
 
 
 
 

QUALITY MANUAL 
 
 

 

 

STUDENT AFFAIRS DIVISION 
UNIVERSITY OF LIMERICK 

 

 
 

 

 

 

 

  

 

 

Version  5 – June 2016 

 



1 

 

TABLE OF CONTENTS 
 

Table of Contents ................................................................................................................................................... 1 

1. INTRODUCTION ............................................................................................................................................. 2 

1.1 Brief Outline of the Division ..................................................................................................................... 2 

1.2 Our Commitment to Quality .................................................................................................................... 3 

1.3 Quality Policy ............................................................................................................................................ 4 

2. CUSTOMER FOCUS ........................................................................................................................................ 4 

3. LEADERSHIP/MANAGEMENT RESPONSIBILITY .............................................................................................. 6 

3.1 Planning .................................................................................................................................................... 6 

3.2 Management Review Process .................................................................................................................. 7 

4. INVOLVEMENT OF STAFF ............................................................................................................................... 8 

4.1  Communication ........................................................................................................................................ 8 

4.2 Training and Development ....................................................................................................................... 9 

4.3 Work Environment and Infrastructure .................................................................................................... 9 

5. CONTINUAL IMPROVEMENT ......................................................................................................................... 9 

5.1 Quality Improvement Action Plan ........................................................................................................... 9 

6. PROCESS APPROACH ................................................................................................................................... 11 

6.1 QMS Processes ....................................................................................................................................... 11 

6.2 Key Business Processes .......................................................................................................................... 11 

6.3 A Systematic Approach to Management ............................................................................................... 11 

7.  USING DATA TO SUPPORT DECISION MAKING ............................................................................................ 14 

7.1 Analysis of Data ...................................................................................................................................... 14 

8.  SUPPLIER, PARTNER & COMMUNITY RELATIONS ........................................................................................ 14 

8.1 Suppliers ................................................................................................................................................. 14 

8.2 Partners .................................................................................................................................................. 15 

8.3 Community Relations ............................................................................................................................. 15 

8.4 Communication with Stakeholders ....................................................................................................... 15 

9. APPROVALS AND REVISION HISTORY .......................................................................................................... 16 

 



2 

 

 
1. INTRODUCTION 
 
The Student Affairs Division in UL provides a comprehensive range of professional administrative and 
support services to the entire University campus.  The Division has a wide and varied portfolio and is 
responsible for operations ranging from examinations and policy development to the holistic 
wellbeing of students. 
 

1.1 Brief Outline of the Division 
 
The Division is structured as a 3-pillared 10-unit Division encompassing and facilitating intra-unit and 
inter-unit cooperation, collaboration and information sharing.  The pillars and units are as follows 
and as outlined in the Organisational Chart overleaf:  
 

1. Student Supports - Chaplaincy, Counselling Service, and the Student Health Centre look after 
student welfare.  The Arts Office works in close harmony with a number of other institutional 
areas to provide activities of special interest of a recreational and social nature for all 
students, staff and the broader community.  The Community Liaison Office collaborates with 
UL staff, students and community organisations for the specific purpose of promoting and 
enhancing University/Community engagement activities and is also responsible for 
coordinating the President’s Volunteer Award.  The First Year Experience and Retention 
Coordinator aims to ensure that the highest possible percentage of new entrants to UL are 
engaged, retained and progress successfully through their chosen programme of study and 
will focus specifically on first year students. 

2. Student Special Supports – The Access Office, Disability Support Services Office and Mature 
Student Office provide specialist support for under-represented student populations.   
 

All units work to the common aims of providing professional services to support academic activities, 
to contribute to the University goal of providing an outstanding and distinctive student experience, 
and to becoming a Division of excellence in meeting student-centred expectations.  Over 40 staff are 
involved in the Division.  This figure includes a number of sessional staff.  The Division also utilises an 
additional number of hourly paid staff to deliver the services of the Division, when required.  
Examples of these include exam invigilators, orientation guides and tutors.  
 
