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WE’RE PROUD OF WHAT WE DO, AND EXCITED ABOUT  
WHERE WE’RE GOING, WITH YOUR PARTNERSHIP.

But we know to be recognised nationally 
as an excellent Students’ Union, we have 
some work to do to make sure we stay 
relevant to all our students at every stage 
of their courses, to work differently in some 
areas to improve how we record quality, 
and how to tell our story more effectively.

We also have a very clear sense of 
what students are looking for from their 
university experience. 

It’s a picture that has changed  
significantly over the past decade.

Our students tell us* that the most 
important things to them are:

- Improving career prospects

- Making a better life in the future

- Learning more about their subject area

- Growing and developing as a person

- Broadening their horizons

It’s our role as their SU to ensure we  
meet these needs, through developing 
relevant, timely, and enriching activities 
and support for all students, irrespective  
of their course or personal situation.

Through doing this, we’ll increase our 
satisfaction rates, and we’ll have the 
evidence to achieve an Excellent rating  
on the NUS Quality Mark.

This paper sets out our overall journey  
to this point.

We really hope you find this inspiring, 
exciting, and something you want to be  
a part of.

Aisling Davis 
President, Liverpool SU.

“ We’re proud of our 
role as the body that 
represents students and 
helps them to love their 
time at Liverpool John 
Moores University.”
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INTRODUCTION FROM 
AISLING DAVIS, PRESIDENT 
OF LIVERPOOL SU.
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Our journey 
towards submitting 
an “Excellent” 
response to the 
Quality Mark, 
focuses on two 
key areas:

THINGS THAT WE CAN  
ALREADY EVIDENCE:
This might include things that are already 
obvious to everyone, like our brilliant 
student officer team and the representation 
they bring to every committee, the  
20,000 conversations we had with students 
last year; and our BUCS teams really 
punching above their weight at regional 
and national levels.

But this also will include some things that 
you (and our wider student population) 
might not know have happened to really 
drive our offer forward in the eyes of 
students, such as:

-  Expertise in student engagement  
and research

-  Academic representation and 
empowerment

- Enhancing student living

THINGS WE’RE  
WORKING ON:
Of course, there are things we need to do 
better, and some areas where we need 
to provide more compelling evidence to 
help move us from Good, to Very Good 
(and ultimately to Excellent).

And the great news is, we’re planning 
a range of very exciting, and necessary, 
initiatives to make a real difference to 
students and the University.

These will include a range of really 
exciting and creative ideas we have for 
adding value to the student experience 
including:

-  Using university contact data to 
intelligently target students with 
relevant information

-  Evaluating the quality of interactions 
with students through the use of 
university data

-  Piloting new initiatives to provide 
timely and relevant support to  
harder-to-reach students

-  Reducing the barriers to participation 
in student elections

-  Improving our creative communications 
output and defaulting to digital

-  Reconsidering our organisational 
identity, to ensure that our members 
feel a sense of belonging and 
ownership in their Students’ Union.

  The following pages show how this 
thinking will be applied to each of  
the 12 sections set out in NUS Quality 
Mark Part B.

 

MAKING EXCELLENT HAPPEN
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We’re already confident that we have a great story 
to tell around our strategic planning. It’s something 
we take very seriously, and drives every decision, 
interaction and piece of communication.

WE CAN DEMONSTRATE:

SYNERGY WITH THE LJMU STRATEGIC FRAMEWORK

We have robust and transparent KPIs tracking progress 
against our strategic objectives, and every member of the 
SU team has equally robust and transparent personal 
objectives and KPIs.

We’re proactive members of the LJMU Ops Panel, and 
work to ensure that our KPIs measure activities that directly 
impact on the institution’s strategic objectives.

Our detailed monthly CEO Reports for the Liverpool SU 
Trustee Board demonstrate our progress against these 
measures in a transparent manner.

We have a new strategic partnership with Jan Murphy as 
our primary liaison, and LJMU leadership attended our 
3-year strategy workshop in August 2016.

WE’RE WORKING ON:

A new 3 year strategy – evidence-led with 
student data and creative solutions at its heart, 
leading us to our new space at Copperas Hill.

