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Middlesex University 
Board of Governors 
 

Race Equality Scheme 2009-2012 
 
 
Reasons for the Scheme 
 
The Scheme explains how Middlesex University will continue to fulfil its 
statutory responsibilities under the Race Relations (Amendment) Act 2000.  It 
also confirms the University's commitment to use best practice to maintain an 
institutional culture which fosters equality, celebrates diversity and promotes 
these values externally.  This will provide a way to meet our obligations in the 
proactive promotion of excellent relations between people of different racial 
groups as defined in the Race Relations (Amendment) Act 2000.  The 
University will take this to mean all groups of people who work at, study at or 
visit the University. 
 
Links with the Middlesex Corporate Plan 
 
This scheme has been produced in line with the University’s Corporate Plan 
2008-13 to support the achievement of the priorities and objectives.  Where 
there is a link between a priority and race equality this has been identified in 
the Scheme’s Action Plan. 
 
The University has four corporate priorities which have a relationship with the 
Scheme; 
 

• Enhance the quality of academic provision 
o The University seeks to provide the best academic provision for 

its students therefore from the perspective of race equality we 
aim to ensure that ethnic minority students have access to and 
benefit from enhancement of our academic provision. 

 

• Improve student satisfaction 
o The University wants all its students to have an excellent 

learning experience and the Scheme aims to support this for 
ethnic minority students during their time at the University. 

 

• Income growth across all areas 
o The University wants to maximise its various income streams 

and the Scheme aims to ensure that the potential of ethnic 
minority people is maximised to enable their full contribution to 
income growth. 

 

• Improved productivity 
o The University needs to effectively manage its resources; the 

Scheme supports this in conjunction with ensuring that ethnic 
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minority staff and student receive the appropriate support to 
enable them to improve their own performance and outputs.  

 
 
Middlesex University is committed to meeting the requirements of the 
general duty and the specific duties. 
 
The Board of Governors fully accepts its legal responsibility to eliminate 
unlawful racial discrimination, promote equality of opportunity and promote 
race equality in all aspects of its activities as an employer and provider of 
Higher Education.  The Vice-Chancellor, acting on behalf of the Board of 
Governors, will take all reasonable and practicable steps to ensure 
compliance with the policy. 
 
Non-compliance with the University's Race Equality Policy could lead to an 
individual and the University being in breach of the law.  The University will 
take action if there is any attempt by its students, staff or other service 
providers to discriminate against the people whom the Act protects.  Similarly, 
it will take action if there is any obstruction of the institution’s efforts to meet 
its obligations under the Act. 
 
Background 
 
The Race Relations (Amendment) Act 2000 (the Act) placed new duties on 
public authorities in matters of race relations. Among these duties is the 
requirement to establish and maintain a Race Equality Policy. The University's 
first policy was approved by the Board of Governors in September 2002.  
This version of the Scheme was developed during 2009 and will be submitted 
to the Board of Governors for approval in November 2009.  It will be reviewed 
again in 2012, or earlier if this is deemed necessary, in the light of advice from 
staff and students, information derived from the University's monitoring of the 
Scheme and action plan, and advice from bodies such as Equality and 
Human rights Commission and the Equality Challenge Unit..  
 
The revised Scheme and action plan have been developed with the support of 
diverse groups of people including, senior staff, Trade Union and Student 
Union representatives following consultation in and outside the University.   
Theses bodies include representatives with responsibility for implementing the 
action plan and with key responsibilities in terms of maintaining commitment 
to and promotion of a proactive approach to racial equality and good race 
relations and in tackling racial discrimination.  
 
Organisational Context 
 
Middlesex University continues to be committed to building a fair and 
equitable environment in which unlawful or unfair discrimination is not 
tolerated.  The University is committed to promoting race equality and equality 
of opportunity for all in order to eliminate unlawful or unfair discrimination.  We 
positively value and celebrate the diversity of all our staff and students.  
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Middlesex University also recognises that it has an important part to play in 
helping to create a fair and just society. 

Our aim to be an increasingly global university and we remain one of the most 
popular UK Universities for international students.  We are committed to 
achieving the best possible success and employability of our students by 
offering outstanding student support, highly effective teaching and learning 
strategies and practical links with employers.  We believe passionately in 
offering higher education to all who will benefit from it.  