Reporting structure of the Division 
The Director of Student Affairs reports to the Vice President Academic & Registrar of the University.  
The Unit Heads of Admissions, Counselling, Student Health Centre, Chaplaincy, Community Liaison 
Office, First Year Experience and Retention Office and Arts Office report directly to the Director of 
Student Affairs and Unit Heads from Disability Support Services, Access Office, and Mature Student 
Office report to the Access Manager.  Staff working within units report directly to the Unit Head.  
  

http://www2.ul.ie/web/WWW/Services/Student_Affairs
http://www.ul.ie/chaplain/
http://www.ul.ie/counselling/
http://www.ul.ie/medical/
http://www2.ul.ie/web/WWW/Services/Student_Affairs/Student_Supports/Arts_Office
http://www2.ul.ie/web/WWW/Services/Student_Affairs/Student_Supports/Community_Liaison_Office
http://www.ulpva.ie/
http://www2.ul.ie/web/WWW/Services/Student_Affairs/Student_Specialised_Supports/Access_Office
http://www2.ul.ie/web/WWW/Services/Student_Affairs/Student_Specialised_Supports/Disability_Support_Services
http://www.ul.ie/mso
http://www.ul.ie/mso
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Student Affairs Organisational Chart 
 

 
 

1.2 Our Commitment to Quality 
 
The University requires all non-academic departments and Divisions to have an active, professional, 
structured Quality Management System (QMS) in place which conforms to the principles set out in 
the ‘Standard Framework for Support Departments (2006)’.  All members of the Student Affairs 
Division are familiar with this and all QMS processes and policies within the Division align with the 
Framework and are fully documented in this Quality Manual.  
 
This Quality Manual demonstrates the Division’s commitment to maintaining a high level of quality 
and strong customer focus, while striving to continually improve the level and quality of service we 
provide to our customers.  Quality is an integral part of our entire business operation.  In line with 
the University’s Strategic Plan the Division strives to contribute to the University’s goal of providing 
an outstanding and distinctive experience for all students, enabling them to become knowledgeable, 
skilled and confident graduates.  The development and implementation of the QMS in Student Affairs 
has been hugely beneficial to the Division.  The Division provides essential services to an increasing 
number and diversity of students at a steadily improving quality in a situation where resources are a 
constant challenge.  Stronger management has resulted in improvements across all areas of the 
portfolio and the more successful implementation of a number of policies and provisions.  
 
Any changes to this manual, and to the Division’s QMS and Key Business Processes, are controlled 
using the Division’s Documentation Control Procedure and are documented in the Revision History. 
 
The role of the Student Affairs Division Quality Team (QT) is to drive, monitor and review the 
implementation of the Division’s quality management system (QMS).  The Quality Team also takes a 
leading role in guiding the Division through the University’s Quality Review Process.  This takes place 
every seven years for support divisions and the next review will be in held 2021.  Terms of Reference 
for the Quality Team are available on SharePoint.  

http://www2.ul.ie/pdf/864163297.pdf
http://www2.ul.ie/pdf/897822806.pdf
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1.3 Quality Policy 
 
The Student Affairs Division’s Quality Policy is controlled using the Division’s Documentation Control 
Procedure. 
 

 
 

2. CUSTOMER FOCUS 
 
Customers  
In the Student Affairs Division, our primary customers are the registered student population.  The 
Division also provides a number of services to academic and administrative staff within the 
University, prospective and former students of the University, as well as to external colleagues and 
the wider community, including within the community and voluntary sector, other educational 
organisations, guidance services, parents/families/guardians, state agencies and funders. 
 
Customer Charter  
The Student Affairs Division’s Customer Charter was developed in 2013.  It is displayed prominently 
in each Unit/Office, as well as in other key locations throughout the University and is available also 
on the Division’s website. 
 