6.

1. STRATEGIC PLANNING
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We are a people business. We’re genuinely student-led, 
our Student Officers contribute to and rubber-stamp every 
decision we make, and we pride ourselves on being a 
pro-active, constructive and essential partner to LJMU. 
Listening to students and involving them in decisions is at 
the very core of our personality as an organisation:

WE CAN DEMONSTRATE:

WE LISTEN TO STUDENTS 

We had over 20,000 face-to-face conversations with  
students last year alone, through our Mini SU spaces,  
more than any other SU in the UK.

INVOLVEMENT IN LJMU DECISION  
MAKING PROCESSES

We actively represent our students in Ops Panel,  
Committee structure, and have great personal relationships  
with key leaders within LJMU.

WE’RE WORKING ON:

-  Developing our stakeholder map and associated 
relationship activities this year led by the newly 
created role of Director of Marketing.

-   Using LJMU data to target and influence students 
more effectively

-  Using research data more effectively and 
strategically

-  Developing a new insight-led approach to 
communications, including re-formulating our 
brand identity.

2. RELATIONSHIPS AND PARTNERSHIPS
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We take pride in the huge value, insight and expertise 
our trustees bring to our decisions, and we take our 
responsibility to be transparent and effectively-managed 
very seriously:

WE CAN DEMONSTRATE:

EXCELLENT TRUSTEES 
We have a robust and informed process we take to 
recruiting trustees, working with a specialist recruitment 
consultant to ensure the quality and appropriateness of 
candidates. Their skills, insight and experiences directly 
inform our decision making.

OPENNESS AND ACCESSIBILITY
Our strategic plans and Annual Reports are easily 
digestible and accessible for all.

CONTINUAL REVIEW
The board was created after the Charity Act 2006 and  
is reviewed bi-annually to improve its performance.  
Each review creates an action plan that is led by the CEO 
but is overseen by the Board. The next one is due by 2017.

INDEPENDENTLY VERIFIED  
GOOD GOVERNANCE
We are regulated by the Charity  
Commission who have no concerns  
about our governance.

WE’RE WORKING ON:

-  Revising our constitution to ensure it’s 
relevant and appropriate for the next  
5 years and beyond.

3. GOVERNANCE
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We are a democratic organisation, and our student 
officers very tangibly drive our decisions.

WE CAN DEMONSTRATE:

TRAINING AND SUPPORT FOR ELECTION 
CANDIDATES 
For each student election, we work closely with 
candidates to help them make the most of their 
experience and to maximise their chances of 
success.

We also work closely with our neighbouring 
Students’ Unions in Liverpool to ensure we add 
value to the conversation across the city.

WE’RE WORKING ON:

-  Reducing the barriers to participation in 
elections, for example ensuring the online 
voting process is as simple-to-use and reliable 
as possible. Starting with 2017 elections...

-  Telling the story more effectively and proudly 
about how democratic participation has created 
practical and quantifiable change for students.

-  More effective partnering with neighbouring 
Students’ Unions to add real value to the 
election experience for the city as a whole.

4. DEMOCRACY
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Our workforce are experts in their fields, 
share a collective set of values, and have been 
recruited to reflect our student population.

WE CAN DEMONSTRATE:

INVESTORS IN PEOPLE 
We currently hold a “Silver” rating on the Investors  
in People (llP) framework

DEVELOPING MY POTENTIAL 
We work with each member of the team to ensure  
their skills are maximised, and that their routes to 
career progression are clear, with an appraisal  
process that is robust, detailed and designed to 
develop the skills of every member of our team.

WE’RE WORKING ON:

-  Collaborating with NUS to ensure that accreditation 
under the new IIP model at silver level will equal excellent 
for the NUS Quality Mark.

-  Embedding our a new cohort of student staff with  
a robust and engaging induction process.

-  Re-accreditation for the Investors in People (llP) award.

5. PEOPLE
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We’re privileged to be working with the most connected, tech-savvy 
generation in history. A third of our student population changes 
every year, bringing with it new trends and ways of communicating. 