The University has a number of policies and procedures which contribute to 
achieving these aims.  These include; 
 

• The University’s Corporate Plan 

• University’s Ethos and Goals; 

• Equal Opportunities Policy (which contains the code of practice on 
racial and other forms of harassment); 

• Recruitment and selection; 

• Grievance and complaints procedures; 

• Regulations governing student complaints, academic appeals 
procedure, learning and teaching strategy, strategy for widening 
participation. 

 
To support equality impact assessment there are systematic reviews of all the 
University’s policies and procedures.  As part of this ongoing programme of 
policy review, the University will ensure that all its policies and procedures 
meet the requirements of the General and Specific duties of the Act.   
 
The University’s Equal Opportunities Policy states: “The achievement of equal 
opportunities is central to the University’s Mission.  As a provider of higher 
education our aim is to foster and develop a wide range of skills and 
experience which cannot be found within any single group of students or staff.  
In pursuit of our aims, we seek to create a community in which diversity is 
valued and which both reflects and services the needs of the broader 
community in which we operate”.  
 
The University has also adopted the definition of a racial incident as 
recommended in the Stephen Lawrence Enquiry report.  Any matters raised 
as potentially contravening the Race Relations Act and amendments to that 
Act will be investigated as a racial incident.  The definition of a racial incident 
is: “Any incident which is perceived to be racist by the victim or any other 
person.”  The complaint procedures outlined in the Equal Opportunities Policy 
will be used to investigate any reported incident.  The Vice-Chancellor has 
ultimate responsibility for ensuring that complaints are investigated and 
reported where appropriate to the Board of Governors. 
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Where are we now? 
 
The table below shows the ethnicity profile of all staff employed by the University as at 30 June, 2001, 2002, 2003, 2004, 2005, 
2006, 2007, 2008 and the numbers employed at 30 June 2009. 
 
 
 

 2001 2002 2003 2004 2005 2006 2007 2008 2009  

All Staff          1856 

Minority Ethnic 16.5% 18.3% 18.4% 19.1% 19.8% 20.1% 21.2% 21.4% 21.6% 400 

Unknown Ethnicity 8.5% 1.2% 1.2% 0.9% 1% 0.7% 1.4% 0.7% 3.2% 59 

Senior Managers          168 

Minority Ethnic 8.5% 8.9% 9.4% 10.5% 9.6% 6.9% 6.7% 8.8% 9.5% 16 

Academics          728 

Minority Ethnic 17% 18% 17.6% 17.7% 18.4% 20.1% 20.4% 21.5% 21.8% 159 

APT&C          928 

Minority Ethnic 15.5% 18.6% 19.2% 20.4% 21% 21.8% 23.5% 23.2% 22.6% 210 

Manual          32 

Minority Ethnic 28% 31% 29.6% 30.3% 34.5% 37.5% 38.9% 36.1% 40.6% 13 
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Obligations under the Race Relations (Amendment) Act 2000 
 
The Race Relations Act, 1976, as amended by the Race Relations 
(Amendment) Act, 2000, places a positive General Duty on a wide range of 
public authorities, including Higher Education Institutions, to promote racial 
equality.  This duty means that in all its identified relevant functions, the 
University must have due regard to the need to; 
 

• eliminate unlawful racial discrimination 

• promote equality of opportunity 

• promote good relations between people of different racial groups 
  
Some Specific Duties have also been placed on Further and Higher Education 
Institutions, in order to help them meet the General Duty.  Under the Specific 
Duties Middlesex University will have to: 
 

• prepare a written statement of its policy for promoting racial equality 
and have in place arrangements for fulfilling the commitments in the 
policy as soon as reasonably practical; 

• assess the impact of its policies, including its Race Equality Policy, on 
students and staff from different racial groups; 

• monitor, with reference to those racial groups, the admission and 
progress of students, and the recruitment, retention and career 
progression of staff; 

• include in the written statement of its Race Equality Policy, an 
indication of its arrangements for publishing that statement and the 
results of its assessment and monitoring. 

 
Implementation of the Scheme 
 
The Race Equality Scheme Action Plan provides an overview of the high level 
actions that are needed however in order to make a reality of the Scheme the 
following will be required; 
 

• the responsible person identified in the Scheme’s Action must ensure 
that appropriate actions are planned, implemented, evaluated and 
reviewed. 
 

