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Executive summary 
 
This paper gives an analysis of 2020 NSS results and overview of actions taken and 
planned for 2020-21. The body of the paper is in four sections:   
 
1. High level analysis of NSS 2020 results including updated RAG rating of lowest 

performing courses. 
2. An overview of actions taken, in the context of planning the Covid-ready emergent 

education offer and wider student experience for 2020-21, to address institutional poor 
performance, and an update on work commenced in 2019 to address NSS poor 
performance 

3. Detailed analysis of NSS 2020 including a high level EDI analysis  
4. Appendices A to J containing more detailed data and information on NSS 2020 results, 

and important news on the future of NSS from Government and OfS. 
 

An earlier version of this paper, including School summary action plans and analysis of 
School literals, and a high-level EDI analysis, was considered by the Executive Board on 
14th September 2020. A shorter version of this paper was considered by SipCo on 24th 
September 2020 and has now been sent to Council for consideration on 9th October.  
 
Excepting a few programmes, our performance is clearly unacceptable and puts City in a 
highly vulnerable position in relation to league table positions, student recruitment 
consequences, and, even more fundamentally, City’s values and institutional pride. The 
newly-formed Executive Board is committed to addressing poor performance and will be 
prioritising action on student satisfaction and NSS throughout 2020-21. 
 

Action(s) required 
from the Committee: 

 
A. To discuss and endorse the actions plans outlined in the 

paper 
 

 

The table below outlines which committees/groups have already seen the report and the 
resulting outcome/action from discussions. 
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Committee 
date Committee title Outcome/action Action 

date 

Paper 
version 
number 

14th September Executive Board Approved 14th 
September  

1 

24th September SIPCo Approved  24th 
September 
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7th October Senate   3 
9th October  Council    4 
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NSS analysis 2020 and action planning 2020-21 

Introduction 

This paper gives an analysis of 2020 NSS results and overview of actions taken and planned for 2020-
21. The body of the paper is in four sections:   

1. High level analysis of NSS 2020 results including updated RAG rating of lowest performing 
courses. 

2. An overview of actions taken, in the context of planning the Covid-ready emergent 
education offer and wider student experience for 2020-21, to address institutional poor 
performance, and an update on work commenced in 2019 to address NSS poor performance 

3. Detailed analysis of NSS 2020 including a high level EDI analysis  
4. Appendices A to J containing more detailed data and information on NSS 2020 results, and 

important news on the future of NSS from Government and OfS. 

An earlier version of this paper, including School summary action plans and analysis of School 
literals, and a high-level EDI analysis, was considered by the Executive Board on 14th September 
2020. A shorter version of this paper was considered by SipCo on 24th September 2020 and has now 
been sent to Council for consideration on 9th October.  

Excepting a few programmes, our performance is clearly unacceptable and puts City in a highly 
vulnerable position in relation to league table positions, student recruitment consequences, and, 
even more fundamentally, City’s values and institutional pride. The newly-formed Executive Board is 
committed to addressing poor performance and will be prioritising action on student satisfaction 
and NSS throughout 2020-21. 

NSS 2021 

The coming academic year is unique. Nearly every aspect of the student experience that impacts on 
NSS is changing: teaching, learning and assessment, student support, community, and student voice. 
Our performance in NSS and our institutional KPI in 2021 will therefore depend on: 

• How our response to the pandemic is viewed by those entering the final year of their 
programme 

• The quality of the online and on campus experience in 2020-21 
• Our ability to rapidly respond where plans need to be amended based on student feedback or on 

changing external factors. 

In consequence, our focus since May, via Education and Student Committee and supporting groups, 
has been on intensive preparation for this unique year, including: 

• Revised educational offer for each programme taking account of student views 
• Training and preparation for online education and student experience 
• Training and preparation for education in a socially-distanced campus setting 
• Revised approaches to Student Voice and Student Engagement 
• Approaches to monitoring and responding early and swiftly to in-year feedback and issues 
• New overall student support model, including approaches to ‘digital’ and ‘space’ poverty 

The opportunity afforded by the challenges of the pandemic have meant that nearly all staff have 
pursued intensive professional development for online teaching and assessment, and we have also 
redesigned our student support model. Education and Student Committee and its task and finish 
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groups continue this work on planning and implementation of 2020-21, and will report regularly to 
the Executive Board. 

Student experience during and beyond 2020-21 

In early 2020, pre-Covid, ET and Deans agreed that an institutional cultural shift was needed in 
relation to attitudes to and focus on education and student experience. Post-Covid, staff 
professional development for online education, and the intensive preparation for 2020-21, were 
accompanied by an emphasis in communications over the summer to prioritise education and 
students over research and other professional duties. The Executive Board will continue this theme 
through 2020-21. 

We will also make progress on previously agreed institutional priorities that were put on hold during 
Covid. These include those agreed by ET and Deans in early 2020 that support the institutional 
cultural shift and a focus on students: 

• Clear statement of expectations for academic staff engagement with education and students, as 
part of a broad definition of the ‘City Academic’. 

• Clear understanding and definition of the Programme Director and Head of Department roles 
and that there is clarity between these roles and the local professional services (e.g. Course 
Officer, Student Welfare Officer). 

• Continuing review of the leadership and management of all programmes, with the aim of 
developing a high performing cadre of Programme Directors and Heads of Department. 

We will also: 

• Continue to progress medium-term strategic initiatives on student engagement, student 
support, inclusive curriculum and teaching and learning practice, addressing attainment gaps, 
and embedding employability in the curriculum, as set out in the Education and Student Strategy 
delivery plan. 

• Undertake and monitor progress on each School’s (programme’s) specific action plans that 
address NSS, Your Voice and other feedback.  

• Change the nature and frequency of the way we listen to and respond to our students both to 
improve NSS but also in the context of the different modes of delivery for 2020-21 (this connects 
to the work already undertaken on Student Voice and Student Engagement for 2020-21). 
 

The final item on listening to and responding to our students is of paramount importance for 
improved NSS 2021 performance, and will be a key initial focus for the Executive Board in 2020-21. 
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1. High level Analysis NSS 2020 

City is now in the bottom 10 nationally for both overall satisfaction and our student experience KPI. 
Four other London providers are ranked in the bottom 10; Middlesex (121st), University of the Arts 
(127th), Ravensbourne (128th) and Goldsmiths (129th). 

Our results by question show that our score for every question is at a four-year low. 

On overall subject performance, only six out of 26 subject areas saw an improvement in overall 
satisfaction (Question 27) compared to last year, with 15 subject areas having a decrease in score. 

The literals and scores 2020 show that overall student satisfaction is not being consistently delivered 
for our students. Scores are stagnating at low levels or falling for the following categories: 

• high quality stimulating and relevant teaching  
• learning opportunities, particularly the opportunity to apply learning 
• academic support and guidance 
• strong mechanisms for assessment and feedback  
• well-organised programmes  
• high-quality learning resources 
• student voice 
• Lower levels of satisfaction with community and sense of belonging is also notable for 2020  

An analysis of the literals indicates the impact of industrial action is localised to specific programmes 
and is particularly evident where it has impacted on students across several successive years. Direct 
references to the impact of Covid-19 are few as the majority of students completed the NSS ahead 
of the disruption of the pandemic and emergency actions that were taken.  

City’s rank by Theme/Question 

An analysis of City’s performance by theme/question usually highlights areas of relative strength and 
weakness. However, the analysis this year emphasises the scale of City’s underperformance and 
highlights the breadth of issues which have contributed to our poor NSS scores. Looking at our 
results by question our score for every question is at a four-year low. 

In terms of question themes, City is ranked 100th or below in eight out of 10 areas whilst it is ranked 
120th or worse in seven out of the 10 themes. In terms of questions, City is ranked 100th or below in 
22 out of 25 questions whilst we are ranked 120th or worse in 16 out of 25 questions. Our sector 
rank for each theme is shown in the table below. 
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The impact on national league tables will be substantial, particularly in the Guardian guide due to be 
published in September alongside the Times Good University Guide. The Guardian, which is 
particularly education-focussed, allocates a weighting of 25% across three NSS metrics. The table 
below shows our institutional rank in the questions used by the Guardian. This will impact negatively 
on student recruitment activities for 2021/22. 
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Overall Subject level Headlines  
 
The largest positive movement came in the following subject areas: 

• Midwifery, +14% for overall satisfaction, moving up 30 places from 45th to 15th. 
• Accounting, +2.1% for overall satisfaction, moving up 18 places from 67th to 49th. 
• Medical technology, +6.8% for overall satisfaction, moving up 10 places from 12th to 2nd. 

 
There was positive movement in year-on-year score in areas such as Mechanical Engineering and 
Sociology although both areas remain ranked towards the bottom of their respective subject 
rankings. We are ranked in the top 20 nationally (out of HEIs included in the TGUG) in the following 
subjects: 

• Medical technology – ranked 2nd out of 27 providers 
• Midwifery – ranked 15th out of 50 providers 
• Adult nursing – ranked 18th out of 63 providers 
• Ophthalmics – ranked 8th out of 12 providers 

 
Looking at overall subject performance, only six out of 26 areas saw an improvement in overall 
satisfaction compared to last year, with 15 subject areas having a decrease in score. 

Six subject areas have year-on-year reductions in overall satisfaction of more than 15%: 

• Journalism, -24.8%, falling 17 places from 37th to 54th 
• Civil engineering, -23.6%, falling 5 places from 48th to 53rd 
• English studies, -21.7%, falling 54 places from 1st to 55th 
• Aeronautical and aerospace engineering, -20.3%, falling 18 places from 11th to 29th 
• Business studies, -19.5%, falling 80 places from 18th to 98th 
• Politics, -16.6%, falling 44 places from 29th to 73rd 

 
 
RAG rating for high risk programmes  
 
Table A gives RAG rating for low performing programmes based on performance in NSS 2020 
internally and comparatively to the sector, longer term trends, impact on City’s Student Experience 
KPI, and School priorities.  This year we have been cautious in terms of RAG rating items as the 
coming academic year is unique. Nearly every aspect of the student experience that impacts on NSS 
2021 is changing (and it will impact on 2022 too). Therefore, we have used a four-box RAG rating 
system of 'green, amber-green, amber-red and red' to indicate the higher risk for 2021 (and 2022) 
and the fact that even programmes we would usually expect to perform more strongly may be 
impacted by other factors.   
 
For the majority of programmes the longer-term institutional improvement drive centres around the 
longer-term work on embedding cultural change: 

• Clear statement of expectations for academic staff engagement with education and students, as 
part of a broad definition of the ‘City Academic’ (as determined by ET & Deans in early 2020) 

• Clear understanding and definition of the Programme Director and Head of Department roles 
and that there is clarity between these roles and the local professional services (e.g. Course 
Officer, Student Welfare Officer) 
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• Continuing review of the leadership and management of all programmes, with the aim of 
developing a high performing cadre of Programme Directors and Heads of Department 
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Table A – low performing programmes 2020 -21 RAG rating  

Programme  NSS 2021 actions and risks RAG  NSS 2022 actions and risks RAG  
Law      
 

Clear action plan to address areas of concern – 
assessment and feedback (work to date had a positive 
impact on Your Voice 1 results in this area), Academic 
Support, Learning Community (online in particular), 
student Voice (closing the feedback loop). 
 
There are risks around staff capacity with reduction in 
Visiting Lecturers for 2020-21 
 
There is ongoing work to address cultural changes to 
embed good practice around education and student 
experience linked to work on City Academic 

 Ongoing work to change in culture towards education 
and student experience linked to work on City 
Academic 
 
Improved personal tutor and wider student support 

 

 

SASS  

Journalism  

International politics 

Economics 
 
Sociology 

The results do not indicate that there should be 
priority programmes. This is a systemic issue and needs 
to be addressed across the entire School. Education 
and Student Experience – will be the number one 
priority in the next year. 

Increased group personal tutorial provision and 
embedded increased contact opportunities 
 

 
 

Ongoing work to embed good practice around 
education and student experience linked to work on 
City Academic including;   

• A review of Assessment and Feedback 
practices (of all programmes – building on 
phase 2 of the Assessment and Feedback 
review 2018/2019)  
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Programme  NSS 2021 actions and risks RAG  NSS 2022 actions and risks RAG  
 
Psychology  
 
 

School Task and Finish Group led by the Dean and 
involving HODs and ADs to develop clear NSS actions 
plans. 

Re-aligned staffing in the School of Arts Office to 
create further Student Support Officers to help co-
ordinate and centralise support activities, especially as 
we will be operating in a predominantly online learning 
environment. 

 

• Ensure excellent communication to students, 
reinforce baseline comms expectations of 
academic staff and ensure that feedback on 
student feedback happens routinely. 

