Student Support Annual Review 2007-8

‘I would like to thank you for your guidance and support, without this assistance I don't think I would have been able to continue with the course.  I am very grateful.  Thank you again.’
‘ Staff are very helpful and friendly…I thought it's worth mentioning :-)’










Introduction

This document has been written for USUCON to provide SU officers with updated information on the work undertaken by the Student Support Services at the University of Essex, along with recent developments and priorities for the services. If you have any comments, queries or suggestions for improvement please contact us. A version of this document will be published on the Student Support web site.
Overview of Services

The University has a network of support services which help students achieve their potential and gain the maximum benefit from their time at University. Most are managed and provided centrally by the University (Student Support including Disability Service and Advice Service, Counselling, Residents’ Support Network); but, where appropriate, they are delivered by other organisations (Health Centre, Students’ Union Advice Centre, Multi-Faith Chaplaincy Centre, some provision at Southend and Loughton). Several services are delivered wholly or partly by students (Nightline, departmental peer mentoring, SU Advice Centre, Residents’ Support Network), and some are available outside normal office hours (Nightline, Residents’ Support Network, 24 hour Information Centre). 

Some student support provision is the responsibility of academic departments.  Student Support staff aim to work closely with departments, and other services, to ensure that all staff are able to respond effectively and appropriately to students seeking support and guidance.  Written, web based, guidance is provided for staff, and Student Support staff contribute to training programmes (eg Staff Induction, Joining the Practitioner Network) and staff development activities and are able to offer customised training to departments where requested
The overall aim is to provide a comprehensive range of services, which can be accessed easily by students. Where a referral may be beneficial we expect those delivering the services to keep abreast of the range of facilities available and actively signpost or refer. The support network is a vital part of the overall student experience and we encourage students to make contact if they are experiencing difficulties or may benefit from additional help.  Students can directly access whichever service they feel would be most appropriate. 

This report covers Student Support- including Advice, Disability and the Residents’ Support Network, all of which are overseen by the Director of Student Support, Rachel Fletcher. The Counselling Service is also part of Student Support, and a separate report has been produced for 2007-8 which is available on request. Further information about the full network of services is available from the Student Support website www.essex.ac.uk/stdsup 
The Student Support team
The team of staff delivering Student Support Services has grown significantly during recent years, mainly through expansion of services to students with disabilities.  There are presently 25 permanent or fixed term staff (some of whom are part time) plus numerous casual staff and volunteers. The services are organised into three teams, each managed by an Assistant Director/ Head of Service who, with Rachel Fletcher form the Student Support management team.  See table below for more details- posts marked * are self funded, mainly from Disabled Students Allowances and are not paid for by the University.

	Team
	Manager
	Posts

	Disability Service
	Angela Jones (Assistant Director- Disability)
	Senior Disability Advisers (3 – of which 2*)

	
	
	Dyslexia and Study Strategies Co-ordinator*

	
	
	Dyslexia and Study Strategies tutors (2 part time + casual staff) *

	
	
	Mentors/ mental health advisers (2) *

	
	
	Disability Advisers (2 of which 1*) 

	
	
	Student Support workers (casual posts approx 30 in total) *

	Counselling Service
	Barbara Fisher (Head of Counselling Service)
	Counsellors (4)

	
	
	Counselling administrator (1)

	Advice Service
	Paula Rothero (Assistant Director- Advice)
	Senior Welfare Adviser (1)

	
	
	Student Funding Co-ordinator (1)

	
	
	Welfare Advisers (2)

	
	
	Administrators (3)

	
	
	Residents’ Support Network (60 staff including student volunteers)


Key achievements during 2008
1. Student Support services, including Counselling and the Residents’ Support Network achieved the matrix Quality Standard for information, advice and guidance in February 2008 following a three day assessment. During the Assessment four strengths/ areas of good practice were identified. These are detailed in full below. There were also a number of recommendations for development which will be taken forward in due course.
‘Levels of support provided to students are exceptional. Students described being treated as individuals with respect and a number reported that they would not have stayed in education without the support provided by the team. This level of support is delivered by a highly committed staff many of whom have been with the University for a considerable time and students have benefited from continuity of service as well as from accessing the range of services provided by SS.  

The University has a positive approach to supporting students with disability and 2 students reported that Essex was the only university which contacted them during the UCAS process prior to arrival. 

