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Response to Student Feedback from Central Services:

Academic Year 2006-07

Reports are appended for the following three service providers:

1. University Library  (Mrs M D Morley)

2. Media Services  (Dr A M Mumford)

3. Computing Services  (Ms C M Thomas)

Processing of Student Feedback forms was undertaken within Professional Development.

Heads of Support Services noted above were alerted to outcomes of student feedback where scores were less than 3.00 and asked to provide a written response.  The reports herein address concerns raised via student feedback and provide an account of action taken by the respective service providers.

Jo Wilkins

Administrator, Academic Practice and Enhancement

Professional Development





     January 2008

[image: image3.png]Loughborough
University




University Library

Library-related module feedback from students, 2006-2007

Overview

It is pleasing to note a significant decrease (34%) from the previous year in the number of modules (73 as opposed to 110) attracting a mean score of less than 3.00 against one or both of:

question 8:
The Library has the books and resources I need for this module

question 9:
I was able to get help in the Library when I needed it.

The reasons for the low scores were investigated in detail by the staff of the Faculty Teams - such investigation is part of the continuous liaison between academic departments and the Library.  I am satisfied that in every case of a score of less than 3.00, Library staff have studied the module reading list (if there is one); checked the availability of library material; and contacted the academic staff teaching the module.  In a number of instances no further action was possible because academic staff did not respond to invitations to discuss the feedback (for example, only 5 of 15 members of the Engineering Faculty did so.)

There were also several low-scoring modules for which Library support is neither necessary nor appropriate: in such cases students should be instructed to tick the ‘does not apply to me’ box.  (It may be that they were so instructed but still answered the questions, of course.)
Where genuine problems were identified, steps have been taken to improve matters.  These include encouraging lecturers to add new material to reading lists; encouraging lecturers to add reading lists to the online reading list system; purchasing additional copies of books; moving copies of texts from long to short loan and vice versa; and arranging additional information literacy courses.  General points are:

· close liaison between teaching staff and Library staff is crucial

· electronic resources are not always recognised as Library resources, so that where modules rely heavily on e-journals, for example, students may not realise they are using a resource provided by the Library

· student expectations of Library support are often unrealistic

· students are often expected to buy key texts: failure to do so makes low scores for Q8 inevitable – especially for modules with large numbers of students

· information literacy teaching by Library staff can be very beneficial, and is an opportunity that should be more widely taken up by departments

· low scores for Q9 can be related to perceptions about information resources, with insufficient copies of books interpreted by students as the Library being ‘unhelpful’; and could also be interpreted as ‘I didn’t need\try to ask for help’.

Detail of Faculty Team investigations follows.

Mary Morley, Jan 2008

Engineering Team
Summary

A summary of the Engineering Faculty modules with responses lower than 3.0 to the two questions relating to the Library is given below.

Q8: The Library has the books and resources I need for this module

Q9: I was able to get help in the Library when I needed it

	Dept
	Module
	Semester
	Q8*
	Q9*

	
	
	
	
	

	CG
	P058
	2
	2.10
	

	CG
	P052
	2
	2.90
	

	CV
	B008
	1
	
	2.98

	MM
	B300
	2
	2.90
	

	MM
	C503
	2
	2.00
	

	MM
	C911
	2
	2.80
	

	TT
	C060
	1
	
	2.83

	TT
	C066
	1
	
	2.83

	TT
	A001
	2
	
	2.95

	TT
	A003
	2
	
	2.95

	TT
	A014
	2
	
	2.41

	TT
	A200
	2
	2.78
	2.82

	TT
	B022
	2
	
	2.64

	TT
	C006
	2
	2.63
	2.50

	TT
	C057
	2
	2.83
	

	
	
	
	
	

	TOTAL 2006/7
	15 Modules
	
	8 x Q8
	9 x Q9

	TOTAL 2005/6
	31 Modules
	
	24 x Q8
	13 x Q9


Modules in bold also received below average ratings in 2005/6
General comments

A total of 15 module groups gave the Library below average feedback.  This was a pleasing 51% decrease on the 31 module groups giving such feedback in the 2005/6 academic year.  This was split evenly between those modules (8) where students were disappointed with library stock (Q8), and those unhappy with the provision of timely help (9) (Q9), with just two modules scoring poorly for both questions compared with six last year.  On five modules the score was 2.9 or above and only just missed the cut-off score of 3.0.

