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Response to Student Feedback from Central Services:
Academic Year 2005-06

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 2007
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LOUGHBOROUGH UNIVERSITY

DIVISION OF INFORMATION SERVICES AND SYSTEMS

UNIVERSITY LIBRARY

Library-related module feedback from students, 2005-2006

Overview

97 modules, a 14% increase on the previous year, attracted 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.

One module recorded a low score against question 11: Finding information I needed – Library.

The reasons 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.

Where genuine problems were identified - and where academic staff responded to the invitation to discuss them - steps have been taken to improve matters.  Such steps include encouraging lecturers to add new material to reading lists; encouraging lecturers to add their 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: the Library will never have the ‘books and resources I need for this module’ unless it is told what they are

· 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, but growth in class sizes, without a corresponding increase in the Library’s financial resources, means that demand for multiple copies cannot be met

· 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

· for some modules Library support is neither necessary nor appropriate: in such cases students should be instructed to tick the ‘does not apply to me’ box

· 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.

MDM. Dec 2006

Module feedback report, Engineering Team, University Library, 2005/6

A report on work by the Engineering Team to review student feedback on modules within the Engineering Faculty for the 2005/6 academic year.

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
	A003
	1
	2.88
	2.79

	CG
	A004
	1
	2.75
	2.86

	CG
	D062
	1
	2.91
	

	CG
	B020
	2
	
	2.93

	CG
	D068
	2
	
	2.86

	CG
	P058
	2
	2.78
	2.88

	CG
	P072
	2
	2.5
	

	CV
	C035
	2
	2.87
	

	EL
	A102
	1
	
	2.98

	EL
	P036
	1
	2.92
	

	EL
	P034
	1
	2.68
	

	EL
	P033
	1
	2.67
	

	EL
	A007
	2
	2.77
	

	EL 
	B006
	2
	2.85
	2.88

	EL
	B013
	2
	2.83*
	

	EL
	B019
	2
	2.0
	2.5

	EL
	C060
	2
	2.93
	

	EL
	C054
	2
	
	2.88

	EL
	C214
	2
	2.75
	

	EL
	C001
	2
	2.0*
	

	EL
	C025
	2
	2.75*
	

	EL
	P031
	2
	2.92
	2.88

	EL
	P040
	2
	2.86
	

	MM
	B710
	1
	2.89
	

	MM
	C202
	2
	2.92
	

	MM
	C610
	2
	2.83
	

	MM
	C801
	2
	2.67
	

	MM
	P901
	2
	2.57
	

	TT
	B100
	1
	
	2.92

	TT
	A014
	2
	
	2.81

	TT
	A200
	2
	
	2.82

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

	TOTAL 2004/5
	24 Modules
	
	18 x Q8
	12 x Q9


*These were project modules, responding to Q12.

Modules in bold also received below average ratings in 2004/5
General comments

A total of 31 module groups gave the Library below average feedback.  This was a disappointing 29% increased on the 24 module groups giving such feedback in the 2004/5 academic year.  As with last year, a higher number of modules (24) was disappointed with Library stock (Q8) than was unhappy with the provision of timely help (13) (Q9).  Happily, the lowest score (on two modules) was only 2.0 compared with last year’s lowest score of 1.0.  On seven modules the score was 2.9 or above and only just missed the cut-off score of 3.0.

In 2004/5 nine Civil Engineering modules gave poor Library feedback compared with only one this year.  Conversely, Electronic & Electrical Engineering had just four poor feedback modules last year, compared with an unprecedented 15 this year.  

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

Action taken
We checked each module which had scored below the mean of 3.  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 21 of the 31 module leaders contacted.  Outcomes achieved as a result of contact with each of the departments are summarised below.

Aeronautical/Automotive Engineering

Only three AAE modules were affected, however one also appeared in last year’s listing.  In that one case, the lecturer felt the “response to question 9 was ill-considered and suffered because the module itself is unpopular, rather than highlighting real shortcomings in the Library’s provision.”