 

Computer Science The priority areas for SMCSE are focused on  
i) assessment – action plan to improve clarity of 
assessment scheduling and oversight of feedback.  
ii)action plan to improve feedback related 
communication with students 
iii) ensure quality online provision of teaching 
materials 
iv) support for students who education has been 
disrupted due to the Covid-19  
 

 Enhanced Learning Initiative (ELI) 2020-21 project 
 
The initiative will implement the following three 
principles: 

- A student and staff led initiative, focused on 
UG students 

- The initiative will focus on long term changes 
(within a 3-year horizon), while implementing 
‘low hanging fruits’ on the way 

- Will utilise the best practices from inside and 
outside City 

 

 
 

  

Civil Engineering  The priority areas for SMCSE are focused on  
i) assessment – action plan to improve clarity of 
assessment scheduling and oversight of feedback.  
ii)action plan to improve feedback related 
communication with students 

 Enhanced Learning Initiative (ELI) 2020-21 project 
 
The initiative will implement the following three 
principles: 

- A student and staff led initiative, focused on 
UG students 
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Programme  NSS 2021 actions and risks RAG  NSS 2022 actions and risks RAG  
iii) ensure quality online provision of teaching 
materials 
iv) support for students who education has been 
disrupted due to the Covid-19 
 

- The initiative will focus on long term changes 
(within a 3-year horizon), while implementing 
‘low hanging fruits’ on the way 

- Will utilise the best practices from inside and 
outside City 

 

 

Electrical and Electronic Engineering  The priority areas for SMCSE are focused on  
i) assessment – action plan to improve clarity of 
assessment scheduling and oversight of feedback.  
ii)action plan to improve feedback related 
communication with students 
iii) ensure quality online provision of teaching 
materials 
iv) support for students who education has been 
disrupted due to the Covid-19 
 

 Enhanced Learning Initiative (ELI) 2020-21 project 
The initiative will implement the following three 
principles: 

- A student and staff led initiative, focused on 
UG students 

- The initiative will focus on long term changes 
(within a 3-year horizon), while implementing 
‘low hanging fruits’ on the way 

- Will utilise the best practices from inside and 
outside City 

 

 

 

Mechanical and Aeronautical 
Engineering  

The priority areas for SMCSE are focused on  
i) assessment – action plan to improve clarity of 
assessment scheduling and oversight of feedback.  
ii)action plan to improve feedback related 
communication with students 
iii) ensure quality online provision of teaching 
materials 
iv) support for students who education has been 
disrupted due to the Covid-19 
 

 Enhanced Learning Initiative (ELI) 2020-21 project 
The initiative will implement the following three 
principles: 

- A student and staff led initiative, focused on 
UG students 

- The initiative will focus on long term changes 
(within a 3-year horizon), while implementing 
‘low hanging fruits’ on the way 

- Will utilise the best practices from inside and 
outside City 
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Programme  NSS 2021 actions and risks RAG  NSS 2022 actions and risks RAG  
BSc in Business Management    This has replaced poorly performing Business studies 

programme and Management courses. It is a priority 
that this programme performs well in its first NSS year  

Plans are in place to obtain early feedback from 
students on their experience of both remote and face 
to face learning and to react quickly 

The focus of academic staff for 2020-21 is the delivery 
of a quality learning experience in a world of blended 
online and face-to-face teaching 

 

 

 The quality of information flow from programmes 
(and other parts of the university) to students needs 
to be improved 

Continue to work with faculty on issues related to 
assessment and feedback, including the clarity of 
assessment criteria and the quality of feedback to 
students. 
 

 

 

BSc in Investment and Financial 
Management  

Remedying the issues underlying the reduction in 
satisfaction related to a particular year 3 module  

Plans are in place to obtain early feedback from 
students on their experience of both remote and face 
to face learning and to react quickly 

The focus of academic staff for 2020-21 is the delivery 
of a quality learning experience in a world of blended 
online and face-to-face teaching 

 

 The quality of information flow from programmes 
(and other parts of the university) to students needs 
to be improved 

Continue to work with faculty on issues related to 
assessment and feedback, including the clarity of 
assessment criteria and the quality of feedback to 
students. 
 

 

 

BSc Speech and Language Therapy  
 

Specific focus on organisation/timetabling and clinical 
placements 
 

 Ongoing engagement with University initiatives to 
improve student experience and satisfaction. School-
led initiatives focused on placement/practice 
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Programme  NSS 2021 actions and risks RAG  NSS 2022 actions and risks RAG  
Intention to launch a ‘you said we did’ communication 
strategy across term 1, rather than wait until later in 
the academic year. The aim of this is to ensure a timely 
and responsive approach to student feedback 

 experience, progression, race equality, and 
employability.  
 

BSc Child Nursing Specific focus on communication in relation to 
placements, as well as some elements of organisation 
and support 
 
Intention to launch a ‘you said we did’ communication 
strategy across term 1, rather than wait until later in 
the academic year. The aim of this is to ensure a timely 
and responsive approach to student feedback 

 Ongoing engagement with University initiatives to 
improve student experience and satisfaction. School-
led initiatives focused on placement/practice 
experience, progression, race equality, and 
employability.  
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2. Actions  

2019-20  

In 2019 -20 the following institutional actions were agreed via the ExCo Student Satisfaction Working 
Group to improve performance   

(a) Short term tactical and focused on NSS 2020  

(i) Dedicated support for nine programmes that had largest negative impact on student satisfaction 
KPI ahead of NSS 2020 (Appendix C).  All nine of the programmes performed in line with 
expected performance for 2020, with the exception of Midwifery which improved more swiftly 
than anticipated and is the most improved course.  It was recognised that the NSS reflects on 
overall student experience and therefore can take longer than an academic year to see 
improvement at a programme level.    

(b) Medium to long term – 2020 and beyond  

(i) Review the leadership and management of all academic programmes, with the aim of 
developing a high performing cadre of Programme Directors and Heads of Department.   

(ii) Develop a clear understanding of the Programme Director role, its expectations and support.  
(iii) Develop a clear statement of expectations for academic staff engagement with education and 

students (became an initiative to define the ‘City Academic’) 
(iv) Explore use of behavioural economics to encourage academic colleagues to support students.   
(v) Schools to review their staffing plans this term with the aim of recruiting an increasing 

proportion of academics on Education Role Profiles / Education Contracts to start after the 2020 
REF deadline.   

(vi) Reconsider planned level of institutional growth (200 to 300 students a year) from 2020 
onwards.  

In terms of progress, on action (ii), the planned changes to Heads and Programme Directors set out 
in Council papers last year went ahead. Actions (iii) and (iv) were started in early 2020 but were 
paused to respond to the impact of Covid-19. Action (v) remains for exploration later in 2020-21. On 
(vi), staffing plans were reviewed for 2020-21 with more educational support roles recruited, and 
academic workload models have been adapted to support delivering the education and student 
offer in 2020-21. On (vii), In the original March plan we planned to grow intake by 194 students in 
2020/21 and 115 in 2021/22. However, due to the impact of Covid-19 the plan was revisited in July, 
which led to a reduction in planned growth.  

 (c)  Good survey management  

A review of the overall university survey campaign was undertaken and the campaign was started 
earlier (this reduced impact of strike action on results) to support student engagement with the 
survey. Given disruption of Covid-19 in March and Industrial Action from late February the overall 
response rate of 69.43% is regarded as a success (although -5.61% compared to 2019).    

(d) Education and Student Strategy   

A further refresh of the Strategy’s operational plan was completed in February 2020 to ensure it 
included: the detailed employability plan; alignment with the new Students’ Union Strategy; to meet 
the commitments in our recently approved Access and Participation Plan, and in the Equality, 
Diversity and Inclusivity (EDI) Strategy. The updated implementation plan aligned with work arising 
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from the ExCo Student Satisfaction Working Group since successful strategy implementation will 
depend on making progress with staff engagement with education and students.   

Action plans 2020-21 

Improvement in the institutional student satisfaction KPI for 2021 will be dependent on the delivery 
of a high-quality education offer and student experience both online and in person for 2020-21 and 
the ability to rapidly respond where plans need to be amended based on feedback or external 
factors. 

Despite the different delivery modes, the educational offer and student experience for 2020-21 
continues to depend on the core elements measured by NSS: 

• high quality stimulating and relevant teaching  
• learning opportunities, particularly the opportunity to apply learning 
• academic support and guidance 
• strong mechanisms for assessment and feedback  
• well-organised programmes  
• high-quality learning resources 
• student voice 
• community (lower levels of satisfaction with community and sense of belonging is notable 

for 2020)  

The changed mode of delivery for both students and staff and the increased remote nature of the 
experience presents further challenge, particularly in terms of programme organisation and 
management and communication with students, which are currently particularly low scoring areas.  

The Education and Student Committee was made responsible for developing and overseeing the 
2020-21 education and student offer and will continue to report on work to address student 
satisfaction in 2020-21 e.g., support for staff to deliver a high-quality online learning experience, 
sharing and promoting good practice to support cultural change around valuing learning and 
teaching, work to make sure that students can create communities online a safe and positive on 
campus experience, access to learning resources and improvements to online student feedback 
mechanisms. The intensive Education and Student committee work since April 2020 has been 
summarised in briefings to ExCo, Senate and Council, and summaries and briefings are on the Staff 
Hub and  City Learning and Teaching Hub.   

Current institutional framework  

City has a clearly defined policy suite that is designed to underpin the good management of 
programmes and is a common framework with other institutions (and compliant with QAA and OfS 
expectations). The lower levels of student satisfaction with areas such as assessment and feedback 
and academic support show that either existing policy is not being implemented effectively or that it 
is not sufficient to meet student expectations.  

City also has mechanisms to measure student satisfaction with teaching via the module evaluation 
process. Lower levels of student satisfaction with teaching quality show that either there are lower 
level scoring modules not being acted upon quickly enough and/or that poor experience of one or 
two modules can affect a student’s evaluation of their broader experience.  

Lower levels of satisfaction with organisation and management suggest that there may be 
insufficient high-quality resource being allocated to academic programme management roles or that 
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administrative processes (either at programme or institutional level) may not be aligning with 
students’ expectations or needs. 

Lower levels of satisfaction with community and sense of belonging rely on a combination of factors 
working successfully including addressing the points in the categories above so that students feel 
that they are valued and are supported by staff, as well as the broader social engagement with City 
life.  

As the themes are similar last to year and Schools are busy preparing for the 2020-21 academic year, 
assurances have been sought from Deans (and School Taskforces) ahead of the commencement of 
learning and teaching that the existing university policies and processes are being implemented 
consistently and for any risks or concerns to be highlighted (including anything new for 2020-21). A 
particular focus for Deans will be those programmes identified as high risk. Detailed School level 
action plans 2020-21 are outlined in the next section.  

Further action 2020-21 

Education and Student Committee oversight of delivery of 2020-21 education offer and student 
experience  

Consultation with students has informed our design for 2020-21 and the approach to Student Voice 
for 2020-21 has been agreed by the Education and Student Committee.  The emphasis is on 
proactively gathering student feedback early and effectively responding to improve the student 
experience. The Education and Student Committee will continue to oversee student voice and 
actions in response during 2020-21 including oversight of actions related to student satisfaction and 
the NSS.  

Continuation of institutional priorities 

As suggested in relation to the RAG ratings, Schools report that longer term improvement will rely 
on institutional cultural shift that is sought in relation to attitudes to and focus on education and 
student experience. We will therefore continue the relevant supporting institutional priorities: 

• Clear statement of expectations for academic staff engagement with education and students, as 
part of a broad definition of the ‘City Academic’ (as determined by ET & Deans in early 2020) 

• Clear understanding and definition of the Programme Director and Head of Department roles 
and that there is clarity between these roles and the local professional services (e.g. Course 
Officer, Student Welfare Officer). 

• Continuing review of the leadership and management of all programmes, with the aim of 
developing a high performing cadre of Programme Directors and Heads of Department 

Other actions 

We will also: 

• Continue to progress medium-term strategic initiatives on student engagement, student 
support, inclusive curriculum and teaching and learning practice, addressing attainment gaps, 
and embedding employability in the curriculum, as set out in the Education and Student Strategy 
delivery plan 

• Undertake and monitor progress on each School’s (programme’s) action plans that address 
specific NSS, Your Voice and other feedback Including a cross programme analysis of 
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programmes that count most towards our institutional score to identify two to three areas in 
NSS questions to attempt to achieve smart wins  

• Change the nature and frequency of the way we listen to and respond to our students both to 
improve NSS but also in the context of the different mode of delivery for 2020-21 (this connects 
to the work already undertaken on Student Voice and Student Engagement for 2020-21) 

The final item on student voice, and listening to and responding to our students, is of paramount 
importance for improved NSS 2021 performance, and will also be a key initial focus for the Executive 
Board. 

Programme level action plans for high risk programmes 

The Deputy President and Provost will hold programme level meetings with high risk and low 
performing programmes between September and November to understand further actions taken to 
address poor performance.  An updated RAG rating for each programme will be reported in 
December ahead of NSS 2021.  