Approach to Customer Focus 
The Student Affairs Division maintains its customer focus by delivering services in a professional and 
efficient, yet welcoming and approachable environment within all Division units.  Offering a 
customer-centred approach in the delivery of all services is of paramount importance within the 
Division.  
 

http://www2.ul.ie/web/WWW/Services/Student_Affairs/Quality_Management_System
http://www2.ul.ie/pdf/266366331.pdf
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Customer needs and expectations are identified through customer feedback and complaints 
procedures (see below).  Individual units also engage in both formal and informal consultation with 
colleagues and students to seek their feedback and ideas on services offered.  The Division provides 
clear guidelines and information to its customers on what they can expect from the Division’s 
services, and also on the obligations and responsibilities of the Division’s customers, through its 
customer charter and also by various other means.  Some examples include Divisional and individual 
unit websites, university prospectuses, student handbooks, student charters etc. 
 
Customer satisfaction with the delivery of services provided by the Division is measured through 
customer feedback and complaints procedures (see below). 
 
Customer Feedback 
External national surveys, surveys undertaken by the University of Limerick e.g. exit surveys and 
individual unit surveys inform the Division with respect to customer satisfaction.  Additional informal 
customer feedback methods are also implemented by some units (e.g. feedback cards, focus groups, 
informal consultation).  
 
A ‘top-level’ Divisional customer survey is scheduled to be carried out every two years, commencing 
in 2013.  The feedback from customers (both positive and negative) is reviewed and discussed both 
at unit and at Divisional management level.  Changes are implemented to services provided, as and 
when appropriate, in consultation with management and within existing resource constraints. 
 
General measures of customer satisfaction with the Division are obtained from the responses to 
University and Divisional surveys, with the anticipation that general satisfaction levels increase over 
time, or at a minimum remain steady. Satisfaction levels are tracked from year to year, or as 
frequently as surveys are carried out. 
 
Customer satisfaction within the Division is also measured via the number of complaints (see 
Complaints Procedure below) and the number of commendations/positive feedback received by 
Units within the Division.  These are dealt with by each individual unit and are reviewed overall at the 
Quarterly Quality Review (QQR) meetings.  
 
Complaints Procedures  
The Student Affairs Division, consistent with its commitment to excellence, complies with the 
University of Limerick’s Policy and Procedures for Student Dignity and Respect.  The procedure is 
intended to assist both students and staff in the resolution of concerns and complaints 
constructively, quickly and fairly.  Students are advised to consult with the Students’ Union at an 
early stage for advice and clarification on the procedure.  Where minor concerns arise, students are 
encouraged to take a common-sense approach and raise them directly with the relevant party, with 
the aim of resolving them informally.  
 
A number of additional specific appeal or complaints mechanisms exist to address student 
complaints at individual unit level.  Where applicable these are listed in unit working guidelines.   
  

http://www2.ul.ie/web/WWW/Services/Quality/Student_Surveys
http://www2.ul.ie/web/WWW/Administration/Vice_President_Administration_&_Secretary/Acting_Secretary/Policies_&_Procedures
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3. LEADERSHIP/MANAGEMENT RESPONSIBILITY 
 
The Student Affairs Management Group comprises: 

• Director, Student Affairs (Chair) • Mature Student Officer 
• Head, Counselling • Arts Officer 
• Chaplain • Access Officer 
• Community Liaison Officer • Administrator, Student Affairs 
• Disability Officer • First Year Experience and Retention 

Officer 
  
The current Student Affairs Quality Team members are: 

• Mature Student Officer (Chair) • Arts Officer 
• Access Office Project Officer • Administrator, Student Affairs 
• Disability Support Services Office Project 

Officer 
 

 
The Quality Team is appointed by the Director of Student Affairs.  The roles and composition of the 
Quality Team are detailed in the Quality Team Terms of Reference.  
 
The Student Affairs Division is committed to the delivery of professional services and to the process 
of continual improvement of those services as stated in the Division’s Quality Policy.  The 
Management Group ensures that the Division maintains a focus on the customer as key to the 
success of their service provision.  The Management Group reviews the Division’s Quality 
Management System, Quality Policy, Quality Objectives and Processes on a quarterly basis.  In 
maintaining and changing the Quality Management System, the regulatory and statutory 
requirements, such as University’s Act, Purchasing, Finance and HR policies, are communicated and 
accommodated within the system.  
 