• a further sub-set of actions specific to the individual actions identified in 
the Race Equality Scheme Action Plan will need to be developed.  
These further actions can be part of the school or service operational 
plan or in a separate equality and diversity plan. 
 

• other more specific actions may be required at school and service level 
to fulfil our duties and integrated into their action plans.   
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Management and Accountability 
 
The Board of Governors is responsible for approval of the Scheme and for 
ensuring that the University complies with the appropriate disability legislation.  
As part of the annual review of equality and diversity they will receive an 
update on the progress of the Scheme and its Action Plan. 
 
The Vice Chancellor and Executive of the University will ensure, through their 
leadership that; 
 

• the University complies with all Disability legislation  

• the Scheme and its Action Plan are implemented and  

• evaluation and review of the operation of the Scheme and its Action 
Plan takes place 

 
Deans of School and Heads of Service are responsible for ensuring that the 
General and Specific duties are undertaken in their areas of responsibility.  
Where they have specific actions in the Scheme’s Action Plan they need to 
ensure that appropriate planning, implementation and evaluation is 
undertaken to the deadlines set in the Action Plan.  This may entail the 
establishment of further actions to be undertaken in their areas of 
responsibility. 
 
All staff need to be fully aware of the contents and requirements of the Scheme 
not only to implement the Action Plan but also to ensure that race equality is 
proactively promoted across all areas of the University. 
 
Funding 
 
There is no discrete funding stream for the implementation of the Scheme 
therefore the costs of implementation of the Scheme will need to continue to 
come from existing operational budgets. 

Promotion of Race Equality 

 
To promote race equality, Middlesex University will undertake a programme of 
continuous action which will include: 
 

• the continued operation of fair policies, procedures and practices; 

•  training to ensure that all staff and students understand their 
responsibilities in relation to the University's Race Equality and Equal 
Opportunities Policies and Action Plans;  

• the continued operation of a team of harassment advisors and contacts, 
to assist staff or students who feel they have been subjected to any 
form of harassment; 

• equality auditing of regulations, policies and procedures; 

• consultation with all staff and students on the University’s commitment 
to achieving real race equality. 
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Assessing the Impact of our Policies / Projects 
 
The Equal Opportunities Committee and its sub-groups will advise senior 
management on areas of priority for equality impact assessment.  Human 
Resource Services and Registry will provide data to inform the equality impact 
assessment process. 
 
The University will continue to undertake equality impact assessment of its 
policies or projects, including the Race Equality Scheme.  An equalities 
impact assessment involves gathering and using evidence to make a 
judgement about how a particular policy / project will or may affect different 
groups of people.  The aim of the assessments will be to evidence the impact, 
whether positive, neutral or negative, on staff, students and where appropriate 
bodies or people external to the University.  More details about equality 
impact assessments are available on the Equality and Diversity website 
http://www.intra.mdx.ac.uk/service/hr/equalopps/index.htm 
 
The first part of the process will be an initial investigation by the staff 
responsible for the policy or project to assess if the policy / project is equality 
relevant, for example will the policy have an impact on disabled people?  If 
there is no equality relevance the equality impact assessment can end and 
decisions recorded.   
 
However if there is an equality relevance there will be a need to analyse 
available data and identify any gaps in data.  The analysis of the data is the 
second part of the process and will inform a decision on what impact the 
policy / project will have.  The third stage of the process will be to decide if 
there is any adverse impact on different groups of people e.g. disabled people.  
If there is not any adverse impact the equality impact assessment can end at 
this point and the results can be published. 
 
The fourth part of the process will be implemented only if there is an identified 
adverse impact.  This element will entail an exploration of any steps that could 
be taken to mitigate the adverse impact and consideration of other methods of 
achieving the aims of the policy / project that will eliminate or reduce the 
adverse impact.  This could be achieved through changes to the policy / 
project or through changes to the method of implementation of the policy / 
project. 
 
Following on from the mitigation stage the fifth part of the process will be a 
consultation exercise should be undertaken to ascertain how the policy / 
project could or will affect individuals.  The consultation will be undertaken 
using the concepts of proportionality and relevance.  This means that the 
amount of consultation will be in proportion to the equality relevance of the 
particular policy / project. 
 
The penultimate part of the equality impact assessment will be to publish the 
outcomes and findings of the process.  This will involve the production of a 
report that summarises the equality impact assessment process including how 
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decisions were reached and what justifications were used in the process if the 
policy / project was either changed or not.  
 
