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SUMMARY
• Traditional approaches to quality assurance
• Barriers to completion of the quality enhancement cycle
• The University of Newcastle Model
• Student Feedback on Courses: a case study
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The Traditional Approach to 
Quality Assurance
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 Strategic Plan
 Set Strategic Targets / Standards
 Communicate and implement plan / staff development
 Collect data and feedback to monitor processes
 Review results and identify areas for improvement

BUT...
× Implementation of improvements are often stymied
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Traditional Areas of 
Organisational  FocusCommon Areas for 

Organisational 
Resistance

The Quality Enhancement Cycle



Barriers to Successful 
Implementation and Capitalisation 
on Feedback
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× Improvement = Change (resistance to change at sub-
cultural level)
× Deficit focussed approach (perceptions of a ‘witch-
hunt’)
× Feelings that change is beyond individual’s scope or 
responsibility
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1. Survey response rates too low to be valid
2. Only poor performing and/or whingeing 

students respond
3. Data not relevant / out of date
4. The standard of student quality is in demise
5. Not enough financial resources
6. Not enough time – change not a priority
7. Casual staff only teach and disappear / full-

time staff carry the burden
8. No time to update courses
9. The students won’t turn up if technological 

modes of delivery are fully utilised
10. Suspicion / fear (us vs. them)

etc, etc, etc

The Top 10 drivers behind 
passive responses / resistance



THE UNIVERSITY OF NEWCASTLE’S 
MODEL FOR SUCCESSFUL
COMPLETION OF THE QUALITY 
ENHANCEMENT CYCLE 
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-Engendering a Culture of Continuous Improvement



Our Six Guiding Principles
1. Consultation

– Coordination, engagement, collaboration, continually informing and 
providing feedback about a process

2. Communication
– Positive language, knowledge sharing, closing the feedback loop, 

best practice dissemination methods
3. Encouragement

– Supporting: an individual’s ability to change, professional 
development, reflective practice, peer review, peer support, and 
mentoring practices.  It also encompasses targeted recruitment of 
quality-focussed staff

4. Celebration
– Highlighting success, sharing successful stories within communities 

of practice, and providing genuine recognition of these efforts
5. Integration

– Addresses quantitative bias by supplementing statistical trends with 
qualitative data.  It also implies a total organisational focus on quality 
through collaboration and cooperation

6. Innovation
– Student-led identification of strengths and weaknesses through 

feedback mechanisms.  Staff-led via staff surveys and other forms of 
input
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STUDENT FEEDBACK ON 
COURSES: A CASE STUDY
-Continuous Improvement in Action
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Our Six Principles in Action
Revising our Student Feedback on Courses instrument
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Student Feedback on Courses Continuous Improvement Cycle

PQR unit est. 2009; employed likeminded, 
multidisciplinary, experienced staff to promote and 
promulgate a way forward.

New survey instrument developed via 
cross unit cooperation and interaction, 
including students, support staff, 
academics and senior leaders. Progress 
continually reported back to all 
stakeholders. Pilot tested with students.  
A sense of ownership resulted.

Positive language was 
used in all conversations 
and correspondence, 
reflective of that used in 
instrument.

New software sourced to support 
innovation of new instrument and 
ameliorate issues reported by both 
staff and students.

Not only an integration of 
units and faculties, but the 
new instrument integrated 
quantitative and qualitative 
data collection methods. 

Reporting instruments 
revised to reflect positive 
approach that highlights 

success and contextualises 
criticism in a constructive 

framework.

The reporting approach 
also created a positive 

base for change.  
Templates for actions 

designed and circulated, 
including communication 

guidelines.

This process facilitated a 
positive shift at the sub-

cultural level, as it, the survey 
and the tools, reinforce the 
concept of positive change 

and assists an ongoing 
process of f2f meetings.



Reports produced
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 Comments coded into themes for each course 
(55,000 comments into broad themes in 2009) 

 Integrated quantitative and qualitative reports 
prepared for each course (>1500 reports written in 
2009)

 Summary reports for Executive Committee and each 
School and Faculty with comparative data

 Reports on the web for staff and students
 Ongoing meetings with Heads of School and 

academic staff – lots of conversations!
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Methods of Closing the Feedback Loop
Posters Web Communications
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Methods of Closing the Feedback Loop cont:
Lecture Slides (delivered during 1st lecture)Communication Guidelines

 Information about improvement is also provided to 
students in course outlines



Measures of Success

Qualitative Indications of Improvement

 Increased goodwill across the University
 A more collaborative culture
 Increased engagement with, and respect for, 

feedback
 Increased awareness of closing the feedback 

loop
 An increase in initiatives and innovation 

surrounding the student experience
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CONCLUSION
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 Our principles recognise and address sub-cultural needs and 
interests
 Our principles bridge the divide between the rhetoric of quality and 
implementation
 This has seen improvement in process and practices, leading to an 
increase in engagement with the student feedback process
 Students report that they now believe that someone is actually 
listening to them and acting on their feedback
 Senior managers now have the tools and information they need to 
lead change
 We have seen encouraging rises in student satisfaction and 
response rates
 Students and staff are developing stronger links to their university 
communities
 In recognition of their efforts, the Student Feedback Team recently 
received a Vice-Chancellors award for general staff excellence!



QUESTIONS
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