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1.0 INTRODUCTION 

 
1.1 Quality Assurance Program 

 
In order to set and pursue university priorities directed at a quality 

learning and research environment, a quality assurance program has 
been adopted at UNB.  As integral components of the university’s 

structure, UNB’s non-academic service and support units are subject to 
the quality assurance program.  For the purposes outlined herein, the 

term quality assurance (QA) refers to all those planned or systematic 
actions necessary to provide adequate confidence that the service(s) 

provided by the non-academic service and support units are of the 
type and quality needed and expected by the university.  This means 

the process(es) and outcome(s) related to UNB’s non-academic unit 
quality assurance reviews must be co-ordinated and integrated with 

other institutional activities, including planning, priorities and budget 

cycles. 
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2.0 UNIVERSITY OF NEW BRUNSWICK PROGRAM REVIEW 

COMMITTEE (PRC) 
 

2.1 Role & Responsibilities of the Program Review Committee 
 

 The Quality Assurance Policy and Procedures document which 
defines the role and responsibilities of the Program Review Committee 

were originally defined and approved by the University’s Senates in 
2003 with revisions approved on May 27, 2008.  The approved 

document is attached herein as Appendix 1. 
 

 The following points are provided for the sake of clarity specific 
to the University’s Quality Assurance Program as it relates to non-

Academic Service and Support Units. 
 

1. At the initiation of the Program Review Committee (PRC) in 

consultation with both the unit to be reviewed and the Vice 
President through which that unit reports to the university (the 

line VP) the PRC will coordinate and assume responsibility for 
reviews of non-academic service and support units.  The 

committee’s role is to oversee the review process, rather than to 
become involved in the substance of the review. The PRC will be 

responsible for ensuring that each review conforms to the 
requirements of the process as set out herein. 

 
2. The PRC will oversee non-academic service and support unit 

reviews, including: 
 serving general notice that a unit review is planned and at 

the appropriate time calling for submissions reflecting all 
groups and elements of the review;  

 submitting to the line Vice President a summary of the report 

of the completed review; 
 submitting an annual report of activities to the Board of 

Governors and the Senates; and 
 monitoring action on recommendations and reporting these 

to the University Management Committee.  
 

3. The PRC will maintain records and provide access to documents 
and information as might be appropriate and required. 

 
A review may precede the initiation of a Selection Committee for 

identification of a new senior officer responsible for the unit. A review 
should occur for each unit within a seven year period. The 
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administrative responsibility for such reviews resides with the Chair of 

PRC. 
 

2.2 Role and Responsibilities of the PRC Liaison 
 

A member of the PRC or an appropriate designate (not affiliated with 
the unit under review) shall be appointed to act on its behalf and to 

act as the PRC Liaison with the reviewers and therefore: 
 to act as a contact between the reviewers and the PRC; 

 see that the proper procedures are followed; and 
 attempt to satisfy any requests that the reviewers might 

have  while they are on campus or subsequent to their site 
visit. 

 
The initial contact between the PRC Liaison and the reviewers should 

take place at the very beginning of the reviewers’ site visit. 
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3.0 GUIDELINES FOR THE REVIEW OF NON-ACADEMIC UNITS 

 
3.1 Introduction and Overview 

 
i. The non-academic support and service unit reviews will be 

comprehensive and include consideration of all such units at the 
University of New Brunswick. 

 
ii. Non-academic support and service units for which reviews will 

be required must be identified in a timely fashion, at least one 
year prior to review. This will enable the unit undergoing review 

sufficient time to prepare the necessary documents.   
 

iii. The Program Review Committee (PRC) will oversee all reviews 
of non-academic support and service units.   

 

iv. The line Vice President will invite at least one External Reviewer 
and one Internal Reviewer to undertake the review.  The PRC 

Chair, in consultation with relevant university community 
members, including the line Vice President and the unit to be 

reviewed, will determine the number and identity of all 
Reviewers. 

 
v. One or more of the External Reviewers may, at the discretion of 

the PRC Chair in consultation with those referred to in Section 
3.1, iv. (above), be a non-academic having the appropriate 

knowledge so as to be valuable to the review being initiated. 
Furthermore, an External Reviewer may be either a consultant or 

consulting firm. 
 

vi. At the discretion of the PRC Chair, in consultation with those 

referred to in Section 3.1, iv. (above), any External Reviewer 
may be compensated by the university for participating in a 

review.  
   