The final part of the equality impact assessment will be post-implementation 
through the review and monitoring of a policy / project on a regular basis to 
ensure we do not encounter any development of adverse impact. 
 
To help in these equality assessments, the University will use the statutory 
code of practice produced by the Commission for Racial Equality.  To help it 
answer these questions, the University will: 
 

• collect and analyse relevant monitoring and other data; 

• consult with ethnic minority staff and students to find out their needs 
and opinions in relation to the University's main activities and functions; 

• undertake out appropriate surveys to gain feedback. 
 
The University will also integrate equality impact assessment into its project 
management processes as part of the balanced scorecard methodology. 
 
Monitoring Effectiveness 
 
The University will monitor: 
 

• student access, admissions, participation, assessment and progress; 

• student support and guidance; 

• student behaviour and discipline; 

• staff recruitment, selection, promotion; 

• staff training and career development; 

• staff discipline and dismissal. 
 
The University will use this data to analyse and assess its performance and 
effectiveness and to establish how it can improve its performance in these 
areas.  The University will use the guidance and questions in the statutory 
code of practice originally produced by the Commission for Racial Equality 
(paragraphs 6.37 - 6.40 inclusive). 
 
 
Consultation  
 
The University has consulted widely on its Race Equality Policy and Action 
Plan.  It has consulted with Governors, Management Team, Trades Unions 
and Students Union, and as many staff and students as possible.  The 
University will also consult on an on-going basis with its partners and 
contractors, including, local community groups. The University will continue to 
consult in the development of new policies to aid the assessment of impact on 
different groups. 
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Publication of the Policy, and the Results of Assessment and Monitoring 

 
The Policy and Action plan will be publicised in the following ways: 
 

• placed on the Intranet, Internet and 24-7 (Student Intranet); 

• placed in all areas of the University where it can be picked up by staff 
and students; 

• publicised in all relevant newsletters; 

• publicised by global emails to all staff and students, sent to local 
community groups, and to the University's partners and contractors. 

 
The results of monitoring, impact assessment processes, and any resultant 
actions will be published.  This will be done through the following: 
 

• Annual Review of Equality and Diversity presented to the Board of 
Governors; 

• Reviews of equality auditing in projects and resultant action plans; 

• Articles in relevant internal and external media including websites and 
other suitable publications. 
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MIDDLESEX UNIVERSITY 
 
BOARD OF GOVERNORS 
 
RACE EQUALITY POLICY AND ACTION PLAN 2009-12 
 
 
Action  Nature of Action Overall 

Responsibility 
Delivery 
Agent(s) 

Start 
Dates 

Review Date Link to MU 
Priority 

1.  Excellence in Teaching, Learning, Assessment and Research 
 

 

1.1 Schools will continue to 
review their curriculum offer 
and learning materials at 
under- graduate, post-
graduate and research levels 
to establish the extent to 
which they: 

• promote race equality and 
equality of opportunity for 
all; 

• promote good relations 
between people of 
different racial groups; 

• respond to cultural 
diversity. 

 
 

Deans of Schools 
 

Associate Deans 
– Learning, and 
Quality 
Enhancement 
and Centre for 
Learning and 
Quality 
Enhancement, 
and Associate 
Deans - Research 

2009 
onwards 

Nov 2010 and 
annually 
thereafter 

Enhance the 
quality of 
academic 
provision 
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1.2 That the delivery of the  
Learning Framework ensures 
subjects and programmes 
include consideration of race 
equality issues and where 
appropriate support the 
promotion of race equality 
 

Deputy Vice-
Chancellor  
 

Associate Deans 
– Learning, and 
Quality 
Enhancement 
and Centre for 
Learning and 
Quality 
Enhancement 

2009 
onwards 

Nov 2010 and 
annually 
thereafter 

Improving 
student 
satisfaction 

1.3 That no student or staff 
member is disadvantaged in 
undertaking research by 
virtue of their ethnicity 

Deputy Vice-
Chancellor 
Research 

Associate Deans 
- Research 

2009 
onwards 

Nov 2010 and 
annually 
thereafter 

Improving 
student 
satisfaction 

1.4 Report on the attainment of 
students with an analysis of 
the results going to 
Academic Board.  There will 
be a focus on data in relation 
to the ethnicity of students 
 

