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OFFICE OF THE MSU SERVICES COMMISSIONER 
INTRODUCTION 

 

 
 

To Whom It May Concern, 

My name is Kevan McDougall and I am the commissioner of 
the 2016-2017 Services Committee! After many discussions this 
past year, the Services Committee has been recommended to 
focus much of its efforts on the reviews of MSU services. As such, I 
have made service reviews the utmost priority for this year’s 
committee. My vision is to change the review process such that it 
is more holistic and comprehensive, including an emphasis on both 
internal and external research. In doing so, we as a committee will 
be best prepared to offer significant recommendations to ensure 
the long-term success of MSU services.  

Throughout the year, the Services Committee will also work 
to create a formalized Service Review Schedule that will dictate 
the future of the Services Committee’s review process. We will also 
engage actively with the Executive Board as this is the first year 
that the Services Commissioner will be an Official Observer. I 
highly encourage you to read through this document to learn 
about our committee’s goals for the year.  

If you have any questions or concerns about my Year Plan, 
please feel free to contact me at sraservices@msu.mcmaster.ca 
and I’d be happy to engage with you! 
 
 

Warmest Regards, 

 

 

Kevan McDougall 

 

Kevan
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GOALS 
 

 
Objective 1 Conduct comprehensive reviews of 5 MSU Services: 

Mac Bread Bin, MaCycle, Macademics (formerly TAC), 
QSCC, and SHEC 

Description The major responsibility of the Services Committee is to review 
between 4-6 MSU services, as dictated by the Service Creation 
and Review Operating Policy. The committee will review the 
provision, delivery, and goals of the 5 selected services and 
propose suggestions for improvement in these areas to the 
Assembly.  

Benefits Evaluating services helps to ensure they are providing 
students with the best possible experience. Through both 
internal and external research, the committee will be able to 
put forth recommendations that aim to improve the long-term 
success of these services. 

Difficulties It will be difficult to collect valuable data from students. Many 
surveys aren’t able to generate many responses, and those 
students who do respond may not accurately represent the 
rest of the student population. It will also be difficult to assess 
the ongoing success of service performance relative to 
previous years if the service does not have a database with 
data from past years.  

Long-term 
implications  

Undergraduate students pay into the MSU so we want to make 
sure we’re offering the best bang for their buck. Also, many 
MSU services function to fill in gaps in terms of what the 
University offers. As such, as the years go on the roles of MSU 
services will evolve and it is important that we identify the 
direction in which these services should be heading.  
This year is very much a year to lay down the framework for 
future committees. I want to perform holistic reviews that will 
take place over the course of the full school year, rather than 
simply within short periods of time. The reviews will be as 
comprehensive as possible such that down the road, future 
Services Commissioners and relevant partners will be able to 
refer to them in order to make meaningful decisions.  

How? 1. I will meet with all 5 PTMs whose services are being 
reviewed. In these meetings I will inform the PTMs about what 
the review process entails and what materials I will be looking 
for them to be able to provide me throughout the year. I will 
also discuss the areas of strength and weakness the services 
have and delve into their yearplans. 
2. The Services Committee will work in 5 separate teams, one 
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team for each service review. I have already assigned 
committee members to teams such that they will be 
responsible for assisting with the review of two services. 
Throughout the year, the committee will have a full committee 
meeting every other week, with smaller, team meetings 
occurring during the in-between weeks. 
3. Through working directly with the PTMs and relevant 
partners, teams will plan out each review process and 
determine the means with which we will gather data. This will 
include (but is not limited to): investigating the strategies used 
by other MSU services; researching similar services provided at 
other universities; creating, distributing, and analyzing surveys. 
Ultimately the goal is to gather data on criteria such as service 
usage, finances, events/campaigns, volunteer/exec 
satisfaction, and outreach/promotions. 
4. Present on-going findings to the Assembly and to the 
Executive Board through reports and/or presentations. This 
will include a large, mid-year summary report. 
5. Submit a finalized year-end report with recommendations to 
the Executive Board and to the managers of the services that 
have been reviewed. 

