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SCHOOL SERVICE STANDARDS 
Graduate School          
We will:
· Provide you with a professional and friendly service. 
· Value and respect diversity to meet the needs of people with specific requirements. 
· Communicate effectively with you and not include technical terms or jargon when explaining things to you.

· Discuss student matters with the student only and not disclose personal and private affairs with parents or external parties, without the student’s written or verbal consent.

· Make sure we do not disadvantage or discriminate against any of our customers.

· Monitor, manage and report any form of abuse or discriminatory behaviour against staff or customers.

· Listen to you about improvements we can make to our services.
· Be helpful and courteous in our dealings with you.

· Provide clear and straightforward information advice.

· Answer all correspondence as quickly as possible and normally within 5 working days.

· Keep you informed about any new developments, or decisions.

We aim to:
· Provide you with the postgraduate research Regulations and Code of Practice and provide information on postgraduate research administrative procedures.
· Provide you with information on where to find all postgraduate research application forms and guidance notes.
· Register you on your modules within the first two weeks of the start of your academic year.
· At the start of each module, give you information in module guides on learning outcomes and teaching and assessment methods. 

· Provide you with written feedback within 4 weeks of the formal date for handing in your assessments and feedback on exam results within 4 weeks of the exam period ending.  

· Answer 100% of calls to our main office number(s) within 6 rings during normal operating hours. 
· Respond to all routine voicemail and email enquiries within 3 working days.  If we need to consult with others in response to you we will send you an acknowledgement (via email) and will follow up your enquiry within 15 working days.  Students are required to use their UEL email accounts for all communication with University staff
· Respond to letters within 5 working days and 15 working days if we have to consult others.  
We will refer you to the following services for advice:
· Visa issues, applications and renewals.  Students need to email isa@uel.ac.uk to make an appointment to speak to a member of staff of the International Student Advice team.
· Extenuation.  Students should log on to the UEL Student Guidance web pages http://www.uel.ac.uk/qa/extenuation.htm or contact the Students’ Union Advice and Information Service.

· Credit card or cash payments.  Students should visit the Cashiers’ Office. 
We expect you:
· Use your UEL email account for all communication with University staff

· Read the Student Charter http://www.uel.ac.uk/studentcharter/ and comply with the student expectations advised in the Student Charter.   
· Follow all University regulations and the University Code of Conduct. 

· Tell us about any disabilities you have that you need study support for so you can have full access to research resources, teaching, learning and assessment.

· Have a professional and responsible attitude, behave appropriately, go to all agreed meetings with supervisors and relevant classes on time and let your supervisors or schools know if you cannot attend;

· Work hard on your research and coursework and ask for advice and help if you are having difficulties with your academic work or any other problems that may affect that work.
· Hand in your thesis and coursework on time to the named receiving officer.
· To tell us if you feel that our service could be improved by emailing us (gradschool@uel.ac.uk) 
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