Academic 
Registrar 
 

Registry / 
Academic Board  

2009 
onwards 

Nov 2010 and 
annually 
thereafter 

Enhance the 
quality of 
academic 
provision 
 
Improving 
student 
satisfaction 
 

1.5 In depth analysis of student 
attainment and provision of 
an annual report 
 
 
 
 
 

Academic 
Registrar  
 
 

Teaching and 
Learning 
Committee and 
Equal 
Opportunities 
Committee 
 

2009 
onwards 

Nov 2010 and 
annually 
thereafter 

Enhance the 
quality of 
academic 
provision 
 
Improving 
student 
satisfaction 
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2.  Governance, Management and Monitoring 
 

 

2.1 Obtain approval from Board 
of Governors to implement 
the revised Race Equality 
Scheme 

Vice-Chancellor Equalities and 
Diversity Manager  
 

Nov 2009 N/A  

2.2 To be responsible for 
fulfilment of the general and 
specific duties of the Equality 
Act  

Vice-Chancellor 
 
Deans of School 
and Heads of 
Service 

Schools and 
Services 

Dec 2009 
onwards 

Annual Review Enhance the 
quality of 
academic 
provision 

2.3 Provide equality and diversity 
monitoring data on all 
aspects of the University's 
recruitment and selection 
process.  

Head of Human 
Resource 
Services  
 

Management 
Information 
Manager 

2009 
onwards 

Nov 2010 and 
annually 
thereafter 

Enhance the 
quality of 
academic 
provision 

2.4 Review work undertaken with 
partner institutions and 
community organisations 
within the UK complies with 
the University's Race 
Equality Scheme and Equal 
Opportunities Policies 
 

Deputy Vice-
Chancellor  
 

 2009 
onwards 

Nov 2010 and 
annually 
thereafter 

Enhance the 
quality of 
academic 
provision 

2.5 Undertake Equality Impact 
Assessment of policies and 
projects using process 
outlined in the Race Equality 
Scheme 

Vice-Chancellor 
 
 

Managers with 
responsibility for 
policy or project 

Dec 2009 
onwards 

Nov 2010 and 
annually 
thereafter 

Enhance the 
quality of 
academic 
provision 
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2.6 Continue to utilise the Race 
Equality Group as a body to 
assess and prioritise the 
policies and projects for 
Equality Impact Assessment 
 

Equalities and 
Diversity Manager  
 

Equalities and 
Diversity Manager  
 

Dec 2009 
onwards 

Nov 2010 and 
annually 
thereafter 

Improved 
productivity 

2.7 Provide equality and diversity 
monitoring data on all 
aspects of the workforce 
employed at the University 
including complaints, 
disciplinary cases, 
redundancy and dismissals.  
 

Director Human 
Resource Service 
Services 
 

Human Resource 
Services 
Managers 

Dec 2009 
onwards 

Nov 2010 and 
annually 
thereafter 

Improved 
productivity 

2.8 Provide equality and diversity 
monitoring data on all 
aspects of the student 
population at the University  
 

Academic 
Registrar  
 
 

Statistical Digest 
Team 

Dec 2009 
onwards 

Jan 2010 and 
annually 
thereafter 

Enhance the 
quality of 
academic 
provision 

2.9 To ensure HR systems and 
procedures in operation 
across schools comply with 
the University Equal 
Opportunities policies and 
Race Equality Scheme.  
Identify and specify any 
additional standards which 
are needed. 
 

Directors of 
Resources 

School / Campus 
based 
administrative 
staff 

Dec 2009 July 2010 and 
annually 
thereafter 

Improved 
productivity 
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2.10 Review of HR recruitment 
systems and procedures in 
operation across the 
University 

Director Human 
Resource 
Services 

Equalities & 
Diversity Manager 
and HRS 
Managers 
 

2009 on-
going 

Nov 2010 and 
annually 
thereafter 

Improved 
productivity 

2.11 Maintain the set of minimum 
standards to ensure 
tendering, selection and 
monitoring processes comply 
with the University's Equal 
Opportunities Policy and 
Race Equality Scheme 

Director Estates 
and Facilities 
Management 

Major Project 
Programme 
Director 

On-going July 2010 and 
annually 
thereafter 

Improved 
productivity 

2.12 Analysis of relevant ethnicity 
monitoring data, both 
quantitative and qualitative 
relating to students and staff  
 

Director Human 
Resource 
Services  
 
Academic 
Registrar 

Equalities & 
Diversity Manager 
 

On-going Nov 2010 and 
annually 
thereafter 

Improved 
productivity 

2.13 Report on outcomes of 
ethnicity monitoring to the 
Equal Opportunities 
Committee and the Board of 
Governors, as well as to staff 
and students. 