Education and Student Strategy Delivery plan 2020-21 

The Education and Student Strategy Delivery plan for 2020-21 (first draft agreed by Education and 
Student Committee February 2020-21) will be reviewed to ensure that the agreed delivery priorities 
to improve student satisfaction, student success (progression, attainment and employability) 
outcomes are on track in context of Covid-19 and that it reflects Access and Participation Plan 2020-
25 commitments and commitments to students.  
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School level action plans 2020-21  

City Law School  

What actions have been taken to respond to NSS, YV1 and YV2 results ahead of September?  

As part of its prior commitment to address historically poor NSS results, under the new LLB Programme Directors CLS has been undertaking a corpus of 
work with staff and students around areas of especial concern, including assessment standards, expectations, support, and feedback.  Appendix 1 shows 
the LLB 1 and 2 ‘Your Voice’ exercises, which point to significant improvements in some areas as a consequence of the focussed work of the last 1-2 years, 
including, for example, a 28% positive increase in LLB1 Assessment and Feedback score since Your Voice 2019 – the largest Your Voice course-related 
metrics across City (though recognising this needs to continue, and be supplemented by activity in additional areas, as detailed below.) 

In order to gain in-year insights and achieve in-year responses to this year’s NSS shortfalls, it is intended that there will be a variety of prioritised 
engagements with students, including at modular level (via clearer/ more focussed modular information as to expectation, support and around assessment 
and feedback), and also at Programme and School Leadership level, encompassing work led by the Associate Deans for UG and First Degree Programmes; 
Education; Student Experience; and Staff Development working together to ensure that a cohesive plan encompassing student and staff support is in place.  
This will include underlining CLS’s commitment to understanding and addressing student concerns; working in conjunction with the student body to address 
areas where there is less satisfaction; and ensuring opportunity for constructive engagement, discussion and direct input into change in-year via new fora, 
established by the AD (UGFDP) and AD(SE) over and above the formal University and School committee structures. 

What are your priorities for term 1?  

NSS question/ 
question category  

Actions Evaluation of success 

Scale 3: 
Assessment and 
feedback 

Consistently CLS’s lowest scoring area (although, with significant improvement in LLB1 since 
the RACER criteria were introduced), and a TEF category.  Of particular concern are 45% for 
‘criteria for marking have been clear in advance’; 39% for ‘I have received helpful comments on 
my work’, and 42% for ‘marking and assessment has been fair.’ 
 

Reinforce staff awareness of the need for consistent standards of marking; increase staff 
awareness of extensive academic scholarship on variances in awarded marks, generally and in 
Law (e.g. Hanlon et al, 2004), and emphasise the need for collegiality, co-operation – and 

Measurable improvement in levels of 
consistency within module teams and at 
programme level, without needing to 
resort to scaling or similar module- or 
programme-level interventions. 

 
 
 



19 
 

NSS question/ 
question category  

Actions Evaluation of success 

ultimately, compliance as employees of CUL - in that regard. For current students, discuss in our 
Welcome Back events current interventions to ensure consistent standards across the LLB going 
forwards.  

 
1. Ensure staff awareness of recognised variances between staff and student awareness of 

the meaning of ‘feedback’ via meetings and directed reading/ support (See e.g. Garaway, 
2018) 
 

 
2. Improve detail of and consistency in / utility of feedback on assignments.   To be 

achieved by application of a guide of 50-125-word feedback in C/W across all modules, and 
reinforcing advice on the avoidance of overly generic/ contextless phrases (e.g. ‘more 
detail’; ‘more development of theme’, etc.), rather, pithy expression of strengths and areas 
for development. 

 
3. Communicate clear messages about the different types of communication that constitute 

‘feedback’/ ‘feedforward’, and embed usage of appropriate language that emphasises 
this, e.g. re-badging module surgeries and personal tutor sessions as ‘Student Consultation 
and Feedback Hours’ to reinforce when, from where and how feedback can be obtained.   
Each module to develop checklists of modular feedback and place on Moodle.  

 
 

4. Ensure greater support in-module for assessment preparation, and timeliness of 
feedback post-completion – map U/G assessment journey, and address clashes, issues and 
bunching. AD: UFDP and Head of Academic Progs to liaise to ensure WLP allocations allow 
for effective engagement with marking and feedback cycles and reallocate marking/ 
assessment duties where possible as and when necessary. 
 

5. Demonstrate to students’ visible commitment of CLS staff to improving feedback, and be 
explicit about the students’ role in helping us help them re: the feedback that they want 

 
 
 
 

Quality of staff explanations of ‘feedback’ 
to their cohorts – student understanding, 

measured in focus groups/ evaluations 
 

 
Evaluated via student feedback in in-

module evaluations; programme 
committee feedback; and feedback 
gathered from in-year focus groups. 

 
 

Student in-module feedback; programme 
management/ student sessions 

 
 
 
 
 
 

Student feedback sessions and meetings; 
staff PDRs and staff meetings 

 
 
 
 

Evaluated by student awareness of CLS 
commitment, and perceptions of student 
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NSS question/ 
question category  

Actions Evaluation of success 

– their co-ownership of / input into this enterprise. Also, effective management of student 
expectations, ensuring consistent approaches. 

 
6. Identify current good practice within CLS, and utilise in-School good practice to inform 

areas in need of development/ support.  Utilise ‘good practice champions’ to inform a 
cycle of improvement, via staff sessions through academic year 

 

7. In-year inclusion of feedback/ feedforward sessions into module schedules/ design e.g. 
assignment preparation and review sessions.  Consider introduction of (time-bound and 
telephone-only) feedback hotlines. 

empowerment, gathered via staff/ student 
meetings 

 
Staff engagement with sessions; evidence 
of application of best practice in module 
via student focus groups/ feedback/ 
modular written feedback 

 
Module schedule/ design. Feedback from 
students in information gathering sessions 
and other fora about usefulness of changes 

Scale 4: Academic 
Support 

A TEF category.  Although availability of staff is comparatively highly-scored, primary issues 
appear to be not enough assistance with assessments, and lack of careers help.   Free-text 
comments relate to some unapproachable staff, and insufficient help.  Primary issues appear to 
be not enough assistance or clear guidance with assessments, and lack of careers help. 

 

1. Identify best practice in student support and guidance.  Liaise with other parts of 

University (in particular Health Sciences) on good/best practice.  Use of professional 

support, SWO and wider university services. Explore student training options in peer 

support such as StudentMinds. 

 
2. Establish CLYCs (see note below) and run pilot programme to support incoming UGs. 

Increase awareness of Citibuddies scheme. 

 
 

3. Development of CLS Support Module and Student Academic Skills and Wellbeing 

Module. 

Colleague feedback and in year student 
feedback. 

 

 

 

As above 

 

 

As above 

 

As above 
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NSS question/ 
question category  

Actions Evaluation of success 

4. Improve law careers support. More targeted support throughout year, integration with 

Personal Tutoring and appointment of Assistant Dean Graduate Outcomes. 

 

5. Student Communication/Engagement – importance of regular communication with 
students, weekly bulletin in addition to Campus News, Chat Cafes and drop in surgeries 
all to be implement in Term 1. 

 

As above 
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NSS question/ 
question category  

Actions Evaluation of success 

Scale 7:  
Learning 
Community 

There is commentary from free text that there is a lack of community feel, opportunities to 
network and meet peers socially. 

1. Increase visibility of law school and its activity – increased coms activity and use of social 

media e.g. more communications from SLT to all students, increased number of 

staff/student informal engagement sessions 

2. Increase school student activity and societies beyond mooting/client interviewing 

activities. 

Ongoing awareness of One School 
 
 
Further expansion of CLS social media - the Instagram account is doing very well, and efforts 
there extended, especially since students in the 21st century, especially in London, and especially 
in the coming years due to Covid-19, are and will be frequently distant from the physical 
university – thus we need to have a thriving, engaging, cutting-edge online community.  
 
Establishing and/or reviving ‘traditions’ such as the staff moot will assist with re-establishing a 
learning community 
 

In Year Student Feedback 

 

 

 
 
 
 
 
 
 
As above and in addition colleague 
feedback 

Scale 8: Student 
Voice 

Alongside the overall 54% result in this category, there is a result of 73% in answer to Q.23: ‘I 
have had the right opportunities to provide feedback on my course.’  However, Q.25: It is ‘clear 
how students’ feedback on the course has been acted on’ obtains only 37%, thus a clear 
indication that students do not consider that they are listened to, reinforced by some of the 
free-text commentary.   
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NSS question/ 
question category  

Actions Evaluation of success 

 
1. Ensure colleagues understand that they are required to engage with students, listen to, 

engage with, and act upon their concerns where necessary, and explain outcomes and 
decisions 
 

2. Ensure colleagues understand the nature of their relationship with, and obligations to, 
students 

 
 

3. Ensure that students understand that raising feedback does not necessarily mean that it 
will be appropriate to act upon it 
 
 

4. Where necessary, re-evaluate the relationship between staff and students, to ensure that 
all parties are supported to work towards a positive co-created learning community 
 

5. Add January/February ‘You said, we did’ sessions where we clearly explain what we have 
changed in response to student feedback (ahead of crucial NSS opening).  

 

6. Appoint student ambassadors to help with spreading the ‘you said, we did’ message – as 
previously suggested by Sian Thurgood.  

 
 
 

 
 
 

 In-year student feedback; modular 
evaluation processes 
 
 
Programme staff and other meetings 
 
 
Programme and other meetings, including 
meetings focussing upon student 
experience issues 
 
Staff and student meetings; individual 
module team engagements as appropriate 
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Any longer term planned work to improve student satisfaction 

- Improved personal tutor and wider student support – several free-text NSS comments 
highlight CLS’s limited modular tutorial diet compared to other institutions, and a 
consequent desire for more space for discussing ideas - resulting from the outcomes of the 
current CLS recruitment round; 

- CLYC (City Law School Year Group Contact) - CLYCs will support a tutor group or set of 
students throughout the year.  

- Course Officer Triage - Focus is on student support - pastoral only to relieve pressure from 
academics where we can. 

- Personal Tutor Support – Dedicated SharePoint site to be set up ready for academic year 
2021/22 – Toolkit for All Staff. 

- Graduate Outcomes – Dedicated SharePoint site to be set up and ready for use by students 
and staff this academic year. 

- Student Minds - peer support programme 
https://www.studentminds.org.uk/peersupporttrainthetrainer.html 

- Legal Challenge and RED January - Community building focus 

 

School of Arts and Social Sciences 

What actions have been taken to respond to NSS, YV1 and YV2 results ahead of September?  

• Re-aligned staffing in the School of Arts Office to create further Student Support Officers to 
help co-ordinate and centralise support activities, especially as we will be operating in a 
predominantly online learning environment. 

• Set up School Task and Finish Group led by the Dean and involving HODs and ADs to develop 
clear NSS actions plans. 

• Developed clear School baseline expectations (that align with LEaD guidelines) and expected 
departmental teaching and learning plans to dovetail, with the aim of enhancing quality and 
ensuring better consistency of student experience across the School. 

• Foregrounded small and large group work and activities in these plans to build a sense of 
community and promote engagement. 

• Increased group personal tutorial provision and embedded increased opportunities for Q 
and A and office hours into these plans to ensure students can voice their experiences and 
feel more connected to their programme staff. 

• Increased School level support and oversight during this period of development and in the 
forthcoming period of implementation 

 

What are your priority areas and priority programmes you are focusing on for 2020-21? 

• NSS – and by implication Education and Student Experience – will be the number one 
priority in the next year, with pro-active involvement from the new Dean, who will make 
clear her commitment to this area, both in the immediate and longer term. 

• The results do not indicate that there should be priority programmes. This is a systemic issue 
and needs to be addressed across the entire School. However, the areas where there were 
largest declines on the previous year were Journalism, English and Politics.  

• Journalism has the most face-to-face teaching in the School and we are working with them 
to ensure quality provision and clarity surrounding assessment. 

• English dropped from the previous year’s 100% score. The Department has had some 
challenging staffing issues. The core staff team is committed and engaged. 
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• Politics has very clear teaching and engagement plans that are well implemented across the 
Department. This Department is currently best prepared in the School to deal with the 
Covid-19 teaching environment. 

• Music’s decline is also significant and relates to aspects of staff engagement as well as well 
as cultural differences between different UG Programmes. Work is ongoing in the 
Department to address inconsistencies, supporting engagement activity, and manage 
student expectations. 

• Although the scores for Economics, Sociology, and Psychology remained comparatively 
stable (+or– <3%) their underlying position (in terms of ranking) represents a considerable 
long-term challenge which requires a more extensive process of cultural change.  

 

What are your priorities for term 1?  

• Ensuring effective, consistent, quality online and face-to-face provision across the School’s 
programmes. 