3.1 Planning 
 
Planning is done in an appropriate manner for each service provided by the Division.  In all cases, the 
Management Group ensures that the correct resource level and experience are in place to support 
any of these planning structures.  
 
The main planning activities of the Division include: 

• A Divisional Strategic Plan and Key Performance Indicators (KPIs) are produced in line with 
the UL Strategic Plan, every five years.  The Management Group and staff of the Division are 
collaboratively responsible for producing the Division’s strategic plan.  The plan is reviewed 
and monitored on a regular basis by the Management Group and through appropriate 
reporting structures within the Division. 

• The Management Group reviews and plans resource and change requirements for the QMS 
using the Quarterly Quality Review process. 

http://www2.ul.ie/web/WWW/Administration/Vice_President_Administration_%26_Secretary/Acting_Secretary/Links
http://www2.ul.ie/web/WWW/Services/Finance/Procurement_and_Supply_Chain_Office/UL_Purchasing
http://www3.ul.ie/finance/
http://www.ul.ie/hr/
https://sharepoint.ul.ie/SiteDirectory/StudentAffairs/SA%20Management%20Group/Student%20Affairs%20Strategic%20Plan%2021%20May%202012.pdf
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• For unit-specific services planning is done by the Unit Head on an annual basis and based on 
an annual budget allocation.  Unit plans and services are regularly reviewed at unit level 
throughout the year. 

• For Divisional and/or University projects, the person or people assigned by the Management 
Group determine the correct resources and plan required to achieve the goals. 

 

3.2 Management Review Process 
 
The Student Affairs Management Group review the Quality Management System at planned intervals 
to ensure its continuing suitability, adequacy and effectiveness.  This review includes assessing 
opportunities for improvement and the need for changes to all aspects of the QMS.  
 
Quality Team Meetings 
The Quality Team meets monthly, or as required, to review progress on rolling out and monitoring 
the Division’s QMS.  The Chair sets the agenda based on the team’s discussions from the previous 
meeting.  Minutes and actions agreed are recorded by the Quality Team Recording Secretary and 
actions are reviewed subsequently at each meeting.  Topics discussed include the quality manual, 
quality policy, key business processes, quality improvement action plan etc., as well as preparation 
for any forthcoming quality reviews. 
 
Monthly Management Group Meetings 
The management review process within the Division includes a structure of meetings that take place 
monthly.  The monthly meeting allows management to review performance-related issues from 
month-to-month in line with the strategic objections of the Division.  This management meeting 
provides a mechanism to discuss issues arising across the Division.  These meetings also serve in 
briefing the Division on University and related external matters.  Quality and the QMS is a standing 
item on the monthly meetings, with a progress report given by the Quality Team Chair to the 
Management Group at these meetings.  The progress report gives an update on the work of the 
Quality Team since the previous meeting. 
 
Quarterly Quality Review (QQR) Meetings  
Once a quarter, a monthly management meeting is devoted to reviewing the functioning of the 
overall Quality Management System, progress on the Quality Improvement Action Plan and trend 
development.  Where this is not possible, a separate QQR meeting is arranged.  The following 
aspects of the Division’s QMS are reviewed at this quarterly meeting: 
 

• Changes that could affect the QMS, (Quality Policy, Quality Manual, Customer Charter) 
• Follow up actions from previous QQR meetings 
• Results and analysis of quality audits 
• Review of customer feedback 
• Process Review 
• Training and Development 
• Managing and monitoring the division’s Quality Improvement Action Plan (QIAP).  
• Preparation for any forthcoming quality reviews 
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The QMS and all supporting documentation is available on the Student Affairs Division website and 
also on a dedicated Student Affairs Quality Management Systems SharePoint site  The latter site is 
available to all staff within the Division. 
 

4. INVOLVEMENT OF STAFF 
 
The Division is governed by University policies and procedures for the selection, recruitment, 
promotion and development of staff.  A full list of procedures is available on the Human Resources 
website. 
 
