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Response to Student Feedback from Central Services:

Academic Year 2007-08

Reports are appended for the following three service providers:

1. University Library  (Mrs M D Morley)

2. Facilities Management  (Ms C Pepper)

3. Computing Services  (Ms C M Thomas)

Processing of Student Feedback forms for the academic year 2007-08 was undertaken within Professional Development.  For the current academic year, all processing will be carried out by the Teaching Centre.

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

Centre Administrator

Teaching Centre






     January 2009
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University Library

Library-related module feedback from students, 2007-2008

Overview

The number of modules attracting a mean score of less than 3.00 against one or both of Q8: The Library has the books and resources I need for this module and Q9:I was able to get help in the Library when I needed it again decreased.  The total (65) was 11% lower than in 2006-2007, and nearly 50% lower than in 2005-2006.

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.

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 can be 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 2009
Engineering Team

A summary of the Engineering Faculty modules with responses lower than 3.00 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

	EL
	P633
	1
	2.92
	

	EL
	P035
	1
	2.97
	

	EL
	C057
	1
	
	2.88

	EL
	A004
	2
	
	2.97

	EL
	B006
	2
	2.79
	2.36

	EL
	B007
	2
	
	2.96

	EL 
	C001
	2
	
	2.89*

	EL 
	D060
	2
	
	2.67

	EL 
	D061
	2
	
	2.75

	EL
	D960
	2
	2.83
	

	EL
	P085
	2
	
	2.33

	CG
	C028
	1
	2.90
	2.73

	CV
	B006
	1
	2.17
	2.61

	CV
	B060
	2
	2.67
	

	CV
	B054
	2
	2.67
	2.50

	CV
	P313
	2
	
	2.00

	MM
	A400
	1
	
	2.91

	MM
	A100
	2
	
	2.92

	MM 
	A112
	2
	
	2.67

	MM
	B300
	2
	2.79
	2.82

	MM
	B504
	2
	
	2.81*

	TT
	B104
	1
	
	2.86

	TT
	B002
	1
	
	2.85

	TT
	B207
	1
	2.88
	2.00

	TT
	B208
	1
	2.83
	2.75

	TT
	C001
	1
	2.81
	

	TT
	C041
	2
	2.75
	2.75

	
	
	
	
	

	TOTAL 2007/8
	27 Modules
	
	13 x Q8
	20 x Q9

2 x Q12

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


The module in bold also received below average ratings in 2006/7
General comments

A total of 27 module groups gave the library below average feedback.  Unfortunately this was an 80% increase on the 15 module groups giving such feedback in the 2006/7 academic year.  The difference was almost entirely due to that fact that a total of eleven Electronic & Electrical Engineering modules gave poor library feedback compared with none at all last year.  Why this should be the case is difficult to determine, although many of the scores were close to the cut-off point of 3.00, being 2.80 or above. 
Overall the there was a greater increase in those unhappy with the provision of timely help (20) (Q9) than those modules disappointed with library stock (13) (Q8), although Q9 is always a difficult question to interpret.  Seven modules scored poorly for both questions compared with two last year.  There were also two project/placement modules where the feedback related to Q12 on training to find relevant information.  On six modules the score was 2.90 or above and only just missed the cut-off score of 3.00.

Other than the marked change already noted in the feedback from Electronic & Electrical Engineering this year, other departments with an increase in low-scoring modules were Civil & Building Engineering, with four compared with one last year and the Wolfson School with an increase from three to five modules.  Happily both Aeronautical & Automotive Engineering and Chemical Engineering had a drop in the number of poor scores.

Only one module that received poor feedback this year was also listed last year (highlighted in bold on the above Table).  As last year no response was received from the member of staff contacted.
Action taken
We checked each module which had scored below the mean of 3.00.  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 would fix them automatically.

Outcomes 

Responses were received from 14 of the 25 module leaders contacted.  In two cases the module leaders were not contacted.  One of the modules was no longer running and the other was a project placement module and so no action was deemed necessary.  Outcomes achieved as a result of contact with each of the departments are summarised below.

Aeronautical and Automotive Engineering
This year there was a pleasing decrease in the number of modules receiving poor feedback.  There was also a higher rate of response from Departmental staff, with all six module leaders being contacted and five replying.  Great progress has been achieved with the help of Dr Andrew Watson (module leader for TTB208), who after discussion of the issues gave me an opportunity to give 1st year Aero Auto students an introduction to Library services in their first lecture of the year. 