The database enables the service to provide statistics to monitor performance and to easily track students’ progress. Staff are consistent in filling in the database as well as the paper records which are monitored daily by the Assistant Directors. 

Staff are supported and competence is developed and maintained in a variety of ways. The annual Performance Development Review (PDR) system links personal objectives to strategic objectives of the University and the preparation for PDR ensures that the interview focuses clearly on the important issues for University, SS and the individual. The Supervision and Support process provides regular opportunities to review performance on a day to day operational level and is valued by staff and mangers. In addition there are frequent opportunities to share good practice and seek support in the mutually supportive team environment.
’

2. In the area of staff development; feedback was sought from staff, and a new programme developed in conjunction with Staff Development and Learning and Teaching units- new courses offered during 2008 included advanced communication skills, effective referrals, briefing for staff new to teaching and various disability themed courses.
3. Having obtained a consumer credit licence we have been able to offer individual debt and money advice and assistance with budgeting and financial planning to individual students. An additional post in the Advice Team, funded without additional cost to the University, has enabled the provision of advice and information to students to be enhanced.
4. Workshops on study strategies and counselling groups for students requiring support was reviewed, developed and expanded to respond to increased student demand. Additional bookable study skills sessions were available in 2007-8 and have been expanded to 40 for 2008-9. One to one study skills and mentoring sessions are mainly offered to students in receipt of DSA and are delivered from a suite of rooms in the former data archive building, since space in the main Student Support offices has reached capacity.
5. We have actively supported the implementation of the University’s Disability Equality Scheme, including promotion of disability equality on campus- through work with Access Forum where appropriate. Further promotion is planned for 2008-9 using some additional resource provided by a front runner placement.
6. We have continued to work in partnership with community groups and the Students’ Union on issues affecting studentsm, including attendance at local neighbourhood action panels representing the University. A significant amount of work was undertaken during the summer of 2008 with campus based services and relevant external organisations to plan a more concerted response to disruptive behaviour on campus.
7. Following recommendations arising from the matrix assessment, communications to students have been developed through a simple Student Support Services ‘brand’ to improve image of publications and try to pull together the various services.

Statistics- use of Student Support services

All significant contact with Student Support services is recorded on a confidential database to ensure effective casework management. The data is linked to the University Student Records system to enable equality and diversity monitoring and to avoid duplication of personal data such as addresses. Reports are available to review the nature of the work undertaken and to identify any trends. The statistics below include all direct face-to-face, email and telephone contacts with Student Support (incorporating disability and one off study skills support, Access To Learning funds and international students enquiries) but exclude applicants and enquiries from non-students and weekly study skills sessions. Counselling Services and Residents’ Support Network are also excluded as these are recorded separately and not included in the database.
Who uses Student Support services?

The number of different clients who were registered students was 2506, up from 2030 in 2006-7 and 1729 in 2005-6.  The increase from 2006-7 was therefore 23% and over the two years 2005-6 to 2007-8 was 45%. 
The report prepared for Student Support showed that the total number of students with diversity records on MIS (the student records database) was 8238, Student Support clients therefore represented over 30% of the whole student population. Clients closely match the profile of the University population- with the exception of postgraduate students who were underrepresented compared with undergraduates and disabled students, who unsurprisingly were extremely high users of the services.  A full report was prepared for the Equality and Diversity Committee in November 2009 and is available on request.
Main areas of work
The table below shows changes in main categories between 2006-7 and 2007-8
	 
	total separate enquiries/ cases
	no of follow up contacts

	One-off enquiries 2006-7
	534
	937

	One-off enquiries 2007-8
	1,750
	3,364

	change 06-08
	227.72%
	259.02%

	Disability cases 2006-7
	524
	1800

	Disability cases 2007-8
	516
	2359

	change 06-08
	-1.53%
	31.06%

	Hardship cases 2006-7
	406
	n/a

	Hardship cases 2007-8
	512
	n/a

	change 06-08
	26.11%
	


One-off enquiries are generally issues that can be resolved within a short period rather than requiring ongoing support and have increased dramatically over the two years.  The number of contacts has also increased.  In 2007-8 on average each one-off enquiry had around 2 follow up contacts.  Disability cases had an average of nearly 5 contacts.
Types of problems- one-off enquiries 
Topics for one-off enquiries are outlined below There was an increase in enquiries across all categories, but this was most dramatic in the area of funding.  This was in response to changes in administration of bursary arrangements and problems with provision of timely information to students on fee levels and bursary entitlement.  
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Residents’ Support Network
The voluntary Residents’ Support Network continues to play a vital role in community life on Colchester campus and provides welfare support when other services are closed. Statistics on incidents requiring RSN input were available for the first time in 2007-8.
	Type of Incident/ Area
	North
	Quays
	South
	Total
	% of total