Partners Services Committee 
PTMs 
Shaarujaa Nadarajah – VP Administration 
Michael Wooder – Student Life Development Coordinator 
 

 
 
Objective 2 Utilize my position as Official Observer on Executive 

Board effectively 
Description Just recently, the Services Commissioner became an Official 

Observer on the Executive Board. I want to ensure that I make 
the most of this change. Part of EB’s responsibility is to make 
management and strategic planning decisions on behalf of the 
SRA with respect to the MSU, including services. This role will 
allow me to keep EB updated on our committee’s progress but 
also allow me access to resources that will benefit the 
committee. 

Benefits Being present at EB meetings, I will be able to listen to 
presentations made by PTMs. This will allow me to stay up to 
date with the ongoings of all services, not just the ones being 
reviewed. This poses many benefits, including the ability to 
identify areas of difficulty that may be MSU-wide rather than 
just prevalent in a service being reviewed. Also, it will give me 
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insight into whether the successes of certain services can be 
adopted for struggling services. I will also be able to compile a 
database with information on every service that will allow the 
committee to make decisions at the end of the year on how to 
fill-in the structured review schedule.  

Difficulties The addition of potentially 2-3 hours per week of meetings will 
add more time to my plate but it is a commitment that I 
believe will have large benefits.  

Long-term 
implications  

The Services Commissioner’s role has been questioned in 
recent years. By being a useful member on Executive Board, it 
will give the Commissioner a bit more structure to their role 
and will allow them access to resources that should ultimately 
improve the quality of service reviews. 

How? 1. I will attend the bi-monthly Executive Board meetings in 
summer and the weekly meetings throughout the year.  
2. As suggested by Shaarujaa, I will regularly provide 
summarized reports/presentations of the Services 
Committee’s progress to EB. During this period I will ask for 
feedback and whether or not EB has specific interests they 
would like the Services Committee to investigate. 
3. Since I want to engage with all PTMs throughout the year, 
EB meetings will give me a direct opportunity to interact with 
them without having to set up an additional meeting time to 
access the same/similar information.  
4. Within my Services Committee reports, I will update the 
SRA about the new experience of being an Official Observer 
and its value.  

Partners Executive Board – All Members 
Services Committee 

 

Objective 3 Edit the Service Creation and Review Operating 
Policy to include a section that dictates a structured 
Service Review Schedule 

Description Just this past year, the Operations Committee developed an 
Operating Policy dictating a process by which MSU services 
shall be created and reviewed. While this is a good step 
moving forward, it does not ensure that all services will be 
reviewed as it is solely up to the discretion of the previous 
Services Commissioner, the present Services Committee, 
and/or the Vice President (Administration). Instead, one 
platform point I ran on was to create a structured review 
schedule that will ensure services will be reviewed within a 
certain number of years. This schedule will still leave some 
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room for flexibility in the event that a service requires an 
earlier review than scheduled. 

Benefits Currently, PTMs aren’t made aware of when their services are 
going to be reviewed. As such, many are unprepared and don’t 
have access to meaningful data from past years. By providing 
a schedule, services won’t be caught off-guard by the fact 
they’re to be reviewed. This will also allow incoming Services 
Commissioners to get to work quickly since the PTMs of the 
services to be reviewed will already be aware of this. 
Also, a structured review schedule ensures that we will be 
holding all MSU services accountable and investigating how 
each can improve in the long-term, instead of repetitively 
reviewing only some. 

Difficulties Due to the necessity of ensuring there is still some flexibility in 
the schedule, it will be fairly difficult to create the set of 
instructions for how the schedule changes pending the 
movement of a service review to an earlier date. These 
instructions will also need to account for the possibility of the 
addition and/or removal of services from the schedule. 