I also entered into an enlightening dialogue with Dr Jane Horner (module leader for TTC041), who felt that the poor scores for her module are probably caused by the rigours of the course work she sets for the students: “Some students assume there will be a book in the library which will tell them exactly how to do the coursework. To my knowledge, no such book exists”.  Dr Horner was interested in the drop-in sessions I have organised this year for Aero Auto finalists, (Autumn 2008), and will advertise these sessions to her students next year, so they are aware that one-to-one help is available.
Chemical Engineering
Only one module was affected this year, a final year module showing poor responses to both questions.  The module leader was emailed but no response was received.
Civil and Building

There was a slight increase in modules receiving a below average score this year from one to four.  Responses were received for all modules.  Particular success was achieved with the one Semester 1 module which received a poor score for both questions.  Additional copies of titles were purchased and information literacy training was offered.  This offer was taken up and during Semester 1 this year 2nd year Civil Engineering students received information literacy sessions for the first time.  Of the Semester 2 modules, one is no longer running and had been delivered by a bought-in lecturer; reading list revisions were made to a second; and in relation to the third, which is suspended for this academic year, we received the response that “As far as we are concerned there are no issues with this module”.
Electronic and Electrical
Very disappointingly 11 modules received poor feedback this year, a stark contrast to last year.  All module leaders were contacted, but unfortunately only one responded, Mr Hackett (module leader for ELB006, and ELB007).  For the first of these modules Mr Hackett is investigating the LABView software used, to ensure we can stock books to support the current version.  For the second module, Mr Hackett is intending to talk to the students to ascertain why their perceptions are poor, and what would have helped them.

Three of the 11 are Postgraduate modules, and after discussion with the Library Liaison Officer, it was felt that the issue was a lack of copies of books which are in very high demand during the year due to the block teaching nature of the courses.  A programme of spending, including e-books where available, has been put into action.

For the remaining modules the poor feedback relates to Q9, the issue of help in the library.  Through liaison with Keith Gregory, I have delivered a series of sessions to various student groups, as part of an ongoing programme to give support where necessary.  These sessions are supplemented by the drop-in sessions which were trialled with finalists this year (Autumn 2008).  It is intended to review the sessions offered with Keith Gregory, in light of this module feedback, and to continue and expand the drop-in sessions.

Wolfson School

This year five modules received poor responses to at least one of the Library-related questions.  No action was taken with respect to two of these modules - one is not running this year, while the other is a project placement module rather than a teaching module.  Feedback from the other three modules was followed up with emails to the module leaders.  The Semester 1 module leader responded and believes that the module is a very practical one (drawing office and CAD systems) and that Q9 is not really relevant.  He offered the opinion that students may be “taking the opportunity to have a general grouse.”  The module leader for MMB300 was contacted by both myself and Tracy, offering both training and the possible purchase of further reading materials.  No response has been received.  This is disappointing given that this is the only module which also received poor module feedback last year.

A more satisfactory outcome has resulted from contact with the module leader for MMA100.  Communication has revealed that this is now a double-weighted module with a change in module leader.  In addition, the reading list is now out of date and the core texts have changed.  As a result, the reading list will hopefully be updated by the module leader and correspondence is currently taking place to establish which texts should now be purchased. 
Lizzie Gadd, Becky Jones, Stephanie McKeating, Tracy Marshall, Sharon Reid,
Jan 2009

Science Team
This document 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 and Q9: I was able to get help in the Library when I needed it.
Analysis of Science modules affected, last year’s figures in brackets:

	Department

	Q8

	Q9

	Total


	Chemistry

	0(0)

	0(0)

	0(0)


	Computer Sci

	1(1)

	1(2)

	2(3)


	Human Sci

	0(2)

	0(1)

	1(3)


	Maths
	1(2)

	2(5)

	3(7)


	Physics

	0(1)

	1(1)

	1(2)


	Information Sci

	1(1)

	0(1)

	1(2)


	Materials

	0(2)

	1(1)

	1(3)


	Total

	3(9)

	5(11)

	8(20)



	


For projects, an additional question was used: Q12: Training to find relevant information.  One module attracted a low score for this so overall nine modules scored low.  This is the best result yet for the Science Faculty team, beating the previous best of 17 into a cocked hat.  Chemistry had no low-scoring modules for the library questions.