There were some changes to the departments with the largest number of poor feedback modules this year.  In 2005/6 fifteen Electronic & Electrical Engineering modules gave poor Library feedback compared with none at all this year which more closely reflects the 2004/5 figure of just 4 modules.  Conversely, Aeronautical & Automotive Engineering had just three poor feedback modules last year, compared with nine this year.  Chemical Engineering and the Wolfson School both had a drop in the number of poor modules while Civil & Building Engineering remained static with just one module.

Three modules that received poor feedback this year were also listed last year (highlighted in bold on the above Table).  These were given particular attention when liaising with departments.

Action taken
We checked each module which had scored below the mean of 3.0.  We then examined reading lists attached to the module and any indicative reading list and noted any mismatches or gaps.  We then contacted all lecturers to discuss potential solutions.  Where there was no reading list, we would suggest one.  Where there were few titles, we suggested additional titles.  Where there were few copies, we suggested additional copies.  Where “Help in the Library” was specified as a problem, we offered information literacy training.  If there were problems with broken links we fixed them automatically.

Outcomes

Responses were received from 5 of the 15 module leaders contacted.  Outcomes achieved as a result of contact with each of the departments is summarised below.

Aeronautical & Automotive Engineering

All nine module leaders were contacted, those with a poor score for Q8 were offered additional resources, and for Q9 they were offered information literacy training.  Only three responses were received.

Several additional copies of the set texts for TTA001 were bought this summer, and the module leader is confident that this will resolve any issues.

For TTA200 the module leader queried whether the score for Q9 was an adequate reflection of the students’ experience of using the Library as: ‘they do have everything they need in the notes. So I am wondering if they are actually attempting to use the library or if they just filled in any random box when they got the feedback form!’
The response from TTB022 was more promising as a lecture slot has been offered to deliver information literacy training, but as yet I have been unable to make firm arrangements.  Work is on ongoing to encourage the department to accept information literacy training.
Chemical Engineering.

Two modules were affected this year, both postgraduate modules and both showing poor responses to Q8.  Module leaders were emailed and responded with book requests.
Civil & Building Engineering

Only one module received a slightly below average score this year.  The module leader was contacted, training was offered and the InfoTrail tutorial was promoted as a source of support for the students.

Electronic & Electrical Engineering

No modules received poor feedback this year.

Wolfson School

Three modules were affected this year, all showing poor responses to Q8.  Reading lists were checked and module leaders were emailed.  As module C911 does not have a reading list, training was offered to help create one.  No responses were received to our emails.

Stephanie McKeating, Tracy Marshall, Becky Jones

Jan 2008

Science Team
Introduction

This report details an investigation into the Library provision for Science Faculty modules which attracted low scores relating to the two Library-related questions:

Q8: The Library has the books and resources I need for this module

Q9: I was able to get help in the Library when I needed it.

Analysis of Science modules affected, with last year’s figures in brackets.
	Department
	Q8
	Q9
	Total

	Chemistry
	0(1)
	0(1)
	0(2)

	Computer Sci
	1(0)
	2(1)
	3*(1)

	 Human Sci
	2(1)
	1(0)
	3(1)

	Maths Sci
	2(3)
	5(4)
	7(7)

	Physics
	1(0)
	1(3)
	2(3)

	Information Sci
	1(4)
	1(2)
	2(6)

	IPTME
	2(1)
	1(1)
	3(1)

	Total
	9(10) 
	11(12) 
	20(22)**


*also one low score for a question 12 on Training to find relevant information 

** also one low score from previous year for a question on project work
Overall 9 modules low scored in semester 1 and 11 in semester 2, making a total of 20.  This is a slight improvement on last year (23 modules had scores below the mean in 2005/06 but 17 in 2004/05 remains the Faculty’s lowest score.)  Chemistry had no low-scoring modules for Library questions.

Each Academic Librarian analysed the reading lists, catalogue of modules and provision of texts against numbers on each module.  Where modules low scored for Q8 additional copies were ordered where appropriate, or texts were moved to shorter loan periods to improve availability.  Academic Librarians also contacted the module leaders of low-scoring modules to offer help in creating online reading lists; provide further teaching on resources; and to invite lecturers to identify any other possible causes of low satisfaction.

It was often more difficult to discern reasons for low scores to Q9 and it was interesting to note that some of the module leaders contacted did not believe the two Library questions to be relevant or applicable to their modules.  Summaries of these and other responses from academic staff, and remedial actions taken, are provided below.