WE CAN DEMONSTRATE:

COMMUNICATIONS AND MARKETING STRATEGY 
We have a robust and creative strategy based on ensuring that:

WE’RE WORKING ON:

-  A new three-year communications and  
marketing strategy

- A new brand and naming strategy

-  Better quality communications outputs and materials

- Greater use of social media and online comms

-  A new insight-led approach - leading to more 
meticulous evaluation

-  A data-led approach, including more targeted 
e-comms

-  Ensuring everyone knows about us -  
(including a new ‘Who do you go to?’ exercise  
aimed specifically at new international students)

This means we work with an audience very demanding of quality communication and engaging content. This is a 
hugely exciting opportunity to innovate and break new ground in how we connect, inspire and enable our members.

There are lots of good examples, and some future plans that we’re excited to share in how we communicate.

1. We know our students

2. Our students know us

3. Our students get involved

4. Students love us

BRAND GUIDELINES 
We fastidiously police the use of the Liverpool SU brand 
identity and work to set and agreed rules of use to ensure  
its consistent and high quality application.

COMMS PLANS AND “MAGIC QUESTIONS”
Each activity has a communications plan 
attached to it, with appropriate evaluation 
criteria built in, measured through the use  
of standardised “magic questions” to 
ascertain success.

6. COMMUNICATION
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The services and solutions we offer are, for many students,  
the most visible face of the Students’ Union.

We’re working hard to ensure these meet the aspirations of our 
students, and offer a quality, value-added experience for all.

WE CAN DEMONSTRATE:

ACADEMIC ADVICE SERVICES 
Almost 500 students used our Academic Advice services in 
September 2015, with a further 2000 seeking advice online, 
for issues as diverse as appeals, mitigating circumstances, 
and fitness to practice.

We work closely with Student Governance to ensure  
we coordinate efforts to ensure a smooth, and informed 
process for both students and LJMU.

RETAIL SERVICES
Our retail spaces across our multi-campuses provide 
opportunities for students to buy those essential items  
when they need them.

UNBEATABLE EXPERIENCES
From their first interaction with Liverpool SU  
at Freshers’ Fair, students have access to  
great events and the very best that our  
city has to offer.

WE’RE WORKING ON:

-  A proactive preventative approach to reduce 
academic misconduct, resulting in fewer appeals 
and interactions with Student Governance

-  More comparative data work with Student 
Governance to further evaluate impact.

-  Collaboration with city partners to provide expert-
led curated experiences unique to our city, and 
with special access exclusively for LJMU students.7. SERVICES
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We’re proud of the levels of participation of students in our activities. 
We have some exciting plans and ideas for increasing involvement 
across the student population, in particular with hard-to-reach groups.

WE CAN DEMONSTRATE:

STUDENTS LOVE OUR CLUBS AND SOCIETIES 
Around 3,000 students enjoy and are enriched by their  
active involvement in one of our 117 (and ever growing) 
clubs and societies. This is a 30% increase year on year.

PRIORITISING THE NEEDS OF INTERNATIONAL 
STUDENTS
Our recent, year-long International Student project  
engaged with around 250 international students to make 
over 30 recommendations, which have all been adopted 
by both Liverpool SU and LJMU, leading to real, tangible 
improvements in the international student experience.

WE’RE WORKING ON:

-  More active engagement with national campaigns

-  Ensuring we better measure and share satisfaction 
with clubs, societies and the SU as a whole.

-  Creating academic societies to help build  
an academic community and help students  
feel at home.

8. PARTICIPATION
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This is at the core of our purpose as a Students’ Union. It’s our 
vision to ensure we involve ever more students in championing 
causes they feel passionate about, whilst supporting them to 
deliver real change for their student colleagues.

WE CAN DEMONSTRATE:

REPRESENTATION WITHIN THE CITY 
Last year we represented the 50,000 students from all Liverpool HE institutions who rent 
student accommodation in the City Centre, and received evidence from universities, local 
councillors and developers to review the impact that student accommodation is having on 
its population and the city. Our recommendations have advised the local planning officers 
to be stricter with developers who fail to produce robust property management plans, 
which in the past has resulted in new developments falling behind and students being 
without accommodation during the first few months of their time at university.