vii. The Program Review Committee (PRC) will designate an 
individual from among its membership or an appropriate 

designate (not affiliated with the unit under review) to act as its 
Liaison and be responsible for coordinating PRC involvement with 

the review (see Section 2.2). 
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3.2 Documentation Required for Reviewers  

 
The following documentation will be prepared by the unit under review 

and provided to the line Vice President, the Reviewers conducting the 
review and the PRC Liaison:   

 
 An overview of UNB including a brief history, number of staff, 

faculty, UG students, and G students, annual budget; 
 Any university/campus plans relevant to the mandate of the unit 

under review; 
 An overview of the unit being reviewed including mission and 

vision, brief history, number of staff, annual budget detailing 
revenues and expenses; 

 The strategic plan for the unit itself and/or the strategic plan(s) 
at UNB which the unit supports; 

 Organizational chart of the unit and a list of staff names and 

positions occupied;  
 Brief outline of responsibilities of each sub-unit, if any, within the 

unit ; 
 Job descriptions for all positions in the unit;  

 Policies, procedures and guidelines under which the unit 
functions; 

 Details of all UNB committees upon which the unit is 
represented, their mandate, composition and meeting schedule 

 Copies of at least two of the most recent annual reports, if 
available, issued by the unit; 

 Copies of any independent reports or publications generated in 
the past two years which indicate the unit’s status relative to its 

peer units at other universities; 
 The self-evaluation of the unit; and 

 Any materials that the unit deems appropriate. 

 
3.3 Unit Self-Evaluation 

 
A self-evaluation by the unit to be reviewed is an important element of 

the review. The self-evaluation report (coordinated by the line Vice 
President) should be initiated in a timely fashion since it must be 

included in the documentation provided to the Reviewers prior to the 
review.  The self-evaluation forms an integral part of the 

documentation package prepared for the review process. It is the 
unit’s responsibility to make its case to the Reviewers that it is 

delivering the support and services to UNB with which it is tasked, to 
support that contention with demonstrable fact, and it must include 

but need not be limited to: 
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i.  A brief outline of the unit’s structure, priorities, and aspirations 
within the context of the relevant strategic plans referred to above. 

 
ii.  A brief description of the service offerings of the unit together with 

the rationale for the offerings.  This description should include an 
assessment of the strengths and weaknesses of the services 

offered and their relation to the resources available to the unit. 
 

iii. Assessments of the quality of the services offered to the institution, 
other non-academic units, academic units, faculty and students. As 

much as possible, this should include first-hand reports from 
recipients through surveys and/or interviews of representative 

groups and/or independent sources of such information. 
 

The unit conducting the self-evaluation should have access to and take 

into account all of the same information available to the Reviewers 
(Section 3.2, Documentation Required for Reviews) and should 

address the same issues as those outlined for the Reviewers (Section 
3.4, The Review, and the document “Reviewer’s Guidelines for the 

Review of a non-Academic Unit”). 
 

Although each unit may wish to develop its own specific approach to a 
self-evaluation, a set of guidelines is attached entitled “Self-Evaluation 

of a non-Academic Service or Support Unit”.  These guidelines outline 
the intention of the self-evaluation.  Some units may choose to use 

them to structure their own self-evaluation or as a starting point in 
constructing their own guidelines. 

 
3.4 The Review 

 

i. The review will focus on two key issues: 
 the ability of the unit to effectively deliver on its mandate, and 

 the performance of the unit  
However, the Review must be holistic and should take into account the 

issues presented in the “Reviewers’ Guidelines for the Review of a non-
Academic Service or Support Unit”  

 
ii   Invitation and Guidelines for Reviewers 

 An initial letter of invitation will be sent by the line Vice President 
to each Reviewer identified through the process outlined in 

Section 3.1 iv & v, above.  This letter will include the terms of 
reference of the review. It will include any specific information 

which might be relevant to the review with which the Reviewers 
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need to be aware.  One External Reviewer will be identified as the 

Chair of the review.  The confidentiality of the review process will 
be outlined in the letter of invitation.  If the Reviewer accepts the 

invitation to serve, subsequent correspondence will confirm the 
dates for a site visit. 

 The “Reviewer’s Guidelines” will accompany the letter of 
invitation.   

 Reviewers may also be invited to comment on any other aspect 
of the unit under review, which might have value to those at the 

university receiving the report and its recommendations. 
 The support of the university’s mandate will be a part of the 

assessment provided by the Reviewers, as will integration and 
“fit” within the University and the broader scholarly community. 