Each Academic Librarian analysed the reading lists, catalogue of modules and provision of texts against numbers on each module.  For the three modules with low scores for Q8, additional copies were ordered and in one instance a reading list was created.  Texts have also been moved to shorter loan periods to improve availability.  Academic Librarians contacted lecturers to invite them to identify any other possible causes of low satisfaction.  It remains more difficult to discern reasons for low scores to Q9, and it may be worth pointing out 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 details of remedial action taken, appear below.

Human Sciences
In the module feedback the only course to receive a mean score below 3.00 was HUC350, a project module where the question was Q12: Training to find relevant information.  This was not a repeat from the previous year.  As a result of the feedback, the Academic Librarian has, in consultation with the module leader, arranged workshops timed to coincide with the project work for Semester 2 – this is in addition to the training session run for the module at the beginning of Semester 1.

Information Science
ISP434 was the only IS module to attract a low score, which was for Q8.  The lecturer was on maternity leave for that semester and will be revising the course content.  She agreed to order additional texts / copies through the reading list system as necessary.

Computer Science
There were two modules from Computer Science which required follow-up: COP505 and COA126.  COP505 module scored low on the books and resources question. This is not a ‘repeat offender’.  The lecturer was contacted but no response received.  COA126 scored low for the help when needed question.  This module previously scored low for this question in 2005/06.  The lecturer was contacted, and in order to promote the availability of library help, has agreed to include the Academic Librarian’s contact details on his Learn pages.

Materials

The MPB106 module scored low on the ‘help when needed’ question.  This is not a ‘repeat offender’.  The lecturer was contacted but no response was received.

School of Mathematics
One module attracted a low score for both questions.  In consultation with the module leader a reading list has been created and additional copies purchased.  Remedial action for Q9, the help in the library question, is more complex and the lecturer herself could not identify the problem, saying:

“No student has ever complained to me about not being able to get help in the library.  I don't know how often they even try to get help in the library.”

Physics

One module scored low on Q9.  In response the module leader suggested that:

“the only thing I can think of is the book on error calculus by Taylor. There may have been too few copies to satisfy the students. Apart from this there is not a lot they will need from the library. Project work is rather specialised and may require some searching, but I am sure that this information is available in the library. I hope this helps. I am sure that there is no major problem with the library provision for this module.”

As a precaution more copies of Error analysis by Taylor have been ordered.

Peter Lund, Ginny Franklin, Frank Parry, 17 December 2008.
SS&H Team
There has been a reduction in SSH modules scoring below 3.00 against the Library-oriented questions on the module feedback forms.  This year 29 SS&H modules received scores below 3.00 compared to 38 last year.  Seven of the modules are delivered in Singapore and therefore can be excluded from this report.

In Semester 1 eight modules (excluding those that can be ignored) gave the Library a score below 3.00.  In Semester 2, fourteen modules (excluding those that can be ignored) gave the Library a score below 3.00.

	
	2007/2008
	2006/2007
	2005 / 2006

	Semester 1
	13
	Approx. 17
	21

	Semester 2
	16
	21
	22

	Modules to ignore
	7
	9
	14

	TOTAL
	22
	38
	29


The team has had fruitful discussions with most departments regarding the low scores against the Library-related questions.  However, despite our best efforts one Department has not replied and one or two individual academics have not responded, despite reminders.

‘I received help in the Library when I needed it’
Five modules received low scores for the question “I received help in the Library when I needed it”.  This is a slight reduction on the previous year, where there were seven modules.  Most Departments are unsure why the Library may have received low scores for this question.

English and Drama recognise that their Drama students receive no formal guidance on how to find and use information.  They have therefore agreed that the Library can provide lectures and workshops on how to make the most of electronic information.  These will take place in 2008/2009.

‘The Library has the books and resources I need for this module’
22 modules received low scores for the question “The Library has the books and resources I need for this module”.  

Design & Technology received no low scores in either semester.  Geography only had one module that received a low score (in Semester 2).  For the first time since collating module feedback on the Library, no Semester 1 Business School modules scored below 3.00.  Sadly this trend did not continue in Semester 2, as five modules gave the Library scores below 3.00.

Low scores were generally 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.  Staff do tend to ask the students to say the questions are not applicable, but this does not always happen.

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

3. Whole modules receiving low scores for all aspects, including the Library questions.

4. Reading lists available, and multiple copies of items, but students seemed to struggle to use the reading list system and Library catalogue to find the material they required, especially electronic articles.  (The Library has offered to run a course for the students on how to find information efficiently.)