• Clear unified NSS action plans across Departments and the School. 
• The approach will be data led, with 2-3 ‘smart’ areas to be targeted for the current cycle 

where clear gains can be made quickly. Meanwhile, departments will be asked to develop 
detailed root-and-branch plans longer term.  

• More emphasis on parity of student experience, ensuring that baseline expectations are 
understood and met, including checking mechanisms for implementation. 

• An NSS Steering Group will lead on this, a smaller group than the ‘task and finish’ group. This 
will consist of the Dean, Deputy Dean (LS), and ADs Education and Student Experience. They 
will meet regularly with the HoD and NSS/Education lead [to be created if not already in 
place] from each department to check on implementation, progress and navigate obstacles. 

• Good practice workshops for Departmental Heads, Departmental Education/NSS leads, 
Programme Directors, and other interested staff will be held, targeting 2-3 ‘smart’ areas, 
involving external speakers, and with the aim of sharing and implementing good practice. 

 

Any longer term planned work to improve student satisfaction 

• A review of Assessment and Feedback practices (of all programmes – building on phase 2 of 
the Assessment and Feedback review 2018/2019) and further development of School 
baseline expectations. Working collaboratively with departments to develop new practices 
and processes and to implement them. 

• We will move towards annual education reviews – interviews with programme convenors 
annually, ideally starting annual interviews within departments between programme 
directors and module convenors. 

• Ensure excellent communication to students, reinforce baseline comms expectations of 
academic staff and ensure that feedback on student feedback happens routinely. 

• Targeted periodic reviews this year with selected departments. 
• Countering some perceptions that these results are 1) a ‘blip’ and 2) beyond our control. It is 

clear that concerted and consistent action needs to be implemented. 
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School of Mathematical Sciences, Computer Science and Engineering 

• What actions have been taken to respond to NSS, YV1 and YV2 results ahead of 
September? 

A detailed analysis of YV1, YV2, and NSS results were presented to the School Executive team. For 
this a detailed examination of the numerical scores for each of the questions was carried out 
together with a thematic analysis of the free text responses. One point to note is that the analysis 
shows that this year’s YV2 questions in Engineering were better than the corresponding NSS results 
for these questions, which illustrates that the second year that will graduate from the new 
Engineering programmes appear happier than the first year to complete the new format of these 
degrees. 
 

• What are your priority areas and priority programmes you are focusing on for 2020-21?  
 
The priority areas for the School are focussed on assessment and on closing the feedback loop. An 
action plan has been developed to improve clarity of assessment scheduling for students, to avoid 
issues around assessment bunching and also to enable greater oversight of when feedback is 
returned to students.   
 
A detailed plan of action has also been developed to substantially improve feedback-related 
communication with students. Programme Directors are to be provided with a communication grid 
where two SSLC meetings per-term are inter-woven with e-mails from the programme team. These 
news e-mails will contain key course details, employability items, in addition to responses to key 
feedback that has been received at SSLCs, SEF, and any surveys. 
 

• What are your priorities for term 1?  
 
In addition to implementing the actions plans for assessment and feedback loop closure, our top 
priority will be to ensure quality online provision of teaching materials and also to ensure that 
students that have had substantial their education substantially disrupted by Covid-19 return to 
studying in a supported environment. 
 

• Any longer term planned work to improve student satisfaction 

A key part of our long-term strategy is to engage with students though our Enhanced Learning 
Initiative (ELI) 2020-21 project for which we have attached the paper presented to our Deanery on 
pages 2-4 of this document. Though this we intend to gather information from students through focus 
groups and other medium in order to shape our future educational offering. This work has started 
already, with an ELI board that will sit at various points to consider changes that are required in future 
academic years. 

The aim of the Enhancing Learning Initiative (ELI) 2020-21 is to achieve significant and demonstrable 
improvement in the UG student learning capacity and satisfaction within the year. 

The initiative will implement the following three principles: 

1. A student and staff led initiative, focused on UG students 
2. The initiative will focus on long term changes (within a 3-year horizon), while implementing 

‘low hanging fruits’ on the way 
3. Will utilise the best practices from inside and outside City 
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Business School  

We have seen drops in satisfaction almost across the board in the NSS. We believe that this is 
related, in part, to the information we provide to students on the structure of the NSS survey and on 
the interpretation of the five-point scale used in its completion. This changed last year so that the 
university’s messaging to students was much less informative about how results are interpreted. We 
indicated at the time that we thought that this would be damaging and we strongly believe that this 
change needs to be reversed.  

Please note that university’s guidance to staff on inappropriate influence for 2020 (Inappropriate 
influence is defined as ‘any activity or behaviour that may encourage students to reflect anything 
other than their true opinion of their experiences during their course in their NSS responses.’) was 
informed by a request from the OfS for a review of our survey management process across the 
university for 2020,  arising from an investigation of an allegation of inappropriate influence during 
the 2019 campaign. The guidance issued to staff on inappropriate influence was informed by ‘NSS 
Good Practice Guidance’ for 2020. Discussions have been held with the Business School ahead of 
2020-21 to consider how increased engagement in Your Voice 1 and Your Voice 2 could support with 
helping students understand the five-point scale.  

What actions have been taken to respond to NSS, YV1 and YV2 results ahead of September?  

• The Programme AD and Course Directors are coming together to develop plans for action on 
precise areas that have emerged as key concerns from this survey round. These plans will 
need to be agreed, discussed and then progress monitored with students as participants at 
every point in the process. 

• The most important factor in delivering strong NSS and YV results in 20/21 will be quality of 
delivery and the extent of engagement with our students in a world of remote lectures and 
hybrid delivery. We would imagine that this factor will dwarf all others in its impact this 
academic year.  

• To create and maintain student engagement over the summer, we have run a Summer 
School for incoming students and formative assessments plus live and recorded lecture 
sessions to prep continuing students and support them as they enter their next year of 
study.  

 

What are your priority areas and priority programmes you are focusing on for 2020-21? 

• Two very poorly performing programmes this year have now ceased to run and been 
supplanted by the BSc in Business Management. Trying to ensure that this programme 
performs well in its first NSS year is a priority. Also remedying the issues underlying the 
reduction in satisfaction related to the BSc in IFRM is a priority (which we think is largely 
caused by dissatisfaction with the handling of one particular year 3 module). 

• As discussed above, the focus of academic staff for 2020-21 is the delivery of a quality 
learning experience in a world of blended online and face-to-face teaching. This has required 
a large investment by staff and faculty over the summer to adapt their material to the new 
mode of delivery. The school has provided clear guidelines and templates to faculty and 
setting expectations for both students and faculty on what the year will be like and will be 
prioritising monitoring of whether those expectations are being met. 
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What are your priorities for term 1? 

• The key priority for term 1 is dialogue with students (particularly year 3 students) to obtain 
early feedback on their experience of both remote and face to face learning and to react 
quickly. For that purpose, the plan is to have frequent open sessions with students (by 
degree and by year) in which the Interim Dean of the School, the Associate Dean for the UG 
programme and course directors will be able to communicate new developments and listen 
to student concerns. These sessions will also be used to introduce the surveys relevant to 
each particular group and to describe changes that have taken place as a result of prior 
student feedback. 

• As part of the above, monitoring and reacting to differences in the experience of those 
students learning wholly online and those on campus will be vital. 

• Managing the challenges of running a programme, from both the academic and 
administrative sides, with students who are dispersed in their locations and who may be 
learning online for the first time is obviously also a priority. 

 

Any longer term planned work to improve student satisfaction 

• Especially in the coming year, but also going forward, the quality of information flow from 
programmes (and other parts of the university) to students needs to be improved. We are 
considering how best to communicate with our students as, at present, communications 
occur across multiple channels in a rather disjointed way. 

• We will continue to work with faculty on issues related to assessment and feedback, 
including the clarity of assessment criteria and the quality of feedback to students. 

 

School of Health Sciences  

What actions have been taken to respond to NSS, YV1 and YV2 results ahead of September?  
 
The Dean and Associate Dean Education Quality and Student Experience have been holding regular 
meetings over the Summer with student reps, to provide a forum for feedback and consideration of 
additional actions required to support the student experience ahead of start of term.  
 
Alongside this, Programme Directors have been completing proformas to record action plans for any 
score that has seen a reduction equal to or greater than 5%. A separate review of literals is also 
being undertaken and reviewed with Programme Teams and will feed in to the action planning 
process.  
 
Meetings have taken place between Programme Teams and our Associate Dean Education Quality 
and Student Experience to check progress against the action plans and to discuss and agree 
dissemination strategies to students, particularly in light of changes in terms of programme delivery 
this year. Regular meetings with student reps are being set up in the respective Divisions so we can 
respond to student feedback in the context of the blended learning environment and update them 
on further NSS and Your Voice actions as they take place.  
 
What are your priority areas and priority programmes you are focusing on for 2020-21? 
 
Priority areas for each programme are identified by any reduction/s in scores (with focus on those 
equal to or greater than 5%) and/or from literals. 
 
Priority programmes include; 
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• BSc Speech and Language Therapy, with specific focus on organisation/timetabling and 
clinical placements 

• BSc Child Nursing, with specific focus on communication in relation to placements, as well as 
some elements of organisation and support  

 
What are your priorities for term 1?  
 
We intend to launch a ‘you said we did’ communication strategy across term 1, rather than wait until 
later in the academic year. The aim of this is to ensure we evidence a timely and responsive 
approach to student feedback. A key priority is to ensure this communication is successfully 
disseminated and received in the context of our new blended learning environment.  
 
Programme Teams will also be setting up monthly meetings with students’ reps, and any other 
students who wish to attend. This will give colleagues the opportunity to gather and monitor student 
feedback, particularly relating to changes made to programme delivery in 2020/21. More frequent 
meetings will allow colleagues to identify any potential challenges and be responsive to feedback. 
These meetings will also provide an additional opportunity to directly communicate any changes 
made as a result of student feedback, both from these meetings and student surveys, throughout 
the term. We are also going to hold two Student Experience Committees in Term 1, rather than the 
usual one. 
 

Any longer term planned work to improve student satisfaction 
Ongoing engagement with University initiatives to improve student experience and satisfaction. 
School-led initiatives focused on placement/practice experience, progression, race equality, and 
employability.  
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3. Detailed analysis 

Highest performing courses 2020 

 

The highest performing courses for both Student Experience KPI (based on relative contribution to City’s overall KPI score – appendices A and B) and overall 

student satisfaction in 2020 are listed in table 1. For context the results for Your Voice 1 and Your Voice 2 from 2020 first- and second-year cohorts and 

actual continuation for 2018/191 and Graduate prospects data for 20202 are included. These do not directly relate to the same cohort as NSS results for 

2020, but give wider picture of the overall performance of the course.  

Table 1: High performing courses overall performance 2020 

Course Overall 
satisfaction 
2020 

Variance 
from 
2019 

Student 
Experience 
KPI 

Variance 
from 
2020 

YV1 2020 
Overall 
satisfaction  

YV2 2020  
Overall 
satisfaction 

Progression KPI 
2018/19 

Graduate 
prospects score 
2020 

Accounting 

and Finance 

90.4 -0.6% 81.5 -0.5% 77% (8%) 77% (8%) 88.6% (-2.4%) 80.8% 

 
Actuarial 

Science 

83.9 -8.4% 77 -11.2% 72% (-11%) - 94.1% (3.1%) 100.0% 

Radiography* 94.9 +6.8% 85.6 -1% 92% (2%) 89% (-1%) 81.3% (-9.7%) 82.9% 

Midwifery 92.9 +14% 84 +8.2% - - 85.3% (-5.7%) 95.7% 

Optometry 93.7 -0.2% 83.1 -6.3% 95% (9%) 86% (0%) 87.4% (-3.6%) 95.7% 

Mathematical 

Sciences 

86.2 -5.7% 76.4 -6.2% - 77% (-) 76.9% (-14.1%) 69.6% 

 

 

 

 
1 Actual continuation captures those students who have returned, re-registered and are active at City in December in their second year of study. 
2 The graduate prospects score is the percentage of UK-domiciled, full-time, 1st degree graduates in graduate-level work or further study 15 months after graduation 
versus those in non-graduate level work or unemployed.  Graduates who are not available for work are excluded.  This metric is based on the calculations used by the 
Times Good University Guide university rankings, and includes those who graduated in 2017/18. 
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Table 2 shows the performance for these courses across the NSS themes with variance from (2019).  Although there is variance in performance across the 

NSS themes for these courses and from 2019, it is worth noting that the following themes are all consistently higher than the City average (%agree) - 

Teaching on my course (79.6%), Assessment and Feedback (63.25), Academic Support (73.9%) Organisation and Management (68.3%) and Student Voice 

(67.3%).  This reinforces the importance of high quality stimulating and relevant teaching, academic support and guidance, strong mechanisms for 

assessment and feedback, well-organised programmes and robust student voice including closing the feedback loop. It is worth noting that Midwifery, 

identified as one of 9 programmes in 2019 (Appendix C) at risk, has had a marked improvement in performance.  