 The Reviewers may be asked to assess the overall performance 
of the person responsible for the unit. 

 

iii.  The following material shall be forwarded to the Reviewers in a 
timely fashion once they have committed to the review: 

 the Reviewers’ Guidelines; 
 all material listed in Section 3.2, above; 

 the documentation resulting from the unit self-evaluation 
(Section 3.3, above); 

 all materials collected from any broadly-solicited comments from 
the University community.  Solicitation of such materials will be 

the responsibility of the PRC through publication of the review 
schedule and collection of responses; 

 tentative schedule of meetings; 
 identification of the University website: www.unb.ca; and 

 identification of the unit’s website. 
 

iv. The University’s strong preference is to have the site visit by the 

Reviewers occur at the same time. However, individual site visits 
maybe permitted in extenuating circumstances, but this is 

discouraged. The site visits and meetings by Reviewers will 
generally occupy two or three days, and may include: 

 meetings with the President, Vice President(s), Associate Vice 
President(s), Dean of Graduate Studies, Dean(s) of the 

Faculty(ies), Chairs, and heads of other non-academic service 
and support units, as appropriate to the review; 

 open meetings with faculty members from across the university;  
 groups with specific interests relevant to the unit under review 

should be encouraged to meet with the Reviewers and the 
confidentiality of those meetings should be guaranteed; and 

http://www.unb.ca/
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 meeting(s) with representatives of off-campus entities relevant to 

the unit, as appropriate. 
 

v. Reviewers will have access to all information pertinent to the 
assessment of the unit under review, and will be free to consult 

with anyone they choose. 
 

vi. At the end of their visit, the Reviewers will be asked to give a 
preliminary oral report of their initial impressions to the line Vice 

President and the unit head pending later submission of a formal 
written report. 

 
vii. The Reviewers’ report(s) will be due within approximately one 

month after the site visit. These reports will be submitted to the 
PRC Chair and will consist of: 

 An appraisal of the unit with emphasis on the quality, structure, 

and effectiveness of the unit. The report may contain specific 
recommendations, criticisms, suggestions, and comments within 

the scope of the invited review.   
 Reviewers may provide input on the leadership of an incumbent 

unit head.  These comments may be made available, in 
confidence, to the line Vice President. 

 
3.5 Involvement of the PRC 

 
i. The PRC will receive the executive summary of the Reviewers’ 

report, along with the unit’s response.  These will be accepted by 
the PRC and will ultimately be provided to the University 

Management Committee. 
 

ii. Actions on recommendations requiring follow-up will be monitored 

by the line Vice President. 
 

 
3.6 Timeline of the Review Process 

 

The review process should reflect the following approximate time-line: 

 
3.6.1 Pre-Review Phase: to begin one year prior to the anticipated unit 

review:   
 the unit to be reviewed shall be identified, advised of the 

pending review and the need to undertake a self-review and 
the PRC Liaison designated; 
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 provisions to budget for the review should be included in the 

Unit’s budget of the year in which the review is to occur; 
 an orientation meeting convened involving the PRC Liaison, 

members of PRC as available and the senior staff person 
from the unit to be reviewed and the line Vice President to 

discuss the review goals and process, documentation 
required, role of PRC Liaison and identification of reviewers, 

internal and external; 
 the university community is invited to submit written 

comments to the Reviewers;  
 Reviewers committed and a site visit arranged with all on-

campus meetings arranged and confirmed; and  
 prior to the review, all materials assembled for the Reviewers 

must be forwarded to them.  
 

3.6.2 Review Phase: 

 the PRC Chair and Liaison shall meet with the Reviewers at 
the outset of the site visit for formal introductions, discussion 

of the site visit agenda to clarify the expectations of all 
parties and finalize/clarify any outstanding issues; 

 the University will support/provide a complete evaluation of 
its satisfaction with the Unit; 

 the Reviewers will be provided with a private, suitable work 
area for the last half day for their review to allow them the 

opportunity to formulate an outline of their report; and 
 the Reviewers will, at the end of the review, meet with the  

line Vice President and the unit head to ask any outstanding 
questions that they might have and to present a brief 

overview of their findings and preliminary recommendations. 
 

