Exploring the elusive shape of service outcomes:
Reflections on evaluating learning advice services
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As part of good practice and for the purpose of continual improvement of service quality, Student
Learning at Victoria University of Wellington regularly conducts service and programme
evaluations. These include the end of year Student Learning Survey and bi-annual peer observations
and tend to focus on student satisfaction and/or perceptions of our services and programmes. In
response to the New Zealand government’s call for tertiary education institutions (TEIs) to report on
“the services the TEI is providing, how well it is providing them, and the effects of the services on the
student community (impacts/outcomes)” (Office of the Auditor-General, 2012, p.28) we have been
looking at ways in which we can carry out evaluation beyond that of student numbers and
satisfaction. This is not a straightforward task. As Alach (2015, p.1) notes, the value and validity of
methods and practices of performance measurement in higher education are the subject of much
debate. This paper reflects on our journey to date to re-define and re-design our evaluations so they
allow us to more effectively measure our service outcomes and the possible impact on students.
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