proportion of colleagues feeding back that they feel under-valued and not respected by academic parts of the University. This view is often heightened 
where colleagues have responsibilities for assurance matters, and/or where they are female and/or where they are Generation X, Y - or soon to be Z. 
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6. Risk Analysis  

The risk analysis should identify the most significant 5 key threats to the Directorate / Institution. Likelihood and Impact should be measured according to the 
following scale: 1-5 (1 – Low: 5 – High) 

Risk Likelihood Impact Controls Impact upon Directorate Plan 

Capacity to resource the leadership and 
management of change of responsibilities 
assigned to S&AS as well as current activities.  

3 5 As much as was know is included in the 
investment plan. Further sector 
developments are now referenced in 
this plan to flag gaps.   

Inability to deliver plan, including sector 
requirements. Staff sickness. Poor relations with 
Schools, the Executive, the SU, other Services. 

Capacity for City overall to engage with the 
volume of change that S&AS is asked to 
coordinate, particularly capacity in Schools.  

4 5 These would need to be assessed 
collectively in a wider institution-wide 
planning exercise.  

Inability to deliver plan, including sector 
requirements. Staff sickness. Poor relations with 
Schools, the Executive, the SU, other Services.  

Enablers that we set out in our plan not being 
fulfilled.  

4 5 Largely dependent on the controls 
above.  

Inability to deliver plan, including sector 
requirements. Staff sickness. Poor relations with 
Schools, the Executive, the SU, other Services. 

Low engagement in compliance matters that 
exposes City to high levels of reputational risk 
and in some instances, financial loss.  

3 5 Resource requests made to support 
compliance brief. Operations Board 
role. Other compliance work in 
progress with Schools.   

Inability to manage compliance requirements in 
behalf of City.  
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Appendix 1 
Tracking Organisational Development, New Responsibilities and Implications in Student and Academic Services 2013-14 to 2016-17 
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 White Paper: S&AS to lead coordination of TEF; implications of changes to NSS; changes to KIS; Office for Students 
and associated expectations of S&AS 

 implications of HEFCE QA framework for management of quality and standards 

 Prevent Duty to be implemented effectively; CMA requirements to be embedded into core business 

 Changes to HESA 

 implications of changing admissions in sector. 

 Implications of report and findings from Professor Gill Nicholls in relation to student satisfaction. 

 E&S Strategy to be refocused to respond to new Vision and Strategy – initiatives to be agreed. 

Support for significant developments in educational quality and growth 

 Transformation Programme Board to start its work and projects to progress 

 Service stabilisation and element of restructure to respond to changing needs of University  
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Initial work starts on new CMA and Prevent duties, and consultation responses to other external regulatory change starts 

 Transformation Programme approved (May 2016) 

 Transformation team created 

 Create Student Experience team through re-organisation to create more coherence and support 

 New Head of Careers appointed and refocus of Careers team to support employability strategy 

 Line management of Careers moves from PVC to S&AS Director; 

S&AS merges with CSDO - organisational development work throughout 2015-16 to support change 
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Creation and approval of new Education & Student Strategy (January 2015) 

 Refocused Quality and Academic Development team formed 

 Creation of CitySport and larger Sports and Leisure team 12 to 59 (including instructors) 

 Creation of Operations Board - start of significant & operational cultural change 

 Line-management of SU CEO moves from DVC to S&AS Director 

2
01

3
-2

0
1

4
 

Leading PSR2 to approval November 2014     >>>> 

Embedding of new Service starts post PSR1   >>>> 

 