Human Science 

Low-scoring modules were HUP110 and HUP114 (Q8) and HUB103 (Q9).  None was a repeat from the previous year.  The module leaders were contacted, taking the opportunity to remind them of appropriate resources, e.g.:

“The Library has many ways in which we aim to assist readers in finding information. A web page with details of courses, online tutorials and enquiry services appears here: http://www.lboro.ac.uk/library/ist.html
and there are pages on LEARN which offer step-by-step guides to information sources:

https://learn.lboro.ac.uk/lb/Ergonomics/
https://learn.lboro.ac.uk/lb/Psychology/
https://learn.lboro.ac.uk/lb/Biology/
However, it may be that your students require some tuition or assistance within the department. If you feel that they may benefit from this or any other form of library instruction, please do not hesitate to ask.”

One lecturer responded regarding the reading list for HUP114 and another regarding HUB103, requesting assistance with reading list policy which was duly provided.

Information Science
Only one module, ISA301, attracted a low score for both questions.  On investigation with the module leader, the response was that the course was practical in nature and although there is a reading list, the emphasis is on practical class projects.  New books had been added to the reading list in the meanwhile.

Mathematical Sciences
Two modules low scored on Q8.  MAC173 students reported text books hard to find (although there are at least 3 copies of each one).  However as the module leader was leaving the University and the module was being discontinued, no further action has been taken.  For MAB110 the module leader (leading a module with no reading list) opined that the students should not be asked to answer the question since his module made no demands on the library service.

Five modules low scored on Q9.  Incisive answers to low scores for this question proved elusive.  One module leader responded:

“None of the students made any complaints to me regarding library services.  The principal book that I recommend for the course is 'Fundamentals of Mathematical Analysis by R. Haggarty.' There are 15 copies in the library, and I would be astounded if all of these were taken out at any time, but you might like to check up on this.”
On checking, one finds that in the busiest month, October 2006, 7 copies were borrowed so this is unlikely to be the cause.

Another module leader responded that the module was “based on concepts from different branches of mathematics and there exists no textbook which covers all of them. I will think about how this can be improved.”
This was mirrored by another comment: 

“The students on MAA211 were concerned that there were few texts on Statistics and Civil Engineering/Transport Engineering that were at their (basic or introductory) level, and that the book stock that was available was somewhat old.”
Searches of Worldcat and Amazon have revealed some additional texts which were suggested to the module leader concerned and subsequently added to the reading list.
Physics

Two modules attracted a low score.  PHB185 had a particular problem with error calculus: “As I understand not all students got a copy of Taylor: Error analysis, within the first week, and this may have caused some problems.”  There are already 5 copies of this text available for 12 students registered on the course, however more equalized use may be obtained by moving a copy of Taylor to short loan to improve access to this text.

PHA290 demands use of Maple and received a low score for Q9.  It is unclear why this was the case: extra copies have been ordered as suggested by the module leader, and possible dissatisfaction with the limited availability of Maple software in the Library has been suggested by the Academic Librarian but refuted by the module leader.
Computer Science 

There were two modules, one of which was a repeat offender.  The lecturers were contacted; no reply was received.

IPTME

Two modules with no previous history of low scores.  For MPB005 the module leader confirmed that the poor responses to this module emanated from Mech Eng part D students unhappy at being forced to undertake this module, which was considered to be at an inappropriate level, and who therefore low scored all questions.  The feedback from IPTME students on a corresponding module (MPB015) was in fact very positive and the two Library questions were rated 4.1 and 4.0 respectively.  Therefore it was agreed that no further action was necessary.

For MPC018 the lecturer replied:
“This module consists mostly of a series of seminars and presentations conducted largely by the students themselves. As such it is intended to develop critical thinking and analytical skills, applying the knowledge acquired from other modules. An appropriate reading list is somewhat problematic, since it would be dictated by the approach each student might want to develop. There are some common themes and I will attempt to produce a core set of references, but essentially they are not trying to gain any more knowledge at this stage - just use what they have. This may account for the low feedback - the fact that there may not be references that can actually give them the information they need. This module starts again in Semester 2 so I will give it more thought as it approaches and attempt to provide a better 'toolkit' for the students and will keep you informed if this impacts on the library resources.”
Peter Lund, Ginny Franklin, Frank Parry

Jan 2008 

Social Sciences and Humanities Team

38 SS&H modules compared to 57 modules from last year received scores below 3.0 for the Library-oriented questions.  Nine can be ignored as they are either for courses run overseas or for companies, or are dummy codes.

In Semester 1, 12 modules (excluding those modules that can be ignored) gave the Library a score below 3.0.  In Semester 2, 17 modules (excluding those that can be ignored) gave the Library a score below 3.0.