With all three modules, the poor response related to receiving help.  This is unsurprising because despite sterling efforts on the part of the Academic Librarian for AAE, the department seems to be closed to the idea of information literacy (IL) training for their students.  They cite “busy-ness” and “above average intelligence” as the main reasons for refusing to timetable IL.  One of the main outcomes of last year’s module feedback exercise was the introduction of IL training for all AAE finalists – something that was well received last year.  However, the modules receiving poor feedback were first- and second-year modules, and these groups receive no IL at all – not even a joint induction session.  We are meeting the Library Liaison Officer for AAE in January to try (once again) to address this.

Chemical Engineering
A total of seven modules was affected this year, with five poor responses to question 8 and five to question 9.  Three module leaders did not respond to our emails.  Two felt that their students would not benefit from IL training because they provided comprehensive notes.  However, more books were ordered for two of the modules.  The Library has increased its IL provision in this department over the last year, and from next January the Library will run information literacy sessions for Ist, 2nd and 3rd year students as well as MSc students.

Civil and Building

Only one module received a below average score this year.  The module in question had recently changed hands and as a result of our correspondence additional copies of some text books have been purchased.

Electronic and Electrical

Fifteen modules received poor feedback.  The complaints mainly related to book and resource provision rather than help and training, and were concentrated amongst the finalists and postgraduates.  As a result of this exercise, IL training for E&E finalists is now being designed for 2006/7 on two modules.  All the affected postgraduate modules were run by CREST.  This is ironic as CREST are actually very good at providing both reading lists and IL training - last year CREST MSc students were offered a total of 5.75 hours of IL and study skills training.  As a result, the only improvements we could implement were additional copies of textbooks, and one additional IL session which has been scheduled around project time in 2007.  

Wolfson School

Five modules were affected.  One (MMB710) could not be found on either the CIS database or the reading list system.  Of the other four, all already provided thorough reading lists and/or notes and handouts for students.  However, additional texts were purchased for three of them, and one felt that although there were no books that ‘fitted’ the module, he would make “more effort to signpost relevant web sites this year”.

Elizabeth Gadd, Stephanie McKeating, Tracy Marshall

Module feedback report, Science Team, University Library, 2005/6

Introduction

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

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.

A further two questions relate to projects, placements and dissertations: 

Question 11:
Finding information I needed – Library

Question 12:
Training to find relevant information - Library
Analysis of Science modules affected, with last year’s figures in brackets. 

	Department
	Q8
	Q9
	Q11
	Q12
	Total

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

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

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

	Maths Sci
	3(2)
	4(3)
	0
	0
	7(5)

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

	Inf Sci
	4(2)
	2(0)
	0
	0
	6(2)

	IPTME
	1(1)
	1(1)
	1
	0
	1(2)

	Total
	10(10) 
	12(7) 
	1
	0
	23(17)


Overall 23 modules had scores below the mean this year, compared with 17 last year, 32 in 2002/03 and 45 in 2001/02, so sadly ending a run of continued improvement.  None of these modules was a repeat offender from last year.

Each Academic Librarian analysed reading lists, the catalogue of modules and provision of texts against numbers on the module.  Additional copies have been ordered where appropriate - it has been noticeable that for at least three modules significant extra numbers of students have been recruited leading to pressure on book provision.  Academic Librarians also contacted the module leaders of low scoring modules in order offer to help create reading lists where no list existed (three cases) and to invite lecturers to identify any other possible causes of low satisfaction.   Lecturers have been very good at responding this year.  For the most part the academics dismissed the low scores as either over-zealous form filling or statistically insignificant given the sample size.  Responses from academic staff are provided below.

Information Science 

All module organisers responded.  For ISP303, the lecturer says that he tends to:

 “refer the students to electronic sources.  However, I suggest you don't expend  any more energy on this one, it is part of our Electronic Publishing programme which is running for the last time this year.  ISP311 was a practical-based module so there was very little reading recommended”.

Human Sciences
The module organiser for HUA314 promised to rethink the reading list as he believed that over-reliance on one core text was responsible for low success rate in finding the required texts and consequent low feedback score.  One course will not be run after this semester, so no further action was taken.