Staff involvement in the QMS 
All staff within the Division are involved in the QMS within each unit by ensuring that all Key Business 
Processes and working guidelines are documented and followed.  Within the Division staff is 
encouraged to be involved in and to promote quality by reviewing unit processes and procedures, by 
continually looking for ways to improve services and also by considering and acting on customer 
feedback.  The Student Affairs Management Group has a standing item on Quality on the agenda at 
their monthly meetings. 
 
Quality auditors 
There are a number of staff from different units within the Division who have been trained as quality 
auditors.  The role of the quality auditors is to assist in auditing the QMS in units, other than their 
own, within the Division, in accordance with the Internal Audit and Self-Assessment Process.  This 
helps to foster quality and good practice across units. Student Affairs quality auditors are also 
available to participate in quality auditing of other Divisions within the University. 
 

4.1  Communication  
 
The Student Affairs Division is committed to ensuring that all staff are given the opportunity to know 
and contribute to the activities of the Division, and the management communications process forms 
an integral part of this commitment.  The Director and Unit Heads meet at a monthly management 
meeting to review the work of the Division, e.g. operations, finance, opportunities, issues and 
objectives (strategic), including quality and the QMS.  This management meeting provides a 
mechanism to discuss issues arising across the Division that give rise to an action escalation process.  
Management meetings also serve in briefing the Division on University and related external matters. 
 
Structured, work-in-progress, one-to-one meetings between the Director of Student Affairs and Unit 
Heads and Access Manager (representing relevant units) complement the monthly management 
meetings.  These meetings focus on strategic issues affecting the Division while also assisting in 
improving regular communication, ensuring effective management of each unit, and enabling 
progress on achieving each unit’s objectives.  
 

http://www2.ul.ie/web/WWW/Services/Student_Affairs/Quality_Management_System
https://sharepoint.ul.ie/SiteDirectory/StudentAffairs/Student%20Affairs%20Quality%20Management%20System/Forms/AllItems.aspx
http://www.ul.ie/hr/hr-policies-procedures-and-forms-z#p
http://www.ul.ie/hr/hr-policies-procedures-and-forms-z#p
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Meetings are held amongst staff within each unit (where there is more than one person working in a 
unit) on a regular basis (from weekly to monthly, as appropriate for the unit), to discuss operational 
issues, unit specific priorities, support requirements and information exchange. 
 
The Student Affairs Division engages with academic and other support departments within UL, and 
with external stakeholders, through meetings, representation on working groups, committees etc. in 
relation to any work which is relevant to the Division.  
 
Outside of face-to-face interaction, the Division communicates with both internal and external 
stakeholders through its website, email, telephone, SMS messaging, social media, printed 
publications and formal advertising. 
 
4.2 Training and Development 
 
The Division adheres to the University’s ‘Performance and Development Review System’, (PDRS) 
details of which are available on the Human Resource Division’s website. The PDRS encompasses the 
identification of training and development needs for individual staff. A training record is maintained 
for each individual staff member. Staff are encouraged to undertake courses outside of their day-to-
day work where appropriate and within available resources.  
 
For further details see the Division’s Training and Development Process. 
 

4.3 Work Environment and Infrastructure 
 
The division is not located in a single dedicated space however some related units are now more 
cohesively located.  For example:  

• The Disability Support Services Officer, Mature Student Office and Access Manager have 
been co-located with the Access Office (SED) on the EM-corridor in the main building since 
November 2013.  The main Disability Support Services Office is located in the Library. 

• Counselling, Student Health Centre and Chaplaincy are closely located in the CM-corridor in 
the main building.  Chaplaincy is also located in Teach Fáilte in the Student Centre Courtyard. 

• The Community Liaison Office is located in the Student Union Building, the Arts Officer is 
located in Dromroe Village and the First Year Experience and Retention Officer is located on 
the BM corridor in the main building. 

 
The provision of work space for staff is bound by the Health and Safety regulations of the 
University.  
 