3.6.3 Post-Review Phase: to begin upon receipt of the Reviewer’s final 

report: 
 Reviewers’ report received by the unit, the line Vice President  

within one month of the review having been completed;  
 The unit’s response to the reviewers’ report is submitted to 

the PRC Chair; 
 Acceptance of the review report and responses by PRC, the 

unit and the line Vice President; and 
 Meeting to discuss outcomes of the review, planning of 

required actions made and executed involving the unit and 
line Vice President (as required) within three months of the 

review having been completed. 
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4.0 REVIEWERS’ GUIDELINES FOR THE REVIEW OF A NON-

ACADEMIC SERVICE OR SUPPORT UNIT 
 

These guidelines have been prepared to assist the Reviewers invited to 
review a non-academic service or support unit.  

 
It is usual that the university will direct the Reviewers to assess a unit 

on most if not all of the following points. However, the list of points 
provided below and the details listed under each point is not intended 

to be taken as full and complete.  In any particular instance, the letter 
of invitation to the Reviewers will detail those aspects of the unit’s 

composition, structure, management, operation, etc., the university 
wishes to have the review focus upon.  

 
4.1 The Unit’s Mandate 

 

 Is the mandate of the unit in keeping with the generally 
accepted norms of like units found at peer institutions? 

Comment on the justification of any marked deviations from 
such generally accepted norms in the UNB context.  

 Do the unit’s staff members understand the unit’s mandate? 
 

4.2 Programs and Services Provided 
 

 Are the programs and services provided by the unit in keeping 
with its mandate?  

 
4.3 Structure, Responsibilities and Effectiveness of the Unit 

 
 Is the structure of the unit suitable given its mandate?   

 Does the unit’s organization chart match its de facto structure?  

 Does staff understand the structure and how they fit into that 
structure?   

 Do those who deal with the unit on a regular basis know and 
understand its structure in the context of how that structure 

affects their dealings with the unit? 
 Does each staff member have and understand their job 

description and responsibilities and does the description properly 
define their work? 

 In the context of the unit’s mandate, are staff members assigned 
responsibilities appropriately?  
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4.4 Interactions with Clientele and other University Units, 

Academic and non-Academic   
 

 How is the unit regarded by its clientele and/or other university 
units, academic and non-Academic? 

 Is university administration satisfied with the unit’s 
performance? Provide comments. 

 
4.5 Resources Available to the Unit 

 
 Are the resources available to the unit in line with its mandate?  

 
4.6 Other Issues 

 
Reviewers should feel free to comment on any other aspects of 

the unit that might assist the unit and the university in the their 

ability to fulfill their respective mandates. 
 

Any other relevant data will be assembled as requested by the 
Reviewers.  Each Reviewer is expected to spend at least one or two 

days at the University as part of the review process.  Prior to the visit, 
meetings will be arranged with senior management and where 

appropriate with Directors of other non-academic units and Deans and 
departmental Chairs.  Time will also be scheduled for meetings with 

unit staff members, either individually and/or in groups and with 
faculty members, staff, and students, including some casual “drop-in” 

time.   
 

4.7 Reviewers’ Report 
 

1. In general terms, the review and Reviewers’ report should focus 

on two issues: 
i. the ability of the unit to effectively deliver on its mandate; 

and  
ii. the performance of the leadership and staff in the unit  

 
2. The Reviewers’ written report(s) will be due within approximately 

one month of the site visit.  These reports will be submitted to 
the Chair of the Program Review Committee. The reports will 

consist of an appraisal of the unit with emphasis on the quality, 
structure, and effectiveness of the unit. The report may contain 

specific recommendations, criticisms, suggestions, and 
comments within the scope of the invited review.   
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5.0 SELF-EVALUATION OF A NON-ACADEMIC SERVICE OR 

SUPPORT UNIT 
 

Note that this document is offered as a guideline for the 
design of self-study processes for non-academic service or 

support unit that the content and structure of such an 
evaluation will undoubtedly vary.  

 
An essential element of the unit reviews is the conduct of a self-

evaluation by the unit.  The self-evaluation must involve the entire 
staff of the unit.  The evaluation, among other things, will deal with 

the same subjects as those examined by the unit’s Reviewers. The unit 
will have access to the same information and material as the 

Reviewers.  The self-evaluation will allow the parties involved to assess 
and, where needed, rethink its programs and processes.  Finally, the 

self-evaluation should lead to a document that will provide background 

information for the Reviewers. 
 

5.1 Specific subjects to be evaluated 
 

Without limiting the assignment given to the unit concerned and to the 
Reviewers, in preparing their self-evaluation the unit should follow the 

guidelines provided in the “Reviewers’ Guidelines for the Review of a 
non-Academic Service or Support Unit”. Subjects are of particular 

interest and should be addressed with direct comments.   
  

 