Chemistry

One of the Chemistry modules, B010, scored below the mean of 3 for both Q8 and Q9.  The lecturer was supplied with a list of possible e-books for consideration and was asked to make overt links to Ginny Franklin’s contact details in his documentation and on Learn.  His reply was as follows:

“No need to worry about this.  The module has been changed and [a colleague] no longer teaches on it.  The students tend to tick these boxes almost as a matter of course, but quite unnecessarily in this case.  They receive quite comprehensive notes on Learn and they are recommended Skoog, West Holler and Nieman on Principles of instrumental analysis which covers most of what they need.  Unfortunately not all of them look at the texts and when they do I think they expect to see the lecture course word-for-word in the book”.

No further action was taken save for ordering replacement copies for the missing Skoog text.

Computer Science

The Computer Science module that scored below the mean, A126, resulted from a low score for Q9.  I suggested that the lecturer make overt links to my contact details in his documentation and on co-teach.  His reply was as follows:

“I cannot think of any reason why students should feel that the library is inadequate for this module.  In fact, all that they need is on co-teach.  Maybe they answered the question with that in mind, namely that they didn't actually need the library”.

IPTME

One undergraduate module, C012, and one postgraduate module, P134, scored below the mean for Q9 and Q9 respectively.  The lecturers were contacted and suggestions made.  Their replies were as follows:

“the main problem from talking to the students was that there were not enough copies of the recommended texts available.  This is not surprising as the module was expected to have 8-12 students on it but this year, at short notice to me, an extra 24 students were added, making 32 taking the module.  Most were from overseas.  I am not sure if there is going to be a repeat of these large numbers in future years but I'll make sure that the limited Library facilities are considered in the decision.  The books are expensive and I would not ask nor expect that the library gets any more copies at this stage.  When I get the full feedback results I will consider what to do.  I will certainly add your details to notes and to Learn.  I will consider adding extensive short course notes we have accumulated over the years onto Learn.”

Finally the Master’s project module, D010, scored low for Q11.  The lecturer remarked that the dissatisfaction emanated from one individual.  She agreed to add links to my email and supporting material on Learn.

“There are only two student responses to feedback on this module - there were only 4 MEng students in total.  One student was entirely satisfied, and the other not at all satisfied with the library.  For the other Part C individual project modules (MPC010 and MPC017) which contain a much more statistically significant response, the answers to these questions are all above 3.5.  It is not believed there is a problem here.  Students are given formal training with library staff, and are given a lot of support by supervisors in respect of finding resources for their projects”

Physics

Small numbers in the low scoring modules in Physics suggest the feedback for low scores is not especially significant.  One lecturer commented that:

“The low score (2, not 1; a mark seems to have been missed by the OMR) on PHD205 reflects two respondents (one giving 3, one 1).  All eight other respondents marked it as ‘not applicable’.  Similarly for PHD001 the score reflects a single response out of 5.  I don't know about the details for PHC112; however the fact that the standard deviation on the question is zero is consistent with there being a single respondent.  Thus the response does not have great statistical significance, except in showing that our students don't need much help in using the library (even though the few that did might have encountered problems).”

Mathematical Sciences
Again there has been little to suggest that module leaders are unhappy with library provision.  One response was: 

“I am certainly not aware of any problem with the library” 

whilst another said:

“I don't really know what this is about in relation to MAA245.  There is no single book that covers the whole syllabus at the right level,  so I have produced a reading list of 5 titles; in addition, I give the students a handout at the beginning of the module, with a brief description of each of the books.  Maybe Maths students are just lazy, and expect to only have to look at one book to get complete coverage of a module?”

Contacting one lecturer identified a problem: two of his modules had significantly expanded their numbers and these numbers were not reflected in the catalogue of modules, so putting pressure on existing resources.  Extra copies of texts have been ordered.
Peter Lund, Ginny Franklin, Frank Parry

Module feedback report, SS&H Team, University Library, 2005/6

43 SS&H modules compared to 44 modules from last year received scores below 3 for the Library-oriented questions.  14 can be ignored as they are either for courses run overseas or for companies, or they are dummy codes.  Therefore 29 modules (down slightly from last year, 32 modules) received scores below 3.