5. CONTINUAL IMPROVEMENT 
 
The Student Affairs Division recognises that the process of achieving ‘Quality’ is a continual process 
and regularly seeks opportunities to make improvements in services provided.  As described in 
Section Two of this manual, the Division regularly seeks feedback from its customers on services 
provided via external national surveys, student exit surveys, bi-annual divisional customer survey, 
individual unit surveys and other feedback methods as appropriate.  The feedback from these 

http://www.ul.ie/hr
http://www2.ul.ie/web/WWW/Services/Student_Affairs/Quality_Management_System/QMS_Processes
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surveys inform the Division with respect to customer satisfaction and changes are implemented to 
services provided as and when appropriate, in consultation with management and within existing 
resource constraints. 
 
The Division’s Internal Audit and Self-Assessment Process ensures continual implementation, 
maintenance and improvement of the Division’s Quality Management System and of its services by 
conducting regular audits on all aspects of the QMS.  This process also ensures a cross-fertilisation of 
ideas for delivery and improvement of services across Units.  Similarly, the participation by the 
Division’s auditors in inter-divisional audits contributes to this learning process and therefore to 
continual improvement within the Division.  Follow up actions on internal audits are tracked by the 
Quality Team and the results of all audits are discussed at the quarterly quality review meetings. 
 
The metrics used by the Division for process improvement include the number of process 
improvements (e.g. for KBPs, QMS Processes) identified through audit findings and also staff 
suggestions for process improvements. These are recorded on audit reports or at unit staff meetings 
and are fed into the Division’s Quality Improvement Action Plan as appropriate. 
 

5.1 Quality Improvement Action Plan 
 
The Division’s Quality Improvement Action Plan (QIAP) contains all actions and recommendations for 
improvement of the division’s QMS and of the services delivered to its customers. The QIAP is held 
on SharePoint.  All QIAP actions are assigned to an individual / units / teams within the division for 
resolution. These actions and recommendations are identified from a number of sources including: 
 

• SA Self-Audit 
• QA QMS Audit 
• GA Gap Analysis 
• QR Quality Review 
• PI Process Improvement 
• SS Staff Suggestion 
• CF Customer Feedback  

 
The QIAP is monitored by the Quality Team at each Quality Team meeting and is reviewed and 
monitored on a quarterly basis by the Student Affairs Management Group at the QQR meeting. 
Completion of QIAP actions is the responsibility of the assigned individual / unit / team and sign-off 
of QIAP actions is the responsibility of the Director of the division.  
  

http://www2.ul.ie/web/WWW/Services/Student_Affairs/Quality_Management_System/Key_Business_Processes
https://sharepoint.ul.ie/SiteDirectory/StudentAffairs/Student%20Affairs%20Quality%20Management%20System/Forms/AllItems.aspx
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6. PROCESS APPROACH 
 

6.1 QMS Processes 
 
The following are the key Quality Management System processes in place within the Division and are 
available on both the website and the SharePoint site.   
 

1. Training and Development Process  
2. Documentation Control Process  
3. Purchasing & Supplier Management Process 
4. Communications Process 
5. Internal Audit & Self-Assessment Process 

 
Evaluation of process effectiveness is carried out using Internal/External Quality Audits, the results of 
which are discussed at management and at unit meetings.  This in turn leads to overall quality 
improvement within the Division. 

 

6.2 Key Business Processes 
 
The following are the key business processes within the Division.  Each process is related directly to 
the relevant unit within the Division.  Links to all unit processes are available here. 
 
1 Chaplaincy Process 
2 Community Liaison Office Process  
3 Counselling Process  
4 Student Health Centre Process 
5 Arts Office Process 
6 Mature Student Office Process 
7 Access Office Process 
8 Disability Support Services Process 
9 First Year Experience and Retention Office KBP will be developed in the near future. 
 

6.3 A Systematic Approach to Management 

The following two diagrams outline the interaction between the different aspects and processes of 
the Student Affairs Division’s Quality Management System.  Diagram 1 outlines the various 
documented elements of the Quality Management System and how they relate to the different units 
within the Division. Diagram 2 demonstrates the continual improvement aspect of the Division’s 
QMS and how the Divisional level processes support its key business processes (outlined in the 
centre).  In addition, the Division’s Strategic Plan draws together the interconnecting objectives and 
actions of the Division through its QMS and its key business processes.  