Table 2 High performing courses NSS themes 
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High Risk programmes NSS 2019 

Ahead of NSS 2020 Engineering (3 programmes) Law and Sociology were identified as high-risk programmes (appendix C).  

The performance of these courses in 2020 is summarised in table 3 below, it also includes information on performance in Your Voice 1 and Your Voice 2 for 

2020. As anticipated there were some improvements but not substantial in Engineering (3 programmes), Law and Sociology. Your Voice 1, Your Voice 2 for 

2020 indicate that there are signs of positive improvement in Sociology and Law, but indicate further work in Engineering.  For context the results for Your 

Voice 1 and Your Voice 2 from 2020 first- and second-year cohorts and actual continuation for 2018/193 and Graduate prospects data for 20204 are 

included. These do not directly relate to the same cohort as NSS results for 2020, but give wider picture of the overall performance of the course. 

Table 3: High risk programmes NSS 2019 performance in 2020  

Course    Overall 
satisfaction 
2020 

Variance 
from 2019 

Student 
Experience 
KPI 

Variance 
from 2020 

YV1 2020 
Overall 
satisfaction  

YV2 2020  
Overall 
satisfaction 

Progression 
18/19 (Variance 
from target KPI 
91%) 

Graduate 
prospects score 

Civil Engineering 78.6% +2.4% 71.6% +3.1% N/A 58% 75 % (-16%) 83.3% 

 

Electronic and 

Electrical 

Engineering 

66.7% 0% 80.3% +7.8% 60% (-29%) 66% 80% (-11%) 75.0% 

 

Mechanical 

Engineering and 

Aeronautics  

78.6% +7.1% 65.6% 0% 63% (-23%) 55% 60% (-31%) 70.0% 

 

Undergraduate 

LLB  

68.2% +0.01% 62.2% -2% 83% (+2%) 72% (-7%) 90.4 (-0.6%) 73.7% 

 

Sociology  61.1% -2.1% 72.1% +6.7% 69% 

(+22%) 

79% 

(+32%) 

81.5% (-9.5%) 38.9% 

 

 

 
3 Actual continuation captures those students who have returned, re-registered and are active at City in December in their second year of study. 
4 The graduate prospects score is the percentage of UK-domiciled, full-time, 1st degree graduates in graduate-level work or further study 15 months after graduation 
versus those in non-graduate level work or unemployed.  Graduates who are not available for work are excluded.  This metric is based on the calculations used by the 
Times Good University Guide university rankings, and includes those who graduated in 2017/18. 
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Low performing programmes NSS 2020  

In addition to the courses already identified in 2019, the following courses are of further concern based on cohort size, impact on overall institutional scores 

and variance in performance for 2020 (appendix A and B). Please note that Business Studies course has been replaced by the Business Management 

structure. The performance of these courses in 2020 is summarised in table 4 below, it also includes information on performance in Your Voice 1 and Your 

Voice 2 for 2020. 

Table 4: Low performing programmes NSS 2020  

Course    Overall 
satisfaction 
2020 

Variance 
from 
2019 

Student 
Experience 
KPI 

Variance 
from 2020 

YV1 2020 
Overall 
satisfaction  

YV2 2020  
Overall 
satisfaction 

Progression 
18/19 (Variance 
from target KPI 
91%) 

Graduate 
Outcome Survey 

Nursing  82.5% -10.6% 80.9% -10.1% 84% (-10%) 88% (-6%) 88% (-3%) 92.4% 

 

Speech and 

Language 

Therapy  

70.3% -29.7% 74.5% -19% N/A N/A 89.5% (-1.5%) 100.0% 

 

Journalism  54.2% -24.8% 62.9% -15% N/A N/A 91.7% (+0.7%) 75.0% 

 

Economics 70.8% -10.1% 70.9% -2.7% 74% (-16%) 73% (-17%) 87.6 (-3.4%) 63.0% 

 

International 

Politics 

72% -14.3% 70.2% -9.8% 81% (+11%) 67% (-3%) 84.8% (-6.2%) 71.0% 

 

BSC 

Management 

76.1% -6.7% 74.6% -6.4% 72% (+11%) 54% (-7%) 95.4% (4.4%) 90.0% 

 

Computer 

Science 

67.96% -1.74% 68.6% -2% 76% (-9%) N/A 90.2% (-0.8%) 78.0% 

 

Psychology  72.15% -1.66% 69.9% -1.1% 93% (+24%) 62% (-7%) 88.9% (-2.1%) 57.5% 

 

Business 

Studies  

69.1% -19.5% 68.6% -10.7% N/A N/A 95.4% (+4.4%) 

 

76.9% 
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Table 5 shows the performance for these courses (high risk 2019 and lowest performing 2020) across the NSS themes with variance from (2019).  For NSS themes of Teaching on my course, Assessment and feedback (with the 

exception of Electrical and Electronic Engineering), Organisation and Management all of these courses scored below City average on % agree and/ or saw a negative variance on these themes from 2019. There was more variance in 

performance under other NSS themes; for academic support these courses (with the exception of International Politics, Computer Science and Law) scored in line with or above the average for academic support, for learning 

opportunities scores ranged from 92.86% for Mechanical Engineering and Aeronautics to 65.2% for Law, for learning community scores ranged from 85.71% for Mechanical Engineering and Aeronautics to 55.9% for Law, for Student 

Voice scores ranged from 80.1% in Nursing to 53.9% in Law.  

 

Table 5 High risk courses 2019 and lowest performing courses across the NSS themes with variance from (2019).   
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Additional questions  

In addition to the core questions, we also have results for the following areas: 
 

a) NHS Practice Placements 

Results for questions relating to NHS practice placements declined from 90% in 2019 to 82.4% in 
2019. Given the timing of completion of the NSS (January to April) it is unclear at this stage whether 
the decline in % agree was related to Covid-19.  
 

b) Additional Questions 
 
City selected two new bank of question sets to include in the survey in 2020, careers because of the 
importance of employability to student satisfaction and perception of value for money and student 
safety to support work addressing bullying and harassment. As the question sets are specifically 
chosen by institutions there is no comparative data with the sector however City can benchmark 
itself year on year.  
 

i) Careers 

For the first bank of questions was Careers, there were three questions.  
 

1. As a result of my course, I believe that I have improved my career prospects 
2. Good advice is available for making career choices 
3. Good advice is available on further study opportunities 

City scored 67.2% for overall satisfaction in this area. The lowest scoring question was ‘Good advice 
was available on further study opportunities’ 59%. The highest scoring question was ‘As a result of 
my course I believe I have improved my career prospects’ at 76.1%. Table 6 below shows the score 
overall and for each question by School. 
 
Table 6 Additional Careers Questions by School  

 Q1 Q2 Q3 
Overall 76.1 66.1 59.0 
Business 74.2 64.3 56.3 
Law 62.2 50.0 52.3 
SASS 70.2 60.9 55.7 
SHS 93.1 78.8 66.7 
SMCSE 75.4 72.2 60.4 

 
Careers and Employability are analysing this data by course and will use it alongside other 
information to target interventions. 
 

ii) Student Safety  

This second bank of questions was Student Safety, there were two questions. City scored 81.5% for 
overall satisfaction in this area. The highest scoring question was ‘I feel safe to be myself at 
university/college. The lowest scoring question was ‘My institution takes responsibility for my safety’ 
at 73.5% agree.  This information has been shared with the Bullying and Harassment data sub group 
to inform an overall picture at City around student safety. 



36 
 

Equality, Diversity and Inclusion Summary of Analysis of Results 
 
The following summary presents particular student demographic groups where a response received 
by that group differs considerably from the average response for that theme. 
 
The full Equality, Diversity and Inclusion analysis has been presented to Equality Committee to 
discuss and shared to inform wider work through School EDI committees. 
 
Age 
Mature students report considerably higher satisfaction than Young students and the City average, 
across the following themes: 

• The teaching on my course (7.94% above the City average and 9.32% above Young students) 
• Assessment and feedback (8.02% above the City average and 9.42% above Young students) 
• Overall satisfaction (8.49% above the City average and 9.97% above Young students) 

 
Young students report marginally higher satisfaction in the theme of ‘Organisation and 
management’ (0.23% higher than Mature students) and ‘Students’ Union’ (1.07% higher than 
Mature students). 
 
Disability 
Students with a Specific Learning Difference (SpLD) reported higher satisfaction than the City 
average in the theme of ‘Students’ Union’ (5.72% higher than the City average and 5.95% than 
students with No Known Disability). Students with a SpLD also reported lower rates of satisfaction 
than the City average or students with No Known Disability in the following themes: 

• Academic support (5.82% lower than the City average and 6.02% lower than students with 
No Known Disability) 

• Overall satisfaction (9.29% lower than the City average and 9.78% lower than students with 
No Known Disability) 

 
Students identified into the Other Disability group did not report significantly different rates of 
satisfaction to the City average. The most notable variation was ‘Overall satisfaction’, which this 
group reported as 3.53% lower than the City average. 
 
Domicile 
Overseas students reported significantly higher satisfaction with ‘Organisation and management’ 
than the City average (5.19% higher) and students from the UK or EU (6.88% higher than UK and 
4.74% higher than EU students). 
 
EU students reported lower satisfaction than the other groups and the City average on the following 
themes: 

• The teaching on my course (6.43% lower satisfaction than the City average, 3.89% lower 
than Overseas students and 8.1% lower than UK students)  

• Assessment and feedback (8.02% lower satisfaction than the City average, 7.35% lower than 
Overseas students and 9.31% lower than UK students) 

• Students’ Union (7.36% lower than the City average, 7.35% lower than Overseas students 
and 8.32% lower than UK students) 

 
Ethnicity 
White students reported lower satisfaction in the theme of ‘Students’ Union’ than the City average 
(by 10.38%) and lower than BAME and Ethnicity Unknown students (14.18% lower than BAME and 
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12.05% lower than Ethnicity Unknown students). BAME students reported this highest satisfaction in 
this theme, 3.80% higher than the City average.  
Black students reported higher satisfaction than the City average in every theme except 
‘Organisation and management’, and reported a significantly higher level of satisfaction on the 
following themes: 

• The teaching on my course (6.11% higher than the City average and 8.09% higher than White 
students) 

• Learning community (6.49% higher than the City average and 9.13% higher than White 
students) 

• Students’ Union (6.74% higher than the City average and 17.12% higher than White 
students) 

• Overall satisfaction (5.91% higher than the City average and 8.59% higher than White 
students) 

 
Students in Other ethnic groups reported lower satisfaction than the City average on the following 
themes: 

• Assessment and feedback (6.12% lower than the City average and 7.04% lower than White 
students) 

• Overall satisfaction (5.41% lower than the City average and 2.73% lower than White 
students) 

 
Asian students did not report levels of satisfaction which differed significantly from the City average. 
For almost all themes, Asian students reported slightly higher satisfaction than the City average, with 
the exception of ‘Learning resources’, which was just 0.09% lower than the City average. The most 
notable difference for Asian students was on the ‘Students’ Union’ theme, where Asian students 
reported 4.86% higher satisfaction than the City average, and 15.24% higher than White students. 
 
Ethnicity Unknown students reported lower satisfaction than the City average on a number of 
themes, the most notable of which was ‘Assessment and feedback’, at 5.41% lower than the City 
average.  
 
Gender 
There were no significant differences to note in the reported satisfaction of women and men 
students. The most notable difference was for the theme of ‘Students’ Union’, in which men 
reported 3.05% lower satisfaction than the City average, while women reported 2.03% higher 
satisfaction than the City average. 
 