	
	2005 / 2006
	2004 / 2005

	Semester 1
	21
	19

	Semester 2
	22
	25

	Modules to ignore
	14
	12

	TOTAL
	29
	32


The team has had fruitful discussions with departments regarding some of the low scores received by the Library questions from the module feedback. 

“I received help in the Library when I needed it”

Seven of the modules received low scores for the question “I received help in the Library when I needed it”.  Departments are unsure why the Library may have received low scores for this question.  At least two of the modules (SAA003 and SAA343) are practice-based and do not require help from Library staff.

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

As in previous years the low scores are due to the following.

1. Students having little need of library resources because of the way modules were constructed, either because they were practice-based or project modules.  Examples: modules SAA003, SAA343, SAP005 and PEP300.

2. The Library not having enough multiple copies of texts.  For example SSP017 had more students register for the course than anticipated.  The solution was to purchase more multiple copies and electronic versions of e-books where available.  BSP053 also experienced heavy use of key texts.  Extra copies were purchased and copies were moved into Short Loan.

3. Reluctance of students to purchase recommended reading.  For example BSP043.

4. Lack of recommended reading to support modules.  For example, there were last minute changes to BSP056 and therefore the material was not in stock by the start of term. 

5. Modules receiving low scores in all aspects, including the Library questions.  For example, ECC101 and BSP051.

6. Coursework requiring first year students to use databases to find articles on a topic, rather than to use books, and students finding this difficult.  For example, BSA100.  The lecturer noted that the students’ searching skills were poor and that they did not reflect on why they could not find information and therefore did not change their searching habits.

7. No one specific textbook being appropriate to the module.  For example, for BSB075 the books available on the topic tended to be either too basic or too advanced.  Attempts to overcome this included supplying weekly reading lists containing references to articles, but students were still disappointed that there was not one key text.  For SCP155 there is also not one specific textbook.  There is a detailed reading list containing chapters of books and articles, but this does lead to competition for Library resources.

8. Texts on reading lists being out of print and therefore not available.  For example, SAA592 contained references to several exhibition catalogues that are no longer available.  The solution was to purchase more copies of the other recommended texts.  SSC204 also has quite a few items on it that are out of print and although the Library has a copy of each item, it is not enough to meet demand.  EAB033 also contained a few items that are now out of print and hard to obtain.  All the lecturers have agreed to consider suggesting alternative material.

9. The Library being unaware of what resources were recommended, as there were no online reading lists.  For example, ECP151 was delivered by a bought-in teacher and the Library had not received a reading list for the module.

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

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 2005/6 were as follows:

	
	Semester 1
	Semester 2

	Rooms
	12
	6

	AV
	30
	11

	Total
	42
	17


The total of 59 negative responses compares unfavourably with the last two years with 38 last year and 41 the year before.

About half the responses relate to modules where there are no pool rooms allocated. The quality of departmental space is perhaps something that should be a concern to Learning and Teaching Committee.

Looking at the responses the following patterns can be seen:

· A negative view of the small rooms in the Sir David Davis building (these rooms are rather gloomy seminar rooms and there is little that can be done to improve them).

· Negative views regarding XX019 – despite being refurbished the room is rather dark and is a problem comfort-wise when allocated close to its 100 capacity. The ceiling is too low but there is little more that can be done to improve it.

· Some surprisingly negative views regarding the rooms in the Ann Packer Building. They were perhaps just not ideal for the style of teaching but were the rooms requested for the modules. These rooms will be replaced by the new rooms in the HEBS building in 2007/8.

· Concerns with the rooms in the Sir Frank Gibb Building and S Building.

The rooms in Sir Frank Gibb Building and S Building have been refurbished during summer 2006. There were also significant problems due to teaching taking place during the major construction project on the Sir Frank Gibb Building which did cause significant problems for teaching.