	Noise
	118
	58
	483
	659
	52.1%

	Follow-up visit
	45
	28
	53
	126
	10.0%

	Flat Meeting
	15
	39
	36
	90
	7.1%

	Under 18's
	22
	5
	37
	64
	5.1%

	Smoking
	12
	11
	41
	64
	5.1%

	Other
	16
	7
	20
	43
	3.4%

	Theft
	6
	3
	34
	43
	3.4%

	SSO Request
	8
	4
	15
	27
	2.1%

	Disputes
	5
	11
	6
	22
	1.7%

	Health/Illness
	2
	2
	13
	17
	1.3%

	Unwanted visitors
	5
	4
	8
	17
	1.3%

	Cleanliness/Mess
	5
	1
	8
	14
	1.1%

	Drugs
	2
	0
	8
	10
	0.8%

	Verbal Warnings
	1
	0
	9
	10
	0.8%

	Harassment
	5
	3
	1
	9
	0.7%

	Aggressive Behaviour
	4
	2
	2
	8
	0.6%

	Assistance
	3
	1
	3
	7
	0.6%

	Criminal damage
	2
	1
	3
	6
	0.5%

	Injuries
	1
	1
	4
	6
	0.5%

	Lock-outs
	3
	0
	2
	5
	0.4%

	Drunkenness
	1
	0
	3
	4
	0.3%

	Maintenance
	2
	0
	2
	4
	0.3%

	Mental Health concern
	0
	2
	2
	4
	0.3%

	Complaints
	0
	1
	1
	2
	0.2%

	Emergency Loan/Financial
	0
	0
	2
	2
	0.2%

	Police/Resident Involvement
	0
	2
	0
	2
	0.2%

	Fire Alarms
	0
	0
	1
	1
	0.1%

	Total by area
	283
	186
	797
	1266
	


Residents’ Support Network training and support are developed and updated each year, and through close links with other services we aim to make the RSN as accessible as possible to students.  Noise complaints were greater in number than all other types of enquiries together and constitute a significant cause of disruption for those students affected.  One focus of work over the summer to minimise disruptive behaviour therefore included updated procedures on noise-related complaints in order that persistent offenders are identified and warned swiftly and, if necessary, referred to the Proctor for further action.
Future plans and key issues for 2009 and beyond
A Strategic Plan for 2007-11 was produced last year, talking account of the strategic objectives of the university.  The areas below are either as identified in the Strategic Plan or issues which have come to light since the plan was produced.
· Play an active role in planning for the new Student Centre to ensure that the needs of student support clients are met and services are consistent with the`

·  principles of support services.  

· Review and where appropriate action matrix recommendations for development- including review of opportunities for client feedback
· Support Learning and Teaching and related developments such as discussions regarding study skills/ writing centre as part of Student Centre developments.
· Continue to support the implementation of the University’s Disability Equality Scheme including promotion of disability equality on campus and play key role in preparing for publication of second scheme in December 2009 (which may be a single equality scheme).
· Continue to support developments of support services at Loughton and Southend campuses- including consolidation of out of hours support network in Southend.
· Continue to review disability support and consolidate full year specialist dyslexia advice and tuition at Colchester and increased mentoring support for students with mental health difficulties or asperger syndrome at Colchester and Loughton. Ensure that income generated from self funded activities is used to support and consolidate further provision for disabled students.
· Keep abreast of proposed introduction of points-based immigration arrangements and consider implications for the University- in particular in provision of advice on immigration issues and monitoring and reporting requirements.
· Undertake further work in partnership with SU and other groups- especially in promoting positive campus community and improving wider community relations. 

· Continue to support Nightline as an independent, student run service.  Aim to enhance facilities, maintain recognition (eg rent subsidy) for committee members and raise awareness of services through 40th anniversary activities in 2010
Rachel Fletcher

Director of Student Support

 January 2009
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