Planning for these processes takes place as outlined in Section 3.1.  The QMS and its processes are 
reviewed on a quarterly basis at the QQR meeting.   

http://www2.ul.ie/web/WWW/Services/Student_Affairs/Quality_Management_System/QMS_Processes
https://sharepoint.ul.ie/SiteDirectory/StudentAffairs/Student%20Affairs%20Quality%20Management%20System/Forms/AllItems.aspx?RootFolder=%2FSiteDirectory%2FStudentAffairs%2FStudent%20Affairs%20Quality%20Management%20System%2FProcedures%20and%20Processes%2FDivisional
http://www2.ul.ie/web/WWW/Services/Student_Affairs/Quality_Management_System/Key_Business_Processes
https://sharepoint.ul.ie/SiteDirectory/StudentAffairs/SA%20Management%20Group/Student%20Affairs%20Strategic%20Plan%2021%20May%202012.pdf
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7.  USING DATA TO SUPPORT DECISION MAKING 
 
The Division ensures that effective decisions are based on the analysis of data and information.  The 
Division is conscious of the importance of fact-gathering and record-keeping in the decision making 
process.  There are several methods used to ensure a factual approach to decision making. 
 

7.1 Analysis of Data 
 
The primary data collected by the Division relates to the Key Performance Indicators (KPIs) set in the 
Division’s Strategic Plan.  The Division’s KPIs focus on (for example): 

• Student numbers and targets, both overall and as per different student categories (e.g. 
access, mature, disability, full-time, part-time, undergraduate, postgraduate etc.),  

• Student participation in and use of services 
• Student retention 
• New initiatives introduced within the Division 
• Review reports and evaluations on services and supports offered 
• Programmes offered by the Division 

 
Collection of the data is the responsibility of the individual units as relevant.  Measurement is done 
primarily through analysis of student and service records.  Data collected is used to inform both the 
operational and the strategic planning of the Division and also budget allocation. 
 
Problems which arise in the delivery of services are normally dealt with at unit level where possible. 
However common or recurring problems which may arise within or across Divisional units are 
identified at Management Group meetings or at Quarterly Quality Review meetings, as appropriate 
and proposed solutions or actions are recorded in meeting minutes. 
 

8.  SUPPLIER, PARTNER & COMMUNITY RELATIONS 
 

8.1 Suppliers 
 
The use of suppliers by the Division is bound by the policies, procedures and guidelines of the UL 
Procurement Office and a full list of both contracted and approved suppliers is available on the 
Procurement Office website.  For goods or services for which there is no specific contracted or 
approved supplier, a supplier for that good or service may be listed on the University’s supplier list 
(i.e. may already have a supplier ID) for account payment purposes.  If not, the requestor may 
organise for the supplier to be added by the Procurement Office by following the university’s 
supplier set-up procedure guidelines.   

For further information see the Division’s Purchasing and Supplier Management Process. 
 
 

https://sharepoint.ul.ie/SiteDirectory/StudentAffairs/SA%20Management%20Group/Student%20Affairs%20Strategic%20Plan%2021%20May%202012.pdf
http://www.ul.ie/procurement
http://www2.ul.ie/web/WWW/Services/Finance/Procurement_and_Supply_Chain_Office/UL_Purchasing/Suppliers%20ID%20Search%20%28A-Z%29
http://www2.ul.ie/web/WWW/Services/Finance/Procurement_and_Supply_Chain_Office/UL_Purchasing/Forms
http://www2.ul.ie/pdf/810106835.pdf
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8.2 Partners 
 
UL’s Strategic Plan 2011-2015 “Pioneering and Connected” demonstrates the University’s 
commitment to the development of both local and global partnerships.  Collaboration is recognised 
as a fundamental aspect of working within UL, across disciplines, departments and faculties within 
the University as well as collaboration externally, both nationally and internationally.  Two of the key 
strategic local/national partnerships currently supporting the work of the University are the NUIG-UL 
Alliance and the Shannon Consortium.  Key collaborations with the other Irish universities have also 
been advanced through participation in Irish Universities Association, Science Foundation Ireland, 
IDA and Enterprise Ireland initiatives. 
 
