
Item 11 
Senate 18.05.16 

Student Experience Committees 
 
Summary  
 
The University’s Senate and Executive Committee each take an overview of the quality of the 
student experience and discuss what works well and where we could do better. As part of this 
process, each of these groups receives a report from the School Student Experience Committees. 
It is obviously very important to us that we can answer to the issues raised and wherever possible 
take steps to improve the student experience.  
 
One action required. 
 
 
Recommended Action 

Senate is asked to receive the report. 
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Student Experience Committees 

April 2016 
 
1. Information Services 
 
IT 
 
Over the last four years, the University has significantly invested in IT. This has resulted in our 
highest student satisfaction score of 90% last year. We continually strive for improvement and 
have launched a number of initiatives to further improve the student experience. 
This year the feedback we have received from students at Student Experience Committees have 
been very positive particularly in response to the Managed Print Service. 
The Managed Print Service was well received by the students and has introduced a number of 
benefits to students: 

1. Email to print – students can now email managedprint@city.ac.uk to print any document 
wirelessly from any device including tablets and phones within the University and from 
home. 

2. Follow me printing – students can now collect their printouts from any printer open to 
students across the campus. 

3. Print cancellation – students are no longer charged for printing in error as all printouts not 
collected for 24 hours are automatically deleted. 

This year we have worked with Action on Hearing Loss (formally RNID) to implement an 
improved service to our students with Hearing Loss by innovating our hearing loops to Portable 
Hearing Loops (PILs). Students will now have their own Roger Pen and MyLink neck loop 
receiver for the duration of their studies for both their academic and social lives at City. We hope 
students will be able to take advantage of this throughout the summer term and in a greater 
number next year. 
 
Students have requested more access to computer labs in the College building on evenings and 
weekends. The labs are currently closed at this time in line with PAF operational procedures for 
security and health & safety. To meet student demands, IT do have three 24 hour labs in the 
Drysdale building available to students. 
 
Students have also provided feedback that the look and feel of the Moodle course pages make 
them difficult to navigate and the information could be clearer. We have an upgrade to Moodle 3 
scheduled in June 2016. We are also working with colleagues in LEaD to review the content and 
improve consistency across the pages. 
 
Students are reminded that they are entitled to free Microsoft packages a total of ten personal 
devices during their studies. We also inform students that there is a full suite of software available 
to them to support their studies.  
This academic year we have had a 99.96% up time for wifi and 100% for our network, however 
very occasionally the wifi and network are slow or unavailable so we encourage students to log 
these incidents with the IT Service Desk so that we can track these incidents and make 
improvements as required. Students are also encouraged to log any faults with machines as well, 
so that they can be fixed as soon as possible. 
 
We welcome feedback from students and colleagues in Senate in order to further improve our 
service offering. All comments can be directed to itcommunications@city.ac.uk. 
 
 

mailto:managedprint@city.ac.uk
mailto:itcommunications@city.ac.uk
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Library Services 

In response to student feedback on library inductions, we have introduced a new programme 
“Library Essentials”.  This offers students a 30 minute refresher session giving an overview of the 
range of resources and services available from Library Services.  This includes an introduction to 
CityLibrary Search enabling students to find print and online resources, access reading lists, 
manage their library account and get the most of our library facilities. 
 
24/7 library opening has been provided around the January and May exam periods at 
Northampton Square and Cass libraries in 2015/16. 
 
To help meet demand for study spaces around exam periods, we have introduced bookable 
study places on Level 5 of Northampton Square Library.  Following a successful pilot in May 
2015, this is now offered during the Undergraduate revision and exam periods making 20 
individual study places available to book in 2 or 3 hour slots. 
 
£1.5million has been invested in new educational and research library resources during 2015/16.  
Our Library Academic Services team work closely with colleagues in the Schools and 
Departments to make sure we have the resources that are essential to your learning.    Our More 
Books and Read for Research initiatives enable students and researchers to recommend further 
additions to our collections:  https://www.city.ac.uk/library/resources/new-purchase-request 
 
A new FAQ service was launched through the Library Services website in February 2016 with an 
ever growing range of questions to help students find out more about our services and resources.  
This complements our popular online chat service which gives students a facility to contact 
Library Services with enquiries when they are away from the University. 
 
2. Property and Facilities  
 
Over the last twelve months, Property and Facilities have continued to introduce high quality new 
spaces and facilities in many of our buildings. Critically, these have been designed following 
feedback from students via the NSS, SECs and by close liaison with LEaD on detailed design of 
seminar and lecture space fixtures and fittings. 
 
Most notably, PAF have completed the stunning new Optometry and Speech and Language 
Therapy Clinics in Tait, along with the opening of final phase of the Lecture Spaces project in the 
basement of Drysdale Building (a project that has contributed 900 lecture seats at Northampton 
Square, 15% of capacity).  
 
