
   

SETTING SERVICE STANDARDS: DEFINING AND AGREEING SERVICE STANDARDS FOR YOUR 
DEPARTMENT AND MONITORING THEIR DELIVERY 

Introduction 

This Masterclass is designed for teams who are considering setting service standards for their 
department or unit. The session starts by helping participants to understand the process of 
negotiating and defining standards, recognising that this process is likely involve balancing what you 
and your clients would like you to achieve with what might be possible, especially in the short to 
medium term.  In designing the session we have  noted that it may take time to achieve the desired 
standards and we provide the opportunity to explore a staged approach to change over  a longer 
period while recognising the need for ‘quick wins’. 

Since the Masterclass is designed for the whole team, it can be used as a starting point to achieving 
buy-in from all those involved with delivering new service standards. We also consider ways to 
maintain this engagement as well as ways to involve clients in both the definition and the monitoring 
of the delivery of standards. 

The Masterclass is ideal as a ‘kick-start’ to the process of defining standards and as a result of 
attending, teams should be ready and enthusiastic to start the process immediately 

Aims 

• To explore techniques for setting standards which balance meeting client expectations with 
what you are able to deliver 

• To identify typical systemic barriers to achieving excellent service delivery and consider ways 
of overcoming them 

• To examine a staged approach to the introduction of service standards 
• To consider how to involve the whole team in defining standards and get buy-in for the 

changes required to deliver them 
• To discuss simple -to- implement techniques for monitoring service standards and how to 

maintain standards consistently over time 
• To review ways clients can be involved in the definition and monitoring of service standards 

The Masterclass will be delivered by Bibby Rumbelow Ltd, a consultancy and training company which 
specialises in staff development and consultancy in Higher Education. 

Bibby Rumbelow  Masterclasses  are well established and have an excellent reputation in universities 
throughout the UK.  Full of practical tips, hints and opportunities to practise new skills and share 
experience, the Masterclasses are suitable for staff at all levels and are ideal as a boost to team 
working.  We are happy to put you in touch with clients who have enjoyed and benefited from our 
Masterclasses already. 

For further information about the content or pricing of our Masterclasses please call or email  Dr 
Judy Rumbelow   judy@bibbyrumbelow.com   Tel: 01858 880 801 
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