ACADEMIC REPRESENTATION AND EMPOWERMENT
At last year’s Freshers’ Fair, students voted in their hundreds for their academic priorities, 
which we found were Teaching Quality and Placements. As a result, each officer held a 
specific event on these topics at each Faculty for students to attend and question key staff.

We’ve been working in partnership with LJMU to produce a set of guidelines that 
Personal Tutors can use to help direct students queries to during their meetings

CAMPAIGNING FOR MORE DEMOCRATIC PARTICIPATION
We partnered with Liverpool City Council to increase the amount 
of student registering to vote in Liverpool. The campaign engaged 
over 2000 students who registered to vote. It was a step forward  
for students in enabling and empowering them to have their say  
in local council matters, and received recognition on a national 
level from NUS. 

WE’RE WORKING ON:

-  Encouraging more participation in our 
continual ‘Make it Happen’ programme 
of initiatives to create student-led 
change across the student experience.

-  Working with senior management to 
present Liverpool SU as the sole and 
most trusted voice of student opinion

-  A dedicated “Liberation” project, to 
define the aspirations and needs 
of hard-to-reach student groups, 
such as those displaying protected 
characteristics, and those that find 
interacting with a more traditional SU 
model difficult, such as home students, 
or students that work full time alongside 
their studies. This is being led and 
coordinated by a dedicated Officer 
post. We will share our 
findings with the Board of 
Governors during 2017.

9. REPRESENTATION AND CAMPAIGNING
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We’re getting much smarter with data, and have plans in place to 
ensure a culture of intelligent, data-led decision making.

WE CAN DEMONSTRATE:

DATA COLLECTION 
We collect multiple forms of student  
evaluation data, from a range of sources,  
mostly as a part of reviewing our weekly  
Mini SU campaigns.

WE’RE WORKING ON:

-  Finalising the data sharing agreement with 
LJMU, and formulating a plan for its use as 
a strategic priority.

- Using data more intelligently

-  Creating a culture of intelligent, insight-led 
decision making

10. REVIEW AND EVALUATION
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We’re very aware of our surroundings, and pride ourselves  
as being the authoritative voice of students at LJMU. 

We’re a constructive partner of LJMU and share its long  
term strategic vision.

WE CAN DEMONSTRATE:

CONSTRUCTIVE PARTNERSHIP WITH LJMU 
We work closely with LJMU via the Ops Panel, 
our Student Officers’ contributions to scheduled 
committees, and the positive working relationships 
between senior leaders, in particular Jan Murphy, 
as our lead contact.

NATIONAL REPRESENTATION
We work constructively at a national level with 
NUS, contribute to strategic conversations 
nationally and last year tabled a discussion on 
non-professional placements for the NUS NEC. 

WE’RE WORKING ON:

-  Influencing policy and decision making 
at a national level.

-  Developing enhanced, mutually-
beneficial relationships with senior 
leadership within LJMU.

11. CONTEXT
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We’re committed to always improving the way we demonstrate the 
outcomes and impact of our activity. We have some specific plans 
in place to define our offer more clearly in some key areas, and to 
provide relevant, timely, and useful support to our harder to reach 
student groups.

WE CAN DEMONSTRATE:

A REFLECTIVE CULTURE 
Each activity is planned by asking a series of 
“magic questions” to ensure they’re in line 
with our stated objectives and values, and they 
meet the needs and aspirations of our student 
segments.

CONTINUAL QUANTITATIVE EVALUATION  
OF ACTIVITY
Each activity is immediately evaluated by asking 
students questions related to whether it has 
contributed to a more informed and enriched 
student experience.

WE’RE WORKING ON:

- More qualitative evaluation of activity

-  Investment in Course Rep qualitative 
evaluation software

-  Focusing on a more defined offer 
around Employability

12. IMPACT
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We believe we’re strongly placed to become a ‘Very Good’ or 
‘Excellent Students’ union, as defined by the NUS Quality Mark.

We will share our plans and aspirations in more detail with the 
Board of Governors in November 2016.

We believe this will provide us with a very strong foundation  
for answering Part B of the NUS Quality Mark.

NEXT STEPS
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