We continue to actively seek feedback when designing new spaces. Following discussions with 
Academic Services and the Students’ Union, we have opened a number of feedback channels for 
the imminent Tait Level 1 Amenity project (via SECs, online form, Level 1 Walkway options 
display). This follows on an earlier exercise during scheme design to establish what type of 
facilities students would like to see in Tait.  
 
From May, we will begin implementation of this project whilst using student feedback to design 
furniture styles and layouts. When completed in 2017, these works will provide spaces for clubs 
and societies, a multi-faith area, new cafeteria, social/study spaces and a revitalised courtyard in 
Tait level 1. 
 
At an operational level, we have also responded to requests received via SECs during the last 
year. We have opened a ‘microwave room’ in University Building and introduced hundreds of 
lockers.  
 

https://www.city.ac.uk/library/resources/new-purchase-request
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Property and Facilities respond daily to issues such as access, cleanliness, timetabling through 
our Service Desk (x7777). Please do call this number if you wish to report anything which is 
broken or not as it should be. 
 
3. Catering 

Sodexo are really keen to listen to feedback from students, and have a dedicated Student 
Experience Manager who is responsible for collating feedback and organising activities and 
special events for students. Beginning with a very successful Welcome Week (with suppliers 
such as Malteasers and Innocent Smoothies coming in and fun, food-based games across 
various locations) Sodexo have so far run over 22 engagement campaigns around food 
sustainability, nutrition, healthy eating, portion size, feedback and Fairtrade. This year Sodexo 
organised for an Aspretto coffee grower to visit from Peru and talk to staff and students about the 
importance of Fair Trade for local communities.  

Based on helpful feedback provided at the Student Experience Committees, Sodexo have 
introduced a number of improvements to their service. In order to ease queues and congestion 
during peak times in both the main Refectory and Costa Coffee, they introduced extra support 
staff members to serve, which saw a reduction in queue time by 3-4 minutes. Following a 
comment regarding later opening hours Sodexo undertook an online survey to better understand 
student’s needs for services outside of the current opening times. They will be running a two 
week trial of later opening hours commencing Tuesday 3rd May and measuring sales before 
reporting back to students on the success of the trial via social media. 

Prices in the Refectory and across the University continue to be extensively benchmarked 
against local competition and high street competitors, and Sodexo are committed to providing 
students with the best value for money.  Benchmarking is shared with students via the committee 
moodle pages, as well as verbally in the meetings. As part of this ongoing commitment to offering 
food for all budgets, Sodexo will be introducing a more varied price banding system as of 
September, as well as hot pastas for just £3 on the Originals counter every day.  

In response to comments about the salad bar, Sodexo undertook two student surveys to 
understand what students want from their salad counter and will be using this feedback to 
rejuvenate the offering for September. As well as this they have introduced a new healthy focus 
‘Guest’ option, which includes superfoods such as avocados and kale, which has been included 
into their Guest counter rotation.  

Responding to comments around City Bar, Sodexo have introduced a wider range of craft beer 
and now feature two guest bottled beers, which change on a monthly basis. These are advertised 
on a chalk board at the bar. They have also changed their house wine responding to feedback 
from students on taste, and reduced the price by 50p to remain competitive against other student 
focussed bars.  

If you have any comments or feedback regarding the catering service please contact Sophie 
Austin and she will be more than happy to help you. You can reach Sophie on any of their social 
media accounts: 
 
Twitter : @EATC1TY    Facebook: www.facebook.com/eatc1ty 
 

You can also email her directly: Sophie.austin@sodexo.com 
 
4. Careers, Student Development and Outreach 

The Careers Service is involved in employability activities which contribute to the work of Student 
and Academic Services. Key areas covered in relation to improving our service include: 

http://www.facebook.com/eatc1ty
mailto:Sophie.austin@sodexo.com
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• The Careers Team worked collaboratively with Student Development on setting up a new 
Employability Award initiative. The employability award will enable City to recognise the 
value of students’ participation in co-curricular activities for employers and for their own 
personal development. We are preparing to run a pilot scheme in Civil Engineering and 
Journalism programmes in 2016/17, with the hope that we will be able to roll it out across 
the university if successful. 

• The Careers Service met and surpassed all the HESA set response rates for the 
Destinations Survey 2014-2015. 

• The Careers Consultants were very busy in the Autumn term with 1798 attended 
appointments, out of which 93% were current students and 7% were graduates. 

• 3 PhD students were recruited as Application Advisers to help the CC team in the Spring 
term. 