Equality, diversity and inclusion Comments by Theme 
 
Comments from students in all Schools relating to matters of equality, diversity and inclusion can be 
grouped into the following themes: 

1. Representation and Diversity 
2. Practices, Facilities and Support 
3. Harassment and Discrimination 
4. Course Content 
5. Mental Health and Wellbeing 
6. Negative comments about diversity 
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1. Representation and Diversity 
• “My university accepts a high percentage of international students, which I enjoyed the wide 

variety of students engaging and exchanging experience and perspective with them.” – Business 
School student 

• “I am an international student and a black ethnic minority student. I felt the international 
community wasn't represented enough at City. I was part of Students' Union. There were issues 
ensuring the feedback was shared across the five or six different schools within the university… 
Only 21% students who identify as black graduate with a 1st. They didn't have representation. 
It's not something university has put emphasis on. The university could do better at representing 
the entire cohort, this they could improve on.” – Business School student 

• “Lack of diversity in both staff and students.” – SHS student 
• “Not enough representation or any representation of my religion (Sikhism).” – SHS student 
• “Modules provided are plenty in opportunity. Library spaces are readily available. A wide 

diversity of students present in university.” – Law School student 
 
2. Practices, Facilities and Support 
• “Excellent prayer facilities for Muslim students.” – SMCSE student 
• “The timetable is not great, only having 1 lecture scheduled on 2 days of the week, so coming 

into uni for only 2 hours is not ideal especially for commuters/parents. In third year, the only 
lecture of the day on a Thursday is from 3-5, not great for travelling, not great for parents, 
generally just not great.” – SHS student 

• “Non-compulsory lecture capture. Lack of consistency in terms of assessment criteria. Lack of 
adequate support for learning disability.” – SASS student 

 
3. Harassment and Discrimination 
• “Once, my group got a very sexist remark from a lecturer and we found it beyond discouraging 

and frankly quite unacceptable.” – Business School student 
• “Extremely unfair grading towards international and non-white students.” – SASS student 
• “The marking is very biased and unfair in certain modules. The university doesn't do enough to 

try to bring students who haven't fitted/don't feel welcome together.” – SASS student 
 
4. Course Content 
• “Not enough diversity in the module - largely focusing on the western world only when you get 

to 3rd year do you have the choice to delve into other areas of the world.” – SASS student 
• “The exposure to different content on the course. Not focused on Europe and in that sense is 

good.” – SASS student 
• “The course hasn't updated in terms of social media and how the field has changed and is stuck 

in the BBC mind-set of the mostly white, middle class lecturers teaching us.” – SASS student 
• “It is not diverse enough regarding teachers and what we learn. The assignments are not 

explained very well.” – SASS student 
• “Staff were not good at explaining things. There was a cultural gap between students.” – SASS 

student 
 
5. Mental Health and Wellbeing 
• “The whole 3 years of university have been wholeheartedly negative and draining, I have never 

seen a university that it is so unorganised, unable to provide support to their students. Any EC I 
have filled out due to mental health with substantial proof from the hospital has always been 
denied. You have to be dying for your university to even take a look at your circumstances which 
is not acceptable… Being at this university has genuinely impacted my mental health, the 
teachers are old and do not know how to effectively communicate how to actually get a good 
grade… I have been at the lowest points in my life because of this university, not even in the 
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sense that it is stressful because I can manage that, but this university itself is bleak and 
miserable and I would rather break a leg then do another year of this.” – Business School 
student 

• “Support of tutors and understanding when you are not able to attend a tutorial due to family 
commitments, and the flexibility (if there is any space) to attend tutorial with another group if 
needed.” – SHS student 

• “Mental health, personal life and emotions are completely overlooked.” – SHS student 
• “Very poor approach to how mental health difficulty would be aggravated by aspects of course 

that could have been altered, but no adjustments offered. Some very poor experiences while on 
placement.” – SHS student 

 
6. Negative comments about diversity at City 
• “Many foreign lecturers who speak poor English.” – SMCSE student 
• “There is no sense of community, whatsoever. That's what happens when you only take Chinese 

people because they pay twice the price… I had never travelled to Asia. I guess it's done now.” – 
Business School student 

• “I also thoroughly did not enjoy most of my group work assignments, due to students not being 
able to communicate in English and overall, a lot of students had a very poor work ethic.” – 
Business School student 

NSS literals  

A thematic analysis of the NSS literals was undertaken by School on the following themes. 
Programme level breakdown is available upon request. If you have any questions about this analysis, 
please contact Dr Sara Reimers in LEaD at Sara.Reimers.1@city.ac.uk. 

Covid-19 and Industrial action were chosen to indicate what the impact of both were on student 
satisfaction for 2019. The other themes were selected to inform areas of strength and improvement 
that can be worked on in the context of delivering the blended education offer and student 
experience for 2020-21.  

Methodology  

Comments were coded using NVivo software, in order to determine particular themes running 
through the feedback, with a view to identifying common issues or successes. Twelve themes were 
used to group student feedback, these were as follows: 

1. Administration: comments relating to course administration including timetabling, 
placement organisation, and communication with students.  N.B. This theme includes the 
full range of administrative aspects of the degree programme, not just the work of course 
officers and support services. 

2. Assessment & Feedback: comments relating to assessment and feedback, including the 
types of assessment on a course (e.g. coursework vs. exams), exam timetables, the nature 
and quality of feedback, access to past papers, and ability to appeal marks. 

3. Classroom Technologies (Polling/Lecture Capture/Echo/Quodl): comments relating to 
technologies used in class. 

4. COVID-19: comments relating to the impact of COVID-19 on teaching, learning, and/or the 
overall student experience. 

5. Curriculum: comments relating to course structure, compulsory and elective modules, scope 
of the programme, balance of theory/practice, employability aspects. 
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6. Ethos: Comments relating to the ethos of a programme, department, or City more generally, 
including opportunities for socialising on the course, the feeling of belonging to a cohort, 
and the more general student experience such as the impression students have of City as an 
institution. 

7. Moodle/VLE: Comments relating to Moodle and the use of virtual learning environments as 
part of the programme. 

8. Personal Tutoring: Comments relating to personal tutoring, including relationship with 
personal tutor, the pastoral and educational support they provide, and the experience of 
being part of a tutor group. 

9. Resources: A broad category covering comments relating to the resources and opportunities 
offered at City, including subject-specific and institution-wide resources, the campus, library 
resources, opportunities to join clubs and societies, or to attend events. 

10. Teaching: Comments relating to teaching and learning, including teaching-style, lecturer 
expertise, and help and support provided by staff. 

11. Strikes: Comments referencing industrial action at City. 
12. Support: Comments referencing the support available for students while studying for their 

degree, including help provided by Learning Support, Counselling and Careers Service, but 
not including personal tutoring (this was coded under personal tutoring, as defined above). 

A table showing a crosstab analysis of negative and positive comments under these themes has been 
produced for each School. The two most commonly occurring themes in the negative and positive 
comments are expanded on beneath the table and some direct representative quotations from the 
survey are included as bullet points. Percentages in the tables have been rounded up so may not 
accurately add up to 100%.  Please note that in some cases these quotations are part of longer 
sections of feedback. 

Business School  

There is a total of 210 comments (BSc Actuarial Science 23, BSc Accounting and Finance 56, BSc 
Banking & International Finance 10, BSc Business Studies 38, BSc Finance students 19, BSc 
Investment and Financial Risk Management 23, BSc Management 41) 

Business School  

Nodes 
Negative 
Comment 

Negative 
Comment % 

Positive 
Comment 

 Positive 
Comment % Total 

Administration 35 15.8% 16 8% 51 
Assessment & 
Feedback 39 17.6% 10 5% 49 
Classroom 
Technologies 6 2.7% 9 4.5% 15 

Curriculum 43 19.5% 49 24.6% 92 

Ethos 20 9.0% 7 3.5% 27 

Moodle/VLE 0 0% 7 3.5% 7 

Resources 23 10.4% 34 17.1% 57 

Support 12 5.4% 4 2.0% 16 

Teaching 32 14.5% 62 31.2% 94 

Personal Tutoring 3 1.4% 0 0% 3 

Strikes 8 3.6% 1 0.5% 9 
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Total 221 100% 199 100% 420 

Negative comments  

Assessment and Feedback  

Responses under this heading were different for each course and common themes include; heavy 
assessment load, support with selecting topics and undertaking research and marking criteria. Some 
comments include: 

• There have been particular parts where we had various deadlines within two days. Excessive 
work and you have to sacrifice your quality. 

• Very busy timetable, too many courseworks and deadlines especially nearing the end of term 
but were able to cope. Solutions to past papers weren't given for OR module, so it became 
very difficult to understand what was expected of us, especially in the essay question. 

• I would like more individual feedback on coursework and not just get the results more 
comments on why I got the assessments I got also more feedback on exams about why we 
got the marks to help us improve on the next module also how many marks we each question 
is worth so we know how we can improve. 

Curriculum  

Commons themes under this heading include; workload and structure of programme, flexibility in 
choosing modules; pre-requisites and course descriptions, number of contact hours 

• In Year 2 and 3 in the first term, they could reduce the workload and coursework as we have 
to apply for jobs. 

• Choosing elective just based on the first lecture can be difficult as in the first lecture some 
lecturers are not very clear in terms of their expectations and their marking style. FYP - 
requires a lot of improvement. Firstly, by simply reading a theme one cannot know whether 
they will be genuinely interested in it. There must be more than just a paper to help us 
decide. 

• However, few modules' structure were designed improperly, for example, the lecturer did not 
provide enough learning materials and guidance for us during the process of learning, and 
the content of examination were severely deviated from the content we had learn from the 
lecture. This caused me to spend massive time on studying without getting the results I 
deserved. 

Positive comments 

Teaching  

Themes under this heading include the investment of lecturers in both students and the subject. 

• There is good lecturing quality by some lecturers who can really explain the complex very 
simply. 

• Most of my lecturers were able to explain and deliver the knowledge in a systematic and 
intuitive way. I was so impressed by my lectures in ways they replied my email regarding the 
academic-related questions. They've always been so helpful and approachable to students. 
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• The teaching in the module I chose there were lots of opportunities for real world 
applications and examples, particularly with work the lecturers were doing academically and 
on a consultancy basis. 

 

Curriculum 

Comments include the varied nature of the programme’s curriculum and preparedness for a career.  

• Provides stepping-stone into actuarial profession - was able to apply skills learnt in my course 
to my internship. This course allowed me to think in different ways and think outside the box. 

• The course itself brings a good combination of accounting and finance together, and left a 
certain degree of flexibility if you want to focus more on either side. The level of difficulties is 
also going up in a reasonable speed, which is great. 

• Second year modules and content were exactly why I chose Finance and provided a really 
good challenge with interesting and very relevant material with regards to industry. First 
term of the final year was also a great challenge, but one which you would expect with this 
degree, and again covered very important areas, e.g., Corporate Strategy, Corporate Finance 
and Fixed Income & Credit Risk. The first and second years provide a very important 
opportunity to learn accounting modules, which I believe may be the most important when 
going into whatever part of the finance industry. 

School of Arts and Social Sciences 

There is a total of 265 comments (Economics 46, Economics with Accounting 19, English 11, 
Journalism 39, International Politics 54, Psychology 52, Sociology 44)  

SASS 

Nodes 
Negative 
Comment 

Negative 
Comment % 

Positive 
Comment 

Positive 
Comment % Total 

Administration 46 13.11% 15 5% 61 
Assessment & 
Feedback 85 24.22% 23 7% 108 
Classroom 
Technologies 9 2.56% 0 0% 9 

Curriculum 72 20.51% 86 27.56% 158 

Ethos 20 5.70% 18 5.77% 38 

Moodle/VLE 1 0.28% 4 1.28% 5 

Resources 24 6.84% 48 15.38% 72 

Support 18 5.13% 11 3.58% 29 

Teaching 47 13.39% 98 31.41% 145 

Personal Tutoring 3 0.85% 5 2% 8 

Covid-19 5 1.42% 3 1% 8 

Strikes 21 6% 1 0.32% 22 

Total 351 100% 312 100% 663 

 



43 
 

Negative comments 

Assessment and feedback   

The common themes were primarily focused around on the timely return of marks, access to past 
papers/exam practice, clarity on marking criteria, and perceived inconsistencies in marking. There 
were also comments around quality of feedback and access to past papers.  

• Lack of organisation. Some lectures were not keeping up with the deadlines of returning 
marks. 

• Some marking seemed very harsh and requirements in layout differed vastly between 
modules. 

• Feedback can sometimes be insufficient, and it's unclear how to improve on work. 
• Marking on assessments isn't done fairly, they say they follow a criteria but then mark each 

piece of work differently. Uni makes the appeal process impossible. They make us apply for 
it, and then they don't even do anything to help us further the enquiry. They make us wait 
for months, which is emotionally draining. 

Curriculum  

There were a range of negative comments relating the curriculum some included below. 

• There is less opportunity to branch out beyond the chosen degree, also real life application 
were scarcely explained by lecturers. Secondly, opportunities to work with others (not just 
the group of friends whose one familiar with) is non-existing. Overall, the first two academic 
years could use a lot of improvement. 

• I would have liked to have been able to have more of a choice with my third year electives. I 
ended up taking digital publishing when I have no interest in it. But I understand that there 
are difficulties in offering more options when the course is new and there is a small cohort. 

• The course structure is bad, elective modules range is extremely poor, that varies from boring 
to extremely boring. IPE, being mostly a qualitative course, rather than quantitative, it did 
not give any chance to those students who want to deepen their knowledge in quantitative 
area to do so by choosing optional elective with numbers in it. This then entails issues while 
applying to a quantitative master's degree that requires quant background. 

Positive comments 

Teaching 

The common themes related to teaching comments included positive relationships with lecturers 

• There are some good and bad lecturers but mostly good. I personally like lecturers who are 
always open to taking and answering questions who prioritise this over getting through all of 
the content - majority of lecturers have this attitude. The lecturers are kind and willing to 
help. 