The Student Affairs Division engages as appropriate with academic and other support departments 
within UL, and through the University’s external partnerships, in the delivery of its services to all 
student groups.  These relationships relate to all aspects of the students’ overall lifecycle.   
 

8.3 Community Relations   
 
Goal Four within UL’s Strategic Plan 2011-2015 “Pioneering and Connected” demonstrates the 
University’s commitment to creating and deepening its connection to its local communities.  Goal 
Four states that UL will: 

“be renowned for the excellence of our contribution to the economic, educational, social and 
cultural life of Ireland in general and the Shannon region in particular.” 

 
UL’s commitment to working with its local community includes working with industry to promote job 
creation and economic development; improving the level of interaction between its students and 
community groups; developing a culture of lifelong learning in our communities; and extending the 
presence of the University in Limerick city.  
 
Different units within Student Affairs work to contribute towards the achievement of this strategic 
goal, in particular the Community Liaison Office both through its community engagement work and 
through the President’s Volunteer Award scheme.  Other units, in particular those working with 
under-represented student groups, and the Arts Office also engage in both outreach and community 
engagement work related to the delivery of their particular services.   
 

8.4 Communication with Stakeholders 
 
The Division uses email, telephone, SMS messaging and printed publications as its primary methods 
of communications with key stakeholders.  Services are publicised to both internal and external 
stakeholders through the web, e-mail, printed publications and formal advertising (radio and print).  
 
Personal contact is also very important both at an individual meeting and group meetings with all 
key stakeholders.  
 
Feedback is gathered, both formally and informally, through customer/stakeholder surveys and by 
other means (e.g. comment boxes, focus groups, informal consultation etc.) as appropriate for 

http://www2.ul.ie/pdf/521283169.pdf
http://www2.ul.ie/pdf/521283169.pdf
http://www.ul.pva.ie/
http://www.ul.pva.ie/
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individual units.  Feedback is used to improve services provided to, and engagement with, 
stakeholders of the Division.  
 

9. APPROVALS AND REVISION HISTORY 

 

Revision 
No. 

Date 
Revised 

Approved by: Approval Date and 
Meeting 

Details of Change 

1 October 
‘13 

Management 
Group 

 Initial Release 

2 February 
‘14 

Management 
Group 

 P2 – Inclusion of hourly paid 
staff as part of Divisional staff 
complement under 
Introduction.  
P5 - Inclusion of customer 
satisfaction metrics under 
Customer Focus. 
P10 - Inclusion of metrics for 
process improvement under 
Continual Improvement. 
P15 - Inclusion of mechanism 
for identifying problems under 
Using Data to Support Decision 
Making. 
P14 – Inclusion of 8 QMS 
principles within diagram 

3 June ‘14   P2 – Removal of Downtown 
Centre 
P2 – Correction to staff 
number 
P7 – Revision of frequency of 
Quality Team Meetings 
P7 – Clarification of standing 
items for QQR agenda 
P9 – Update on location of SA 
units 
P9 – Inclusion of social media 
in communication methods 
P12 – Review of QMS and 
processes corrected from 
annually to quarterly 
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Revision 
No. 

Date 
Revised 

Approved by: Approval Date and 
Meeting 

Details of Change 

4 May ‘15 Management 
Group 

 P 6 – Quality Team 
Membership updated. 
P 6 – Quality Team Terms of 
Reference included. 
P 8 – QMS Processes updated. 
P 14 – Diagram 1: Student 
Affairs QMS Documentation 
updated. 
P 18 – Approval History now 
includes Approval Date and 
Meeting. 

5 April ‘16   Following restructuring of the 
Division a number of changes 
were made which consisted of 
the removal of reference to 
SAA and Admissions and 
include the First Year 
Experience and Retention 
Officer in the structure.  This 
changes occurred on the 
following pages, 3, 4, 7, 10 and 
12. 
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