Director Human 
Resource 
Services 
 
Academic 
Registrar 

Equalities & 
Diversity Manager 
 

Dec 2009 
onwards 

Annually Improved 
productivity 

2.14 Ensure the equality and 
diversity continue to be an 
integral part of the 
University's operation 
 

Deputy Vice-
Chancellor  - 
Director of 
Corporate 
Services 

Equalities & 
Diversity Manager 
 

Dec 2009 
On-going 

June 2010 and 
annually 
thereafter 

Improved 
productivity 
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3.  Developmental and Training Activities 
 

 

3.1 That student induction will 
include equality and diversity 
aspects to inform students of 
University policies and 
provide information on where 
students can obtain help and 
support on these matters 
 

Directors of 
Resources 

Campus 
administrative 
staff 

Dec 2009 
onwards 

Nov 2010 and 
annually 
thereafter 

Enhance the 
quality of 
academic 
provision 

3.2 Continue to offer a 
programme of essential 
training for all staff on equal 
opportunities including the 
promotion of race equality 

Staff Development 
Manager  
 

Staff 
Development 
Team 

Dec 2009 
onwards 

Nov 2010 and 
annually 
thereafter 

Improved 
productivity 

3.3 Establish monitoring of 
participation by minority 
ethnic staff of development 
and training activities 

Staff Development 
Manager  
 

Staff 
Development 
Team 

2006 
onwards 

Annually Improved 
productivity 

4.  Communications, Marketing and Community Links 
 

 

4.1 Establish and maintain links 
with a broad range of local 
community groups, private 
sector organisations and 
local authorities.   

Equalities & 
Diversity Manager 
 

Equalities & 
Diversity Manager 
 

Dec 2009 
onwards 

Annually from 
Nov 2010 

Improved 
productivity 

4.2 Promote diversity at 
Middlesex University and 
with our doorstep 

Equalities & 
Diversity Manager 
 

Equalities & 
Diversity Manager 
 

Dec 2009 
On-going 

July 2010 and 
annually 
thereafter 

Improved 
productivity 
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communities through 
creation of a viable dialogue 
that may include consultation 
and the sharing and 
development of good 
practice on race equality and 
diversity issues. 
 

4.3 Continue to ensure that 
images which reflect the 
diversity of the University 
staff and students and its 
multi-cultural environment 
will be represented across all 
University publications. 
 

Director of 
Communications  
 

Corporate 
Communications 
Team 

Dec 2009 
onwards 

Annually Improving 
student 
satisfaction 

4.4 Continue to identify  and 
promulgate information, 
news items, success stories 
concerning race equality 
across the University via 
media such as Middlesex 
World, the Intranet and the 
student website, 24-7 

Director of 
Communications  
 

Corporate 
Communications 
Team 

Dec 2009 
onwards 

Annually Improving 
student 
satisfaction 

4.5 Ensure that taken as a whole 
the University’s marketing 
publications and events are 
representative of our diverse 
student population. 

Director of 
Marketing 

Marketing Team Dec 2009 
onwards 

Annually Improving 
student 
satisfaction 
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5.  Organisational Behaviours 
 

 

5.1 Continue to support of 
harassment advisers, who 
will assist staff or students 
who feel they have been 
subjected to bullying or 
harassment. 

Equalities & 
Diversity Manager 
 

Equalities & 
Diversity Manager 
 

Dec 2009 
onwards 

Nov 2010 and 
annually 
thereafter 

Improved 
productivity 

5.2 Disseminate the appropriate 
University policies and 
procedures to all staff and 
students through; 24-7- the 
student internet, articles in 
Middlesex World and any 
other appropriate media 
 

Equalities & 
Diversity Manager 
 

Equalities & 
Diversity Manager 
and Corporate 
Communications 
Team 
 

Dec 2009 
onwards 

Nov 2010 and 
annually 
thereafter 

Improving 
student 
satisfaction 
 
Improved 
productivity 

       
 