	
	2006/2007
	2005 / 2006
	2004 / 2005

	Semester 1
	12
	21
	19

	Semester 2
	17
	22
	25

	Modules to ignore
	9
	14
	12

	TOTAL
	38
	57
	56


The team has had fruitful discussions with departments regarding some of the low scores received by the Library questions from the module feedback, but sadly some academic staff have not responded to invitations to discuss the low scores, despite reminders.

16 modules received low scores for the question “I received help in the Library when I needed it” (Q9).  Departments and the Library are unsure why the Library may have received low scores for this question.

37 modules received low scores for the question “The Library has the books and resources I need for this module” (Q8).  Low scores were due to the following.

1. Students having little need of library resources because of the way the module was constructed - either because they were very practical based or project modules.  For example, modules PEP312 and GYC308.

2. Students using resources provided by the department.  For example, modules EUL208, EUL308, EUL322 and EUL103.  The lecturers do ask the students to write on the form ‘NA’ (not applicable) for the Library questions, but obviously some do not follow this advice.

3. Lack of up to date material to support the module.  For example a reading list may exist, but may not have been updated for a year or two and therefore the material is not as relevant as it could be.  For example, DTB001. The lecturers have been contacted to let them know what new material is available in the Library.

4. Whole modules received low scores in all aspects, including the Library questions.  For example, BSC041.

5. Reading lists were available and there were multiple copies of items, but students seemed to struggle to use the online reading list system and Library catalogue to find the material they required, especially electronic articles.  For example, module ECP205.  The Library has offered to run a course for the students on how to find information efficiently.

6. No one specific textbook was available for the module.  For example, module  BSB110.  

7. Reading lists were available, but there were only a few items and the students were competing to borrow them.  For example, module DTB004.

8. The Library being unaware of what resources were being recommended as there were no online reading lists.  For example, EAB024, EAB906 and GYC308.

Ruth Stubbings, Louise Fletcher, Laurie Salemohamed, Barbara Whetnall, Helen Young
Jan 2008

​​​​​​​​​​​​​​​​​​
Student Feedback Relating to Teaching Rooms

Students are asked two questions relating to the teaching rooms used:

10
Suitability of the room

11
Suitability of the AV

The numbers of responses below a score of 3 for 2006/7 were as follows:

	
	Semester 1
	Semester 2

	Rooms
	10
	8

	AV
	2
	6

	Total
	12
	14


The total of 26 negative responses is a massive improvement on last year where there were 59 scores under 3 (38 in 2004/5 and 41 in 2003/4).

Eight of the responses relate to modules where there are no pool rooms allocated.

Looking at the responses the following patterns can be seen:

· Some very low scores indeed from LUSAD students, some of which relate to modules which use no pool rooms. This has been a pattern for some years, but the scores are particularly low this year.

· A dislike of X401 which is a pool room within Information Science. This had been improved and the capacity reduced the previous year. The room is liked and requested by the Information Science department, presumably for its convenience for staff, but is clearly less liked by students.

· Negative views regarding rooms in the D wing of the James France Building and G block.

· Negative views regarding the pool rooms located in LUSAD.

· Negative views regarding JB021 in the Sir John Beckwith Building from Human Sciences – this has been passed on to us through the department. The room has loose chairs with tables in the arms which does not suit all styles of teaching and/or all students.

It is encouraging that the student view of the rooms and facilities appears to be improving. The rooms receiving negative views have helped prioritise improvements in the past. In the summer of 2007 G block, the D rooms and the pool rooms in LUSAD were all refurbished. This should bring further improvements.

In addition, Media Services have encouraged departments making room bookings to identify styles of rooms which best suit the teaching and learning which is to happen. More departments are making use of this and a better match is perhaps being made and resulting in an improved experience.

Dr Anne Mumford
Student Feedback Scores – Computing Facilities – Semester 1, 2006-7  - Module Breakdown Sheet
As usual it is probably the case that many of the low scores are due to confusion of the correct response to offer for modules where the IT element is not significant.  Comments are given below for each score from the internal examiner concerned.
	Department
	Module
	No of forms
	Score for “Computing Facilities”
	Notes

	BS
	B670
	36
	2.96
	This is puzzling to me since I do not require any IT component in this course! I teach in Singapore for ten days and the students use my lecture notes, powerpoint slides, assigned readings, articles and problem assignments.

It would help to know what kind of IT help the students have in mind when they indicate their dissatisfaction with this component.