• Some of the lecturers are clearly incredibly knowledgeable about the subjects they teach. The 
majority deliver lessons in a positive manner and make going to classes an enjoyable 
experience. 

• Tutors have always been very helpful and available for discussion of assessments outside 
teaching hours. 
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• the staff in general is very approachable and kind. Many of the lecturers are obviously 
passionate about what they teach and happy to share their knowledge enthusiastically, to 
discuss and to provide the most help to students in order to succeed in their modules. 

Curriculum  

Comments relating to the curriculum focussed on the scope of the degree and many comments 
remarked that the curriculum is varied and has real-world applications. 

• Overall, content and modules are enjoyable and I like that some cover real world 
applications. 

• I think I've learnt a lot and I now feel more confident to step into the journalism professional 
world. I have acquired a lot of skills which have enhanced my confidence and overall 
employability. 

• The course really was amazing. I have learned about so many different aspects of Political 
Economy and the teachers in lecture and seminars have all been so helpful, interactive and 
fun to be taught by. 

• My course includes a wide variety of options when it comes to choosing electives, which 
usually are from a lot of different departments and courses, meaning that students have the 
chance to shape their own journey however they prefer. 

 

City Law School 

The 2020 NSS received 126 responses from Law School students on the Undergraduate LLB.  The text 
from these responses has been analysed and coded across ten fields, in order to map general trends 
within the positive and negative feedback. 

LAW 

Nodes 
Negative 
Comments 

Negative 
Comments 
% 

Positive 
Comments 

Positive 
Comments 
% Total 

Administration 44 24% 8 5% 52 

Assessment and 
Feedback 41 23% 14 9% 55 

Classroom 
Technologies 14 8% 4 3% 18 

Curriculum 10 6% 33 22% 43 

Ethos 6 3% 10 7% 16 

Personal 
Tutoring 0 0% 2 1% 2 

Resources 18 10% 20 14% 38 

Strikes 6 3% 0 0% 6 

Support 10 6% 4 3% 14 

Teaching  31 17% 53 36% 84 

Total 180 100% 148 100% 328 
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Negative Comments 

Administration 

Negative comments on course administration focussed on organisation, communication and issues 
with timetabling.   

• At times, the timetable was inconvenient i.e., excessively long breaks between a lecture and 
tutorial or consecutive lectures - doesn't always allow students to work productively and to 
the best of their abilities. 

• A lot of uncertainty with organisation i.e., timetables, not enough discretion if you want to 
swap groups to balance personal commitments. 

• My exam timetable wasn't brilliant with my exams being extremely close together and giving 
me a lot of added stress. 

Assessment and Feedback 

Negative comments on assessment and feedback were dominated by issues relating to perceived 
inconsistencies in marking and feedback that was considered to be inadequate: 

• Marking is inconsistent. People with similar work sometimes end up having completely 
different grades. 

• Lack of consistency in terms of assessment criteria. 
• In terms of way courses are set up, they could be a bit better, clearer of what they are 

expecting in terms of coursework and exams. 
• Feedback was bad. I often didn't understand it and it wasn't in-depth at all. 
• Needs to be more of a focus on exam prep - so, going over past papers, mark schemes and 

structures for exam questions - this would benefit students. 

Positive Comments 

Teaching 

Teaching attracted the highest percentage of positive comments from respondents in Law (36%), 
with comments praising the dedication of staff to their students and their knowledge and expertise 
in the subject.   

• The course is running smoothly and there are some wonderful people who supported me 
throughout these three years. 

• Lecturers and tutorial teachers are extremely helpful if you do not understand a point and 
will repeat the same point again with examples. Lecture handouts are helpful. 

• High quality teaching. Tutorial leaders are always willing to help and answer questions. 
Tutorials have been helpful in exploring a topic and preparing for exams. Overall, university 
experience has been pleasant. 

• The lecturers they explain things really well they are really knowledgeable. Most of them are 
solicitors so it means they have real world experience. 

Curriculum 
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The curriculum also received much praise (22%), with respondents commenting positively on the 
variety of options available to them on the programme:  

• The amount of different modules that are on offer, the careers advice was really strong, lots 
of opportunities to meet different lawyers. 

• I have enjoyed the course due to the variety of modules. I have been able to study and the 
different types of assessments. I have been given made the course really enjoyable and not 
boring or too similar. 

• There is a wide range of electives to choose from which allow for a deeper understanding of 
certain areas of law. 

School of Mathematics, Computer Science and Engineering 

There is a total of 142 comments (Civil Engineering 18, Computer Science 69, Mathematical Sciences 
29, Mechanical Engineering and Aeronautics 26) 

SMCSE 

Nodes 
Negative 
Comments 

Negative 
Comments % 

Positive 
Comments 

Positive 
Comments % Total 

Administration 30 14.2% 12 6.77% 42 

Assessment and 
Feedback 42 19.9% 17 9.6% 59 

Classroom 
Technologies 13 6.16% 5 2.8% 18 

Curriculum 41 19.4% 42 23.7% 83 

Ethos 4 1.89% 4 2.25% 8 

Personal 
Tutoring 1 0.47% 2 1.13% 3 

Resources 22 10.4% 28 5.8% 50 

Strikes 2 0.95% 1 0.56% 3 

Covid-19 1 0.47% 0 0% 1 

Support 4 1.89% 4 2.26% 8 

Teaching  47 22.27% 61 34.4% 108 

Moodle/VLE 4 1.89% 1 0.56% 5 

Total 211 100% 177 100% 388 

Negative comments  

Teaching  

Teaching received the highest number of negative comments.  

• Sometimes, the way they teach, they are not able to put all resources online for us. 
• Some teachers did not post their slides and notes clearly. So, we could not study after. 
• Staff can be rude in person and through emails. They do not make it a comfortable 

environment to ask questions.  
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• Sometimes, lecturer notes are not the best, some are difficult to understand not put in a clear 
and concise manner, not for all the modules just for some of them. 

• Lecturers should take time to explain what we're learning and what it's used for so that we 
can relate to the work we're doing rather than just teaching it from a textbook which means 
nothing to us. 

Assessment and feedback  

Criticism of assessment and feedback focussed on two main issues: access to past papers/solutions 
and quality of feedback: 

• No past papers, no solutions for tutorials and in some cases, refusal to give them when you 
ask. 

• Some lecturers don't upload relevant examinable material. Lecturers in general do not 
upload solutions to the tutorial question. Some lecturers do not make it clear as to what is 
examinable or not. 

• Assignments and feedback should be given back clearly; the feedback took more than 5 or 6 
weeks to come back. 

• Feedback on assignments is often quite slim. 

This topic included a rare response which referenced COVID-19 and raised an issue with how long it 
took to make changes to exams as a result of COVID. 

• Taking too long to make changes to exams due to coronavirus. 

Positive comments 

Curriculum  

The curriculum received a high number of positive comments, with a focus on the range of modules 
and their practical applications: 

• Boot camp was a great idea. Perfect for socialising and an opportunity to refresh or learn 
about programming languages.  

• The course covers many aspects and does not only develop you academically, but as a 
person. It really helps you develop and understanding of many key areas of engineering and 
how it is applied in industry. 

• The Design modules were really interesting and mostly enjoyable while also giving real-life 
projects to work on which can help when getting into the world of work. Improved my 
teamwork and leadership skills by having a lot of group work and projects. 

Teaching  

Teaching also received a high number of positive comments 

• There are 3 lecturers who I cannot mention due to the rules set out in this section, who have 
gone above and beyond and have helped me understand their part of the module very well. 
There are about 5 or 6 PhD students who I can think of who have helped me understand a 
certain module well. Of them, 2 have gone above and beyond in helping us students by 
holding extra revision lectures on topics which we may be struggling on. 
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• Lecturers are great at explaining things and they are always there when you need them. The 
support they provide is immeasurable and they provide a lot of support for those going 
through a difficult time at uni. Definitely recommend City University for the lectures they 
provide. 

• All lectures were very engaging and interesting. The courses always ran smoothly, lecturers 
were always well prepared. 

• Some are really great lecturers. For most modules, it is very clear what you need to do to get 
a good grade. All lecturers are available and willing to help often. 

The School of Health Sciences 

The School of Health Sciences received a total of 227 comments (Midwifery 34, Nursing 76, 
Optometry 40, 26 Radiography, 51 Speech and Language Therapy). 

SHS 

Nodes 
Negative 
Comments 

Negative 
Comments % 

Positive 
Comments 

Positive 
Comments % Total 

Administration 58 27.1% 15 6.1% 73 

Assessment and 
Feedback 40 18.7% 14 7.7% 54 

Classroom 
Technologies 2 0.9% 2 0.8% 4 

Curriculum 46 21.5% 58 23.7% 104 

Ethos 3 1.4% 4 1.6% 7 

Personal 
Tutoring 6 2.8% 8 3.2% 14 

Resources 8 3.7% 19 7.7% 27 

Strikes 4 1.9% 0 0% 4 

Covid-19 1 0.5% 0 0% 1 

Support 17 7.9% 23 9.4% 40 

Teaching  26 12.1% 99 40.5% 125 

Moodle/VLE 3 1.4% 2 0.8% 5 

Total 214 100% 244 100% 458 

Negative comments  

Administration  

Negative comments under administration had the following themes: timetabling, communication 
and organisation, placements 

• There were times when I had issues with timetable; my exams are close to each other 
without a pre-assessment week and during placement week which put more stress on me, 
especially trying to plan for exam revision as well as placement. 

• Organisation is often poor - e.g., placement allocations and timetabling is always late, 
whereas adult and child are on time. 
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• Placement allocations need to come out a lot quicker and there needs to be more support 
from the uni in terms of contacting placement areas. Sometimes you end up chasing up a 
placement for weeks and weeks for no response this can be stressful and tiring.  

• Unfortunately, there were also a couple of placements that were confused about the 
expectation of a student and there were a question of what I am expected to do and what I 
shouldn't yet be doing. 

Curriculum  

The negative comments coded under curriculum were quite varied and so a sample of them is 
included below: 

• 60/40 on placement does not allow for vital skills to be looked at in depth in university time, 
relying on busy midwives who care little for our development isn't working, and I fear I am 
leaving the course without enough skills practice. There have been too many upheavals and 
changes in structure throughout the course including the introduction of the new MPAD, 
which has been disruptive; however, the new MPAD is a huge improvement. 

• It would have been useful particularly for the OSCE prep to have access to the skills labs and 
practical sessions with relatively free reign. 

• Basic midwifery things should be taught to us before we had our first placement rather 
teaching us things concerning placement after our first placement. It a bit difficult to do 
things on placement without knowing anything. More obstetric emergency should be 
included in the curriculum and be taught to us rather than just topics to prepare us for the 
OSCE. 1st and 2nd year Friday lectures should be halved and some should be on another day 
when everyone in on. 

• Curriculum misses things we need to learn about e.g., only one session on CBT, virtually no 
teaching on physical health - should be its own module, as we feel unprepared in practice. 
Then there are modules which seem irrelevant - e.g., 56 up module. Placements should be 
distributed better over the 3 years - e.g., more placement in 1st year. 

• There needs to be more information on mental health during the first year and more in-depth 
mental health information e.g., information about a range of diagnosis not just depression 
and schizophrenia - more on eating disorders and personality disorders. There needs to be 
more focus on building therapeutic relationships and the importance of therapies throughout 
the course - not just in one sim practice session. There should be more information on the 
different services that are available in mental health e.g., different community services so 
there is a better idea of what support service users have access to. The CBT Module that 
many people were looking forward to for the elective module was cancelled and this was 
very disappointing. OSCE's should be assessed sooner after simulated practice in second and 
third year. 

• There are not enough contact hours. The 'public health walk' module and 'Freud' The 
relationship between placements and the rest of the programme was also mentioned by 
some students: 

• In second year, we just had continuous back-to-back placements and I know a majority of 
people in my group they just struggled a lot because of this and it affected us academically as 
well as mental health. 

• The workload has been difficult for me to balance - like my placement and essays. 
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Positive  

Teaching 

This theme was regularly mentioned in the positive comments. Respondents reflected that staff 
were support and teaching was engaging. Students also commented positively on the enthusiasm 
staff have for the subject, which made the learning interesting. 

• Well-planned out and teaching techniques. Lecturers and staffs are always available to 
answer your questions, emails, and queries. 

• Great team of lecturers - really helpful and always there when you need them. Very 
knowledgeable and passionate about nursing and it shows. 

• Staff are friendly and supportive. They interact with students and allow us to work together 
well. Everything they have taught us was put into practice during our placements or role 
plays, etc. during seminars and stimulated practice weeks. I can easily talk to staff via email 
or meeting with them about issues that I've had. I feel like the support for students is really 
good and effective. 

• As a whole, I think my university, most members of staff, the facilities, the course directors, 
the course itself and the way it runs are fantastic and have made my uni years very 
enjoyable. 