5. No one specific textbook was available for the module.

6. Reading lists available, but there were only a few items and / or not enough copies, and the students were competing to borrow them.
7. The Library being unaware of what resources were recommended as there were no online reading lists.  There does seem to have been an increase of lecturers putting reading lists directly onto Learn and not the reading list system.

8. Broken hyper links on the online reading list system and Learn causing frustration for the students.  (The Library now runs a monthly link checker to try and keep all the links up to date.)
Examples of feedback from lecturers:

07EAB501 Group Project 1

Much of the material taught is on the theatre of sub-cultures - women, black and gay - subjects for which limited resources exist.  There is a reliance on journal articles, rather than books, for material.  Students are not always consulting LION and rely too heavily on books.  Students feel that they have not been taught how to use the databases and that there is no help available in the Library.

The students are asked to buy primary texts, but they may not be able to afford to do this for all their modules, so have to rely on the Library for these items.  The Department does not like the Library to use funds for multiple copies of primary texts because they like us to use most of the funds to buy secondary material.  Sessions for the students on how to use the databases have been arranged.

07EAB917 Stage Media

Newish member of staff who has ordered material for his module but has not created a reading list.  Extra copies have been ordered of certain texts.  A reading list has been created and training offered on how to use the reading list system.

07EAB703 American Drama

Lecturer feels that there were not enough multiple copies of texts and that Library services need to be promoted more energetically to the students.  The Library has offered to run workshops for the students.

07EAC903 Devising and Performance

Lecturer is unsure why there was a low score as oral feedback from the students indicates that there is no shortage of materials available for the module.  Reading list is substantial.  This year the lecturer has offered students specific advice on which texts they should be studying most closely.

07EAC904 Adaptation for Stage and Screen

More copies of core texts required.  Discussions are taking place on what should be ordered.

07 SAA302 Communicating Concepts

This is a studio-based module for developing graphic skills, drawing, IT techniques and the use of photography, with a visit to a European city for a specific design event.  There is no reading list for this module.

07PEP601

Lecturer was surprised the module received a low score and spoke directly to the students: “Students I spoke to seemed surprised that the class had not given a higher rating in these areas.  I am sorry that I have not been able to give more insight, but you should be reassured that the rating does not seem to reflect the real perceptions of the students”.

07GYC320 Sustainable Cities in Globalization
This module has an extensive reading list, containing books and e-journal articles.  Some of the links to the e-journals became broken, due to the journals changing publishers.  This may have caused negative feedback.
07BSB110 Management Science

There are few books that do a good job of explaining some of the material. 

07B015 Company Law

Visiting lecturer and some issues getting the right books / right information

07BSB087 Comparative International Management

Various issues because of the lecturers used.  This module is not running this year.

07BSP055 Financial Derivatives and
07BSP142 Information Systems Strategy

Postgraduate students do not like buying books.

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 2007/8 were as follows:

	
	Pool Space
	Non Pool Space

	Rooms 
	9
	8

	AV 
	1
	2

	Total
	10
	10


The total of 20 negative responses is an improvement on last year where there were 26 scores under 3 (38 in 2004/5 and 41 in 2003/4).

Pool Space
10 of the responses relate to pool rooms
· The response of 2.83 regarding the suitability of AV was for room D202. Since then blinds have been fitted to ensure the projected image can be viewed clearly.

· Negative views regarding JB021 in the Sir John Beckwith Building from Chemistry. We are aware of the issues and try not to allocated the space. The room has loose chairs with tables in the arms which does not suit all styles of teaching and/or all students. Long term we need to look at reconfiguring the area.

· Looking at the responses no other patterns can be identified with individual teaching rooms of specific academic departments.

Non Pool Space

10 of the responses relate to modules allocated to non pool rooms.

6 of the 10 responses are from the Business School

Media Services, (now Facilities Management) have encouraged departments making room bookings to identify styles of rooms which best suit their teaching and learning styles. More departments are making use of this and a better match is perhaps being made and resulting in an improved experience. This is reflected in the feedback statistics.

Caroline Pepper

Teaching Support and Administration Manager

Student Feedback Scores – Computing Facilities – Semester 1, 2007-8 

Modules where “Computing Facilities” scored less than 3 out of 5.

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

	BS
	B660
	54
	2.92
	Investigation continuing.

	BS
	B650
	58
	2.67
	This module is taught entirely in Singapore.  Investigation continuing.

