HEaTED development – suggested standards/behaviours/definitions – Student Experience 


	
	Level 1
	Level 2
	Level 3
	Level 4
	Level 5

	
	Learner
	Apply theory and Test
	Practitioner and Advise others
	Specialist
	Expert 

	Information to students/service users independent of learning and teaching activities

	Dealing with service queries
	· Listens carefully and records the detail of queries accurately in order to identify who best to escalate the query on to, when required.
	· Is required to engage continually with service users to explore their needs, recording details accurately, escalating queries outside of own experience.

	· Engages proactively with service users to test and question understanding so that an accurate record of each query is recorded and resolved, only escalating highly specialist/ specialized queries on to more experienced/senior colleagues.
	· Engages proactively to deal with service user queries escalated from colleagues or via direct contact, based on a thorough understanding of short-term and long-term needs of users.
	· Understands the importance of engaging internally and externally with specialists and other service providers to provide clear, decisive and definitive solutions to service user queries.

	Providing information and advice about procedures for using equipment/resources
	· Is ‘tuned’ into the needs of service users and is able to supply appropriately pre-scripted information when required.
	· Explains booking/loan procedures clearly and succinctly and checks the understanding of service users to ensure they understand the parameters and timescales.
	· Considers the needs of service users and makes recommendations about the most appropriate equipment/resources to use and access to achieve required outcomes.
	· Defines guidance, advice and procedures provided to service users by self or colleagues regarding the availability and use of equipment and resources.
	· Identifies and proactively engages well with those who can help improve access of service users to equipment and resources to support learning and teaching activities.

	Learning & Teaching activities

	Support provided  during scheduled learning and teaching activities
	· Provides assistance to technical team colleagues with the preparation and provision of resources and equipment to service users.
	· Prepares and provides resources and equipment to service users, making sure they are aware of health and safety guidance for best practice.
	· Provides technical guidance to service users with the use and application of resources and equipment and information about risk assessments and best practice.
· Demonstrates the use of equipment and resources, taking time to prepare the script and order of presentation to ensure the user fully understands all health and safety considerations.
	· Is a point of contact for colleagues and service users regarding the most appropriate, safe and legitimate use of equipment and resources, explaining detailed risk assessments and critical best practice considerations.
· Provides training and instruction to service users, preparing the content and flow of the process and providing handouts and resources to support the presentation.
	· Proactively engages with academic colleagues and service users to ensure short-term and long-term needs regarding equipment and resources are thought through during the planning of activities and suitable alternatives/accommodations made.
· Provides training and the assessment of the activity to service users, to meet agreed curriculum specifications as identified with academic colleagues in advance.

	Support provided with guided independent study 
	· As above
	· As above
	· Provides support to service users in workshops/laboratories/studios and other specialist teaching facilities.
· Demonstrates the use of equipment or resources taking responsibility for observing and monitoring use in the absence of academic staff. 
	· Takes responsibility for supervising service users with safe working and best practice in workshops/laboratories/studios and other specialist teaching facilities.
· Trains services uses, assesses their suitability and authorizes access to specialist equipment and facilities in the absence of academic staff.
	· Provides overall point of contact within a service area for advice and defines rules and policy regarding users and access to specialist equipment and facilities.
· Plans the use of specialist equipment and facilities with academic staff and arranges suitably qualified technical support to be available during self-directed study sessions.

	Support provided with fieldwork
	· As above
	· As above
	· Provides support to service users in fieldwork sessions taking into account necessary accommodations to safe and best working practice and providing guidance to suit.
	· Takes responsibility for supervising service users translating needs to accommodate fieldwork conditions and acting as point of contact to problem solve where changes affect expected conditions and outcomes.
	· Take responsibility for forward planning fieldwork sessions requiring technical support, to define the nature and level of support required and determines and communicates protocols to technical staff involved in these sessions.

	Assessment activities

	Coursework preparation for presentation/ exhibition
	· Assists technical team members with the construction of displays, mounting of coursework, artifacts and objects, using a range of simple tools and equipment.
	· Engages with team colleagues and service users to construct plinths, mounts, display boards and equipment to agreed specifications.
	· Provides guidance to service users with the planning and preparation of displays of coursework, helping users to optimize the impact and meet assessment guidelines. 
	· Is a point of contact for service users when planning and preparing presentations and exhibitions of coursework for assessment purposes.

· Provides users with guidance about physical resources and spatial needs, helping to modify unreasonable or impractical ideas to ensure coursework is presented to meet required standards.
	· Establishes and cultivates long-term relationships with academic staff and technical team members to ensure presentations and exhibitions are planned down to the finest detail to ensure success.
· Creates an environment in which innovative, efficient and effective ways employed by the technical team flourish to ensure presentations and exhibitions reflect the values of the organisation and subject discipline.

	Input to informal assessment
	· Not appropriate
	· Not appropriate
	· Provides feedback to service users regarding appropriate modifications and suitable replacements for restricted resources to achieve required coursework outcomes.
	· Is a point of contact for service users helping them to refine a number of options with regard to the successful achievement of specified assessment criteria.


	· Is responsible for defining appropriate guidance and advice with academic staff that may be provided by technical staff to service users with the assessment criteria or coursework.

	Input to formal assessment
	· Not appropriate
	· Not appropriate
	· Not appropriate
	· Provides critical feedback and assesses coursework as part of the formal academic assessment process.
	· Provides critical feedback and assesses coursework as part of the formal academic assessment process.

· Is responsible for the definition of the curriculum and assessment criteria for a specific and highly specialist part or parts of an academic module or program of study.