Long-term 
implications  

The goal here is to ensure all services are to be reviewed at 
some point and to provide services with greater notice so that 
they are able to ensure they’re collecting and compiling the 
data necessary to ensure an effective review. This will also 
make the selection process less subjective and avoid the same 
services being reviewed over and over again while others are 
not reviewed at all.  

How? 1. Compile a list of all MSU services that would be potentially 
subject to reviews. 
2. Create a framework schedule that allows for either 3 or 4 
mandatory service review slots with 2-3 optional review slots. 
3. Determine all the potential events that could arise that 
would affect how the schedule would be filled in (e.g. 
addition/removal of a services). Ensure that the schedule 
would be able to account for these events. 
4. Create a set of instructions that dictates how the review 
schedule is to be followed. 
5. Work with the Operations Commissioner to put these 
instructions into the Service Creation and Review OP. 

Partners Services Committee 
Shaarujaa Nadarajah- VP Administration 
Preethi Anbalagan – Operations Commissioner 

 

Objective 4 Empowering Services Committee Members 
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Description I want committee members to be given more responsibility 
and to feel valued in their roles. This will involve providing 
them with opportunities if they so desire, as well as 
encouraging review teams to identify a “pet project” for the 
service they are reviewing. 

Benefits Being part of a Standing Committee is a great growth 
opportunity for members and I want to empower them to 
succeed both inside and outside this role. By being given more 
responsibility, it will provide members with the opportunity to 
learn valuable skills for the future. Also, empowered committee 
members will be more likely to be engaged with the 
committee work and the performance of the committee will be 
reflective of that. 

Difficulties Not everyone likes to receive feedback or praise in the same 
way. Also, staying constantly up to date when all members 
(both voting and non-voting) may be tasking.  

Long-term 
implications  

Committee members are not just leaders of today, but of 
tomorrow. By having a positive experience this year, they may 
be inclined to continue to work in these committees in future 
years and will be able to spread the word to others. Also, by 
passing on information about volunteer appreciation and 
empowerment to the subsequent commissioner, the Services 
Committee will hopefully continue to have excited and 
productive members.  

How? 1. I asked members to fill out an information sheet asking how 
they like to give/receive feedback as well as what some of 
their strengths and areas of growth are. I also asked members 
which services they wanted to review so that they would be 
working on ones they have an interest in. 
2. By placing committee members into 2 review teams each 
(which they had a part in choosing), they will be able to play 
larger roles and will be given more responsibility relative to if 
everyone was working on every review. In addition to working 
on the review, I’d like review teams to identify a “pet project” 
within the service they are reviewing so that they can work 
through the year to implement change (e.g. 2 years ago, the 
committee identified that SWHAT could benefit from some 
form of identification so that students using the service knew 
they truly were SWHAT employees. As such, the idea of bag 
tags was put forth). 
3. I will implement a Services Committee Training session in 
September. This was previously an idea I wanted to implement 
in the summer but I believe it will be most effective at a time 
when more members are able to attend. During this session I 
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will invite the 5 PTMs of the services we are reviewing as well 
as 1 or 2 past PTMs to share information on what it’s like to run 
an MSU service. 
4. I will constantly encourage members to share thoughts and 
ideas. I am only one person and I understand that although I 
have many thoughts, sometimes the best leadership comes 
from being able to listen to and value the ideas of others. 
5. I will have monthly 1-on-1 check-ins with committee 
members to see how their experiences within the committee 
are, to ask for feedback, to offer feedback, and to catch up on 
their lives outside the committee. This will provide me with 
insight as to when/why members may be busier. 
6. I want to encourage members to come to EB meetings to 
present on the Committee’s behalf since many listed 
presentation skills and confidence as an area of growth.  
8. I have a few tricks up my sleeve in terms of volunteer 
appreciation! 