	BS
	B670
	48
	2.97
	We have been unable to determine the reason for this low score in retrospect but will monitor carefully in future.

	TT
	D006
	11
	2.60
	Analysis of responses reveals that students had an insufficient ‘U drive’ size quota to meet the needs of the module. IT Services will work with the department on providing a solution.

	DT
	C007
	11
	2.00
	Some students expressed mild to strong views on the computing apparatus for programming the microcontrollers.  This was a PC running the microcontroller IDE and a hardware programmer on Microsoft Windows 95 operating system in the electronics lab.  As there were only few students undertaking this module (less than 10 each year) this has never been an issue before.  

This issue has since been resolved. The IDE now runs on Windows XP in XX.0.23 and  additional hardware programmers have been installed.

	MM
	A410
	38
	1.0
	Room too hot and requests for the software to be available in the library.  I T Services and the department/faculty will consider environmental improvements, and discuss software availability with library colleagues. 

	PH
	C180
	4
	2.0
	Question not relevant

	MA
	A141
	31
	2.94
	Question not relevant


Student Feedback Scores – Computing Facilities – Semester 2, 2007-8 

Modules where “Computing Facilities” scored less than 3 out of 5. 
	Department
	Module
	No of forms
	Score for “Computing Facilities”
	Notes

	BS
	P192
	13
	2.75
	No apparent reason for the low score.  These are MBA students who made extensive use of LEARN.  They all had their own laptops and made extensive searches of the internet for this module.  After the forms were completed, one group of students were helped considerably by department IT support staff.  

	EL
	D005
	6
	2.20
	Noted as being due to inadequate software specification and testing by academic coupled with unrealistic student expectations.  Investigations ongoing.

	CV
	B055
	9
	2.67
	This module has no IT requirements – question irrelevant.

	TT
	C043
	43
	1.90
	Insufficient concurrent licenses to meet demand. Is being investigated at  faculty level.

	SA
	B347
	12
	2.90
	This module did not specifically address IT/CAD issues, however it did contain aspects of portfolio management. Some of these students did use their skills development to incorporate CAD software as best practice, whilst others employed more traditional graphic skills. Both means are seen as acceptable and no emphasis, in this module at least, is placed on one method of presentation alone.
It is though very understandable that young designers wish to have the most up to date skills at their disposal and the departmental IT facility provides a good range of workshops and online tutorials using modelling and desk top publishing software programs, for those that wish to use IT within their project work.  Throughout the academic year students are notified regularly about these sessions and encouraged to attend. Student licenses are also available for those want to pursue more advanced study.



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

	
	
	
	
	This particular year group did have some rudimentary sessions in IT as Part A students, and the opportunity to use the departments’ facility for further independent study during self-directed periods of study. It would appear to me that few took up this opportunity and their IT skills were underdeveloped when they commenced Part B of the programme.

Although the new Programme 3DD:New Practice, now in its second year, means that module SAB347 now no longer exists, improvements to the delivery of IT are regularly reviewed at our own 3DD programme meetings. With regards to modelling software instruction, it has been suggested that it would be beneficial to furnish the 3DD area with additional student access computers and software, to allow ongoing ‘in-house’ work using CAD, as a supplement to the general provision provided at the Fairburn Building. At the meeting of 12 October 08, it was agreed to action the booking of extra student time for Rhino/Mayo software instruction specifically for 3DD students. Another possibility might be the inclusion of software instruction that is project specific and tailored to meet the needs of 3DDesign practitioners. At the moment the students’ CAD experience is extra-mural and not embedded in the curriculum.


Student Feedback Scores – 2007-8 

Degrees where “CC” related items scored less than 3 out of 5.

	Department
	Degree
	No of forms
	Item
	Score
	Notes

	EA
	UB02
	12
	Help - CC
	2.80
	No apparent reason for low score. Lecturer will look out for opportunities to discuss this with students in the future. Areas in the department, such as the Leonard Dixon Studio, have little or no wireless network coverage.  IT Services has been alerted to this and will prioritise strengthening the wireless coverage in drama spaces. Drama spaces have new electronic, IT and Media facilities, including  LCD projectors, Mini Macs, CD/DVD players, speakers, etc.)  The use of this equipment in these spaces is still relatively new and the staff expertise in supporting them is improving.

	PH
	UM01
	4
	Networked Software - CC
	2.33
	Students were commenting on the software provision within the Physics resource centre, and the requested software has now been installed.