In addition to the comments made in the formal feedback, recent problems have been reported from staff-student committees relating to the heating and cooling in rooms as well as concerns regarding the lecture rooms in the Beckwith Building and the Cope Auditorium where there are not proper tables or benches (just flip-up tables in the sides of the seats).

Dr Anne Mumford

December 2006.

Student Feedback Scores – Computing Facilities – Semester 1, 2005-6

	Department
	Module
	No of forms
	Score
	Notes

	SA
	B184
	2
	1
	No response from department, but note small sample size.

	
	B164
	10
	2.86
	No response from department

	
	B241
	22
	2.37
	Serious issues have been identified with the provision of specialist software required for this module.  The SSH Director of IT will request an urgent meeting of the relevant parties to see what can be done to address the matter.

	
	B124
	15
	2.75
	Thought to be due to confusion about timing of a particular workshop.

	BS
	C655
	48
	2.79
	Students are not really required to use IT facilities on this module (except for LEARN). As of January PSB have moved to new premises with improved computer facilities. To be checked at next visit to Singapore.

	
	C680
	20
	2.81
	The module is a Singapore taught module that is run in partnership with PSB Academy. IT support is the responsibility of PSB. See response above.  Issue may be raised at a staff student liaison committee.

	MA
	P105
	3
	0
	This is not a pertinent question for the module, i.e. IT is not a part of the module. 

	
	B108
	22
	2.75
	This is not a pertinent question for the module, i.e. IT is not a part of the module. 


Student Feedback Scores – Computing Facilities – Semester 2, 2005-6

	MP
	C012
	30
	2.88
	This is not a pertinent question for the module, i.e. IT is not a part of the module. 

	MM
	C105
	23
	2.93
	No response from department.

	
	A402
	8
	2.6
	MMA402 is part of a bigger module MMA401. MMA402 is for IPTME students doing half of MM double module. The computing facilities associated with the module were MM excellent facilities in TW1.11- no known problems. Some students are disappointed that they cannot use the software (Unigraphics) on their own computers and there has on a small number of occasions been a small amount of overcrowding in the room. The MMA402 score for computing facilities was 2.60 whereas the MMA401 students working alongside them rated it at 4.09. MMA402 is not running this year.

	EL
	D024
	3
	2.0
	ELD024 is a specialist problem based module which is undertaken by small numbers of students, typically 3 to 6. They are given software to run on their own computers and the same software is made available in the 

Department. Only 3 feedback forms were returned in 2005/2006 and one of  those students had problems with the software in the Department. The other two students said that the question didn't apply to them, probably 

because they were running it on their own computers. The low score comes about because the sample size was one.

	
	D540
	1
	2.0
	ELP040 is Solar Power 2 from the REST MSc programme, ELD0540 is an undergraduate clone of it, i.e they are taught together. Feedback forms show that a specific piece of software, called PVSYST, was not available because Internal Examiner didn't tell the IT staff that it was required in the software audit prior to the start of the year. 

	
	P040
	14
	1.83
	

	EA
	P012
	1
	1.0
	Small sample size. IT is not heavily used in the module.

	CV
	D010
	33
	2.44
	Problems with functionality and speed of new software installation have now been addressed.

	
	C018
	25
	2.42
	Problem with s/w package (STAAD) provided used by Dept.

	CG
	P052
	16
	2.63
	15-16 students with only 3 computers available. Practical part of the module was extended over two months to provide the opportunity for all of the students to carry out a number of computer runs. They could also use the computers during lunch time or between 5 to 6 pm.  Further measures to be taken within the department to address this for next year, by restricting number of students or increasing computer availability.

	SA
	B166
	5
	2.25
	No reply from department.

	
	B234
	9
	2.56
	Department not yet asked.

	
	B245
	5
	2.0
	No reply from department.

	
	P005
	5
	2.8
	No reply from department.

	BS
	P051
	60
	2.96
	Teaching arrangements changed because of student responses to the course. It is often the case that when students start to give low scores for a course, low scores are given throughout. It is therefore possible that the score you refer to reflects general attitudes towards the course, rather than towards computing facilities. Problems with a specific spreadsheet.  New lecturer for the module will monitor carefully. 