Partners Committee Members 
PTMs 
Shaarujaa Nadarajah- VP Administration 

 

Objective 5 Increase public outreach of the committee 
Description Since gathering data from public surveys will be a useful tool, I 

want to create a public Services Facebook page that we’ll 
share surveys, infographics, and information about committee 
meeting times (since it is required to inform the student 
populace about these meeting times as per the bylaws). 

Benefits More outreach means more data! And more data means a 
likely reduction in the potentially confounding variables 
associated with low response rate. Also, by having a central 
page these surveys and infographics are posted from, it will be 
easier for members and non-members to share the links.  

Difficulties This page will be starting from scratch and will be potentially 
difficult to gather a huge following right away.  

Long-term 
implications  

Having a page legitimizes the committee and by starting one 
now, future committees will start off their years already with a 
large following that they can distribute surveys/infographics 
to. This page will also be able to encourage students to join 
the committee. 

How? 1. Create a public Facebook page. As a committee we will 
extend invitations to many friends to try to gather a large 
following, 
2. Whenever the committee wants to reach out to students we 
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will post from this page. 
Partners Committee Members 

SRA Members 
Samantha Jen- MSU Social Media Manager 
Sarah Mae Conrad – Communications Officer 

 

Objective 6 Assist the Vice President (Administration) with 
relevant duties 

Description Shaarujaa and I discussed that I, along with the Services 
Committee, could be utilized to help with any of the VP 
Admin’s projects that we deemed relevant. 

Benefits This provides committee members with the opportunity to be 
more engaged if they so choose. Also, this helps remove some 
tasks from the VP Admin so that they can focus on other 
projects. This relationship will also hold me more accountable . 

Difficulties It isn’t clear right now what exact projects this objective could 
and will refer to. Also, it is important that I do not take on too 
many of these projects to stay in line with what hours I am 
being paid for. 

Long-term 
implications  

By having a close relationship with the VP Administration, the 
role of the Services Commissioner will begin to be more 
defined. Previous discussions have shown that there is 
confusion about what the role does/should entail but the past 
Services Commissioner and VP Admin desired to see this 
relationship grow. 

How? 1. Shaarujaa and I will meet every two weeks. During this 
meeting we will update each other on our progress and we’ll 
be able to decide whether there are areas I can assist her in. 
For example, I have already assisted Shaarujaa with a PTM 
training session. 

Partners Committee Members  
Shaarujaa Nadarajah – VP Administration 

 

Objective 7 Work to ensure the continued future success of the 
Services Committee 

Description By doing a bit more logistical work this year, we will set up 
future years’ committees with a greater opportunity for 
success. This includes compiling data on all services and 
creating a comprehensive Google Drive.  

Benefits This will make life easier for subsequent committees. It will also 
allow for future reviews to be very comprehensive as they will 
have access to past data that we have compiled already for 
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them.  
Difficulties This will take quite a bit of work, research, and compiling of 

data. But by doing it now, it will help the committee in the 
long-run. 

Long-term 
implications  

After an unsuccessful last year for the committee, doing this 
work will help to lay the framework for the continued success 
of the committee.  

How? 1. I will have 1-on-1 meetings (or invite a committee member 
along) with all PTMs at least once per term. This will allow me 
to stay updated on the progress of all services. 
2. By attending EB meetings I will also get progress reports on 
how all services are functioning. 
3. I have created a Google Drive for the Committee and we will 
keep all our work on this for future committees to look back 
on. Also, in the Drive we will create individual folders for all 
services so that we can include information on each to aid the 
subsequent committees so that they will have data readily 
available to look back on.  
4. By creating the structured review schedule, committees will 
have greater direction in the future, and the process of 
determining which services to review will be made easier. 