• The Employability Skills Programme (ESP) continues to be very popular amongst 
students. The Autumn ESP comprised of 18 sessions with 3581 Bookings and a total of 
2530 Attendees (814 Individuals). The Spring ESP comprised of 8 sessions sponsored by 
Bloomberg and with over 500 students participating (184 Individuals). 

• The Employer Engagement Team together with The City Law School launched the Micro-
Placement Programme. The Micro-Placement Programme is a competitive scheme (32 
placements) which offers 1st and 2nd year Law students placements in non-legal industries 
to increase students’ employability and commercial awareness. The pilot scheme 
attracted 116 students. If successful we will consider how this may be rolled out to other 
Schools 

• The Unitemps team continues to offer paid part-time work around campus, and 
increasingly with local businesses. So far this year Unitemps have filled 3726 
Assignments: 67% filled by undergrads, 13% Post Grads, 2% Grads and 18% 
(Other/Invigilator/External); 20% of the students were international. 

• The Unitemps team continues to successfully grow the Santander funded internship 
scheme: 10 placements and 4 internships were filled with local employers 

• CityBuddies grew so that we were able to support 1068 new students across all academic 
schools. We are adapting our feedback mechanisms to ensure that we are picking up 
more messages from both CityBuddy mentors and mentees about how the scheme can 
be further improved. The scheme is shortlisted for the inaugural National Education 
Opportunities Network Widening Access Initiative (Retention and Success) Award.  

• Our Community Volunteering service is developing videos as a way to promote existing 
student-led volunteering projects and seeking to grow membership of these teams. We 
are also developing a package to support new project leaders by sharing best practice 
and lessons learned through a handover document and video which outlines key points in 
an engaging way. 

• Professional Mentoring continues to develop each year in response to student feedback 
(though the vast majority is extremely positive!) – we have implemented a workflow in 
CareersHub which streamlines the recruitment process, enabling all applicants to 
understand where they are in the recruitment process. We are looking to provide Personal 
Tutors information about their students engagement in the scheme so that they are able 
to discuss all elements of the student’s experience. 

• Experience City had a great first year and is proving to be a valuable resource. In 2014 / 
15, 9700 users visited the site 13,700 times, viewing 41,000 pages of information. We’ve 
taken on board feedback from a number of students and begun work on making a few 
design changes to enhance its usability. We hope to improve its integration with the 
Student Portal and Careers website in the coming months. 

• Continued provision of high quality services during a full team re-structure as part of the 
merger of Student & Academic Services and Careers, Student Development and 
Outreach. 
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5. CitySport 
 
Introduction 
This is a brief summary of TeamCity and CitySport activities, up to the 14th of April, 2016.  
Overall, this represents a full year of trading for CitySport, and takes the majority of Student 
Sports teams to the completion of the national University competitions/leagues.   
 
TeamCity 
Student Sport continues to see an increase in participation, with a total of 457 students involved 
in Teams and Individual competition.  Highlights for the season include City’s first GOLD medal at 
the University Nationals in Fencing (Florina Minzat, Engineering) and a SILVER medal in Judo 
(Zulfukar Ablikim, CASS), along with strong performances in Badminton and Indoor Climbing. 
 
City had 4 teams progress to the semi finals within the South Eastern Conference Cup, with 
Women’s Volleyball and Men’s Badminton progressing to the finals.  Gold was won by Volleyball, 
and Badminton picked up a well-deserved Silver.   
 
TeamCity was also proud to collaborate with the Students’ Union official signing of the Sports 
Charter for Action, which tackles bullying and harassment within Sport.  Student/Athletes showed 
their support by wearing Rainbow Laces during LGBT+ month. 
 
CitySport 
CitySport has now been open to students, staff, alumni and the local community for over 1 year.  
During this time, we are happy to report that membership has been strong within the student 
category, with over 75% of members being involved in HE. 
 
Usage from Student Societies has been high, with Bhangra, Dance, and other groups using the 
facility through the Students’ Union.  Several initiatives were held during this time, from Women’s 
Only classes, Jamaican Dancehall, Dance Workshops, Hip Hop Master Classes, Dodgeball 
Tournaments, Holiday themed sporting activities, Futsal and High Intensity Training Classes.  We 
will continue to look to shape the activities from feedback, and participation levels to ensure a 
varied, but productive programme. 
 
Summary 
It has been a very busy year, however; there is still much to do.  We can however, feel proud of 
the following awards/nominations:  Vice Chancellors Award for most improved Student 
Experience, shortlisted for The Guardian University Awards (Buildings that Inspire) and continued 
positive feedback from our students.  We look forward to building as diverse and inclusive a 
programme as possible, and welcome any suggestions as we build our new ‘Direction for Sport 
and Leisure Services’.   
 
 
 
 
 
 
Shereen Sally and Megan Butler 
Student and Academic Services 
April 2016 