	EA
	B902
	6
	2.50
	The students on the above module checked either not applicable or neutral when asked about IT service.  From my side, email and Learn worked fine where used.  I never had any complaints from them about anything except library services. 

	EU
	L101
	19
	2.89
	The module you refer to had a dedicated Learn site https://learn.lboro.ac.uk/eu/06eul101/indexeueu1.html which I maintained for the module leader, XXX. The material available on the site was, in my view, appropriate for the module in question. The Department of Politics, International Relations and European Studies also has a Learning Resources Centre with an open access computer lab open to language students. The module has been enhanced during the current academic year by the inclusion of mp3 files on the 07eul101 Moodle site. 

	MM
	D105
	17
	2.00
	11/17 students stated that put this question did not apply to them. 

Other comments were as follows:

"we were required to use software that is not on the campus systems and cannot be installed"

 

"none of the software is available on the University network! so if we don't have a laptop the only way we can do coursework is at someone else's house.  If the software is on free licence when why doesn't the dept have a copy and network the software, we have to spend £40 why can't the University!"

 

"the computer programmes we are expected to use are terrible and confusing!"

 

We have a site license for the software and the lecturer is looking at installing the software into labs, however under the terms of the license the software was freely available to the students to install onto their own PCs without charge.  


Student Feedback Scores – Computing Facilities – Semester 2, 2006-7 -  - Module Breakdown Sheet

	Department
	Module
	No of forms
	Score for “Computing Facilities”
	Notes

	BS
	B655
	24
	2.47
	Students using facilities in Singapore – lecturer not local – no further information available.

	BS
	A150
	8
	2.40
	Lecturer for that particular cohort of students has now left.

	BS
	B680
	29
	2.92
	This is my Singapore module. I'm afraid I have no idea what the problem is, but it must be generic to Singapore since there is no specific IT content on my module. 

	BS
	A670
	48
	2.91
	There are no written comments on the feeedback forms specifically dealing with IT issues. Most students ticked 'did not apply' or were neutral in their feedback for this particular aspect and only about 5 actually wrote 'disagree' or 'strongly disagree', so I do not think that there is a major problem here. The computing facilities on campus at PSB appear (to me) to be adequate for a none IT-based module, as most students will be studying off-campus when not actually in class.

I'm sorry I can't give you any more details about this particular aspect.

	SA
	C169
	4
	2.50
	Students on 06SAC169 were unhappy with access to IT support and resources, particularly the availability of cameras and work stations.

This was observed and addressed through the establishment this year of a new online booking-in system for IT assistance and computers,  the introduction of the IT lecture series, and booking out/in system for cameras. Also two new digital cameras were purchased to alleviate the current demand.

	SA
	P003
	4
	2.75
	Throughout the module all students had access to a range of computing facilities and were made fully aware of the provision and location of these. No specific problems were notified to me during the module.

Post-graduate students now have a fully equipped facility and dedicated room in which full computing facilities are installed and which have full departmental support.  This dedicated facility has improved the provision of IT for this and other MA modules.

	IS
	A004
	32
	2.83
	a)  The module was fully resourced on Learn in the form of PPT slides and other materials.

b)  There was no specific lab based requirement or any IT as part of the module - it was primarily lecture seminar based with supporting materials on Learn

c)  There has been no negative feedback for this module before - 

 

NB: I wonder if this is one of those which calculates incorrectly as most of the students would probably have put n/a (scoring 0?)

	MM
	A500
	66
	2.88
	This module used the project feedback forms, on which Q12 relates to the library, not computing facilities. The students don’t need to use the library for the module, so tend to score it as a disagree rather than not applicable.


Student Feedback Scores - 2006-7 -  Degree Breakdown Sheet

	Department
	Degree
	No of forms
	Item
	Score
	Notes

	SA
	4410
	5
	Help - CC
	2.5
	If the feedback was based on the last academic year the department has fixed some known issues in our IT provision and is trying out a new IT teaching delivery that covers IT lectures, online video tutorials and bookable individual and group tutorials. The department has also made sure one of its computer labs (Visualisation lab

chosen) has no block bookings and open access to all which Fine Art students using electronic media primarily use which I know was a big issue last year.

	“
	“
	“
	Networked Software – CC
	2.00
	If the feedback was based on the last academic year the department has fixed some known issues in our IT provision and is trying out a new IT teaching delivery that covers IT lectures, online video tutorials and bookable individual and group tutorials. The department has also made sure one of its computer labs (Visualisation lab

chosen) has no block bookings and open access to all which Fine Art students using electronic media primarily use which I know was a big issue last year.