Partners Services Committee 
PTMs 
Shaarujaa Nadarajah – VP Admin 
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GOALS to strive for 
 

 
 

List 5 things that you would like to have prepared for the 
beginning of September 
1.  At least 1 or 2 in-person meetings with each of the 5 PTMs of the services 
being reviewed. Also, remaining in contact online as well. 
2. Have Services Committee Training planned. 
3. Have the Services Committee Facebook page up and running with over 
300 likes. Also have private Facebook pages created and utilized for each of 
the review teams (especially since many people are out of town during the 
summer). 
4. Have the Google Drive all set up and organized with all necessary folders. 
5. The structure and format of review schedule structure to be developed but 
not yet filled in.  
 
List 5 things you would like to have completed during the fall term 
(1st) 
1. Mid-year Report from the Committee on the progress of the reviews. 
2. Early in the term, the review teams will have developed each review 
process and have tailored it to the needs of each review. Throughout the term 
we will have distributed and analyzed surveys for each review.  
3. Each review team will have conducted external research to investigate 
related services at other Canadian universities. 
4. Each review team will have identified and begun to work on their 
respective “pet projects” to implement small but valuable changes to the 
services. 
5. Implement Services Committee Training. Also have a committee 
retreat/activity day for members. 
 
List 5 things you would like to have completed during the winter 
term (2nd) 
1. Finalization of the 5 completed reviews with recommendations provided for 
each service. 
2. Have the review schedule completely finalized with the services filled in 
based off of they year’s research. This will also involved the passing of 
changes to the Service Creation and Review Operating Policy.  
3. We will distribute and analyze a second round of surveys, comparing 
certain results to similar questions asked on the initial survey.  
4. Have the Google Drive completely full of all information gathered this year. 
5. Evaluate the experiences of service exec and volunteers, with insight into 
their satisfaction and retention. 
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Master Summary 

(calendar and checklist) 
  
May • Create info sheets for members to fill out 

• Contact the PTMs of services to be reviewed 

June • Compile and organize responses from info sheets 
• Meeting at SRA Retreat 
• Create Year Plan 

July • Meet with the 5 PTMs 
• Meeting at MSU Retreat. 
• Begin working on the review schedule project 
• Create public Services Facebook page, invite people 
• Edit the MSU pages relevant to Services Committee 

August • Attempt to get review teams to meet in person. If unable, 
then work over the internet.  

• Plan Services Committee Training 
• Complete the unfilled review schedule framework  

September • Lead Services Committee Training. 
• Construct a tailored review process for each service. 
• Analyze the summer months’ activity for the services 
• Meet bi-monthly with Shaarujaa 
• Start creating surveys 

October • Create, distribute, and analyze surveys.  
• Meetings with other PTMs 
• Research other MSU services to compile info into Google 

Drive  
• Meet bi-monthly with Shaarujaa 

November • Services Committee Retreat/Activity Day. 
• Perform External Research  
• Based off of previous months, determine a “pet project” for 

each service for 2nd term. 
• Research other MSU services to compile info into Google 

Drive  
• Ensure Google Drive is completely updated with all info from 

1st term. 
• Meet bi-monthly with Shaarujaa 

December • Submit a mid-year report on the progress of reviews. 
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• Meet bi-monthly with Shaarujaa 

January • Have meetings with other PTMs 
• Start identifying areas to gather info for from second round of 

surveys 
• Meet bi-monthly with Shaarujaa 

February • Have rest of meetings with other PTMs 
• Create and distribute second round of surveys (late Feb.). 

Part of this process will also include evaluating volunteer 
satisfaction/retention. 

• Research other MSU services to compile info into Google 
Drive  

• Insert services into the review schedule framework 
• Work with Ops to edit Service Creation and Review Policy. 
• Meet bi-monthly with Shaarujaa 
• Start working on year-end reports 

March • Analyze second round of surveys 
• Complete “pet projects” 
• Final external research 
• Continue work on year-end reports, coming up with 

recommendations 
• Meet bi-monthly with Shaarujaa 

 
April • Have finalized year-end reports completed and submitted. 

• Have Google Drive finalized 
• Complete transition report. 

 
 