• Also, related to my course in the clinics, majority of supervisors have been wonderful and 
helped me to learn a lot and are very approachable which I think is the most beneficial 
factor. Also, the fact that it is easy to approach for any complaints is great because action 
does get taken towards it fast. 

• The lectures have been delivered to a high standard and any concerns had been addressed to 
the best of the lecturers' ability. 

Curriculum  

Of the positive responses coded under curriculum, many reflected that they had enjoyed the 
programme and felt it prepared them for their professional life or future study. Positive comments 
all included the practical nature of the course and the combination of practice and theory.  

• On the whole, the course has prepared me well and the work has been relevant and 
enjoyable. 

• The preparation to go out into the working environment is really good. The way they prepare 
student nurses is good. 

• Clinical experiences have significantly improved, professional values, attitudes enhanced, 
feels more proactive, positive and confident about my decisions in life in general and in 
practice. I believe the course has shaped my way of thing and approach to things in general. 

• I think it was the fact that it was well planned out and we had the year plan from our first 
year all the way to our third. 

• Simulated practice has been good at demonstrating skills that I have then used in practice. 
• Being able to see different things on placement. Learning a range of topics. Being able to 

reflect on learning opportunities. 
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Appendix A: KPI impact index by course 2020 

The KPI is the average value of % agree across Q.1 to Q.25. 
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Appendix B: Student Experience KPI: Variance impact Index by course (sorted by 2020 vs 2019 Impact Index) 

• The KPI is the average value of % agree across Q.1 to Q.25. 
• The Variance impact index is equal to: Variance impact Index = ((Number of Respondents × Variance) / Total Number of Respondents at City)  
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Student Experience KPI: Variance impact Index by School (sorted by 2020 vs 2019 Impact Index) 

School Variance impact index (2020 vs 2019) 
Business -1.8 
SHS -1.4 
SASS -1.1 
SMCSE -0.3 
CLS -0.2 
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Appendix C: High risk programmes 2019 

Programme  NSS 2020 actions and risks RAG  NSS 2021 actions and risks RAG  
Radiography  
(detailed 
current 
programme 
risk 
assessment 

Programme team and senior leadership confident that results will 
improve because 5/7 staff now replaced on Diagnostics 
programme and YV2 2019 results for cohort positive and an 
improvement on 2018. 

 YV1 results for cohort completing in 2021 were down -3% overall 
compared to previous cohort so programme team to monitor 
progress of this cohort and results for YV2 in 2020 

 

Psychology  Programme team and senior leadership identified the quality of 
teaching on a popular module in the third year as being one of 
the main causes of poor results. Work is being done to improve 
teaching on this module for 2020 and work is in train around 
assessment and feedback, student communication and academic 
support.  

 Longer term leadership and management plans include  
Educational role profile recruitments and management processes 
in place to support these roles.   
Aware through appraisals and overall management of how we 
value both teaching and research   
Getting research excellence people confident to teach – support at 
School level (LEaD) 

 

Midwifery Staff team are proactively dealing with the historical issues 
around organisation and management, academic support and 
teaching learning, but there is a lag on timelines for resolution 
and there is an expected ‘depressive’ effect on the NSS 2020 
results in relation to the following risks. Students experienced 
Strikes in first year, and criticism of timetabling and organisation 
– 1) clinical space 2) other organisational issues; complaints still 
going on from 2018/19, 2020 NSS cohort are out on placement 
and are not currently experiencing improvements made. 

 Programme team and senior management think NSS 2021 results 
will bounce back as result of programme team efforts around 
organisation and management, academic support and teaching 
learning. 
 

 

Computer 
Science 

The risks on this programme were identified as students not 
having an overall sense of belonging to the programme and that 
the low staff student ratio was creating issues with capacity for 
academic support and assessment and feedback in particular.  
Programme team are working with Student Voice Support Group 
to create sense of community and close feedback loop ahead of 
NSS 2020.  
 

 Dean and programme team to review student staff ratios and 
growth as part of planning round to make sure resource is in place 
for high quality teaching and learning.  
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Programme  NSS 2020  RAG  NSS 2021 risks RAG  
Civil 
Engineering 

The key risk identified is around staff engagement with the 
student surveys and more generally proactively engaging with 
students. Leadership and management have emphasised 
importance to all staff of engaging with the surveys and 
enhanced support has been put in place by the Student Voice 
Working Group  

 Dean is leading proactively on challenges around staff engagement 
and is looking at programme leadership and departmental 
leadership as a result. This work should improve results from 2021 
onwards. Alongside this a review of content of the programmes is 
being proposed. 

 

Law  
 
 
  
 

The key risks identified in Law related to high reliance on VL, 
resulting in a lack of consistency in teaching and assessment and 
feedback, staff engagement with departmental activity, and 
student and staff engagement in terms of sense of community.  
Lots of work had been done as part of Assessment and Feedback 
project since January to address quality and consistency of 
feedback. Work had been done to work with VL and permanent 
staff to create good communication and consistency. There will 
be a lag in the results improving given timescales.  

 Staff recruitment to appoint more permanent posts and review of 
programme to address reliance on VL will impact positively on 
2021 results.  
 
Lots of work focused currently on supporting students in 2021 NSS 
cohort from start of their degree.  

 

Electrical and 
Electronic 
Engineering  

The key risk is in relation to staff engagement with common first 
year for Engineering. The NSS 2020 cohort will be the first cohort 
who have done the shared first year and there have been 
challenges around staff and student engagement including an 
open letter from staff and students about the negative 
experience of the common first year.  

 Dean is leading proactively on challenges around staff engagement 
and is looking at programme leadership and departmental 
leadership as a result. This work should improve results from 2021 
onwards. Alongside this a review of content of the programmes is 
being proposed.  

 

Mechanical 
and 
Aeronautical 
Engineering  

The key risk is in relation to staff engagement with common first 
year for Engineering. The NSS 2020 cohort will be the first cohort 
who have done the shared first year and there have been 
challenges around staff and student engagement. 

 Dean is leading proactively on challenges around staff engagement 
and is looking at programme leadership and departmental 
leadership as a result. This work should improve results from 2021 
onwards. Alongside this a review of content of the programmes is 
being proposed. 

 

Sociology  The key areas of risk raised for this programme were around 
quality of teaching and learning, organisation and management 
especially in relation to the course office support and student 
voice in relation to closing the feedback loop. Work has 
progressed with support from Student Voice Support Group to 
put in an action plan to close feedback loop ahead of NSS 2020.  

 Leadership and management changes are planned for 2020 which 
are intended to have a positive impact on the programme. 
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Appendix D: Overall Student Satisfaction by Subject  

 

  2019 2020 

Subject area 
Overall 
satisfaction % 

Overall 
Satisfaction % 

National 
Rank 

No. 
Providers 

Change in rank from 
2019 

London 
Rank 

Change in 
rank from 
2019 

No. of London 
Providers Top London Institution 

Accounting 86.4% 88.6% 49 97 14 9 -4 14 West London (97.8%) 
Aerospace Engineering 81.8% 61.5% 29 30 -18 5 -3 5 Kingston (80%) 
Business Studies 88.6% 69.1% 98 101 -80 15 17 17 Ravensbourne (96.2%) 
Civil Engineering 76.2% 52.6% 53 53 -9 9 -3 9 East London (96%) 
Computer Science 71.2% 68.8% 84 102 -7 9 -3 16 West London (88.9%) 
Economics 78.4% 75.1% 62 74 -3 10 -1 13 Southbank (92.1%) 
Electrical and Electronic Engineering 65.2% 60.7% 66 70 -8 11 -2 15 West London (100%) 
English Studies 100.0% 78.3% 55 65 -54 7 -6 10 Southbank (100%) 
Finance 89.1% 82.7% 46 75 -16 5 0 11 Southbank (93.8%) 
Journalism 79.1% 54.2% 54 56 -19 11 -7 11 Roehampton (93.7) 
Law 68.1% 68.0% 98 100 -3 18 -2 11 West London (94.4%) 
Management Studies 82.3% 76.4% 51 77 -13 8 -6 15 UCL (92.5%) 
Mathematics and Statistics 92.6% 85.6% 35 68 -17 4 -2 11 Greenwich (93.6%) 
Mechanical, Production and Manufacturing Engineering 64.7% 68.6% 62 69 4 7 2 10 Greenwich (95%) 
Media Studies 64.2% 52.9% 86 93 -9 16 0 18 Southbank (93.8%) 
Medical Technology 88.1% 94.9% 2 27 10 1 0 3 City University (94.9%)  
Music 62.5% 50.0% 64 66 -11 14 -4 14 East London (100%) 
Nursing - 85.4% 18 63   6   8 East London (87.9%) 
Opthalmics 93.9% 93.7% 8 12 0 1 0 1 City University (93.7%)  
Politics 87.3% 70.7% 73 76 -48 13 -10 14 London Metropolitan (88.4%) 
Psychology 74.2% 71.5% 100 112 1 15 1 17 St Mary Tw'ham (93.6%) 
Social Policy 80.0% 81.8% 22 36 2 3 0 7 LSE (83.4%) 
Sociology  62.8% 65.5% 95 99 1 15 0 16 Royal Holloway (91.5%) 

 

 

 

 

 

 

 

 

 

 



57 
 

Appendix E:  KPI Student Experience by subject  

  2020 
Variance 2020 v 

2019 Variance 2020 v 2018 

Subject area KPI (%) Rank 
No. of 
institutions KPI (%) Rank KPI  Rank 

Accounting 79.5 63 97 80 0 79.3 -6 
Aeronautical and Aerospace Engineering 63.7 26 30 80.4 -21 81.6 -20 
Business Studies 68.6 98 101 77.1 -41 79.3 -62 
Civil Engineering 60.4 53 53 68.6 -4 71.9 -6 
Computer Science 68.8 87 102 70.7 -13 69.2 0 
Economics 71.7 56 74 74.3 -3 70.5 2 
Electrical and Electronic Engineering 70.6 64 70 68.7 -4 74.5 -21 
English Studies 78.7 45 65 84.2 -28 - - 
Finance 74.3 57 75 83.2 -31 83.4 -41 
Journalism 62.9 55 56 77.9 -22 70.5 -13 
Law 62.3 99 100 64.5 -1 70.3 -13 
Management Studies 75 44 77 80.5 -20 74.1 6 
Mathematics and Statistics 75.9 47 68 82.1 -24 81.6 -22 
Mechanical, Production and Manufacturing Engineering 73 42 69 67.4 22 78.6 -22 
Media Studies 59.5 90 93 61.7 -4 68.2 -12 
Medical Technology 85.6 6 27 86.6 1 88.7 1 
Mental Health Nursing 79.1 32 57 87.7 -24 87.5 -22 
Music 64.9 63 66 73.1 -17 87.7 -55 
Nursing 80.7 18 63 - - 96.2 -17 
Opthalmics 83.1 10 12 89.4 -6 86.9 -6 
Politics 69.1 70 76 80.7 -50 77.7 -31 
Psychology 69.7 100 112 70.6 1 72.6 -6 
Social Policy 82 11 36 79.2 7 - - 
Sociology  73.1 73 99 64.8 23 62.5 22 
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Appendix F:  NSS 2020 Sector rank /London Rank 
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Appendix G:  Comparator Group Performance 

 Overall satisfaction (Q27) Student Experience KPI 

  2020 
2020 v 
2019 

2020 v 
2018 

2020 v 
2017 2020 

2020 v 
2019 

2020 v 
2018 

2020 v 
2017 

Royal Holloway and Bedford New College 87.2 -1 0 -0.8 79 -1.6 0 -1.2 
The University of West London 86.3 -1.1 6.9 1.5 85.7 0.6 7.7 1.6 
St Mary's University, Twickenham 85.9 1.7 -1.7 1.3 81 0.6 -0.9 0.9 
London School of Economics and Political Science 83.7 6.2 13 9.5 76.3 5.1 10.4 9.5 
Roehampton University  82.3 0.1 0.2 -0.6 78.4 0.2 0.9 2.5 
Imperial College of Science, Technology and  81.4 -0.6 -0.5 -2.6 76.9 0.3 -0.2 2 
Kingston University 80.8 -1.4 0.3 0.7 78.4 -0.5 0.6 1.9 
University College London 80.6 -1 0.9 0 75.6 0.6 2.7 - 
Queen Mary, University of London 80.4 -0.2 -0.6 -3.1 72.9 -0.8 -0.2 3 
London Metropolitan University 80 1.8 1.7 1.8 80 2.9 3.2 3 
The University of Westminster 79.8 1.8 4.9 0.1 76.4 1.2 2.5 0.6 
London South Bank University  79.5 -2.3 0.5 -1.7 76.6 -2.5 0.6 -1.5 
The University of Greenwich 78.9 -3.3 -0.6 -0.6 77.4 -1.8 -0.7 0.4 
St George's Hospital Medical School 77.8 3.3 0.4 -3.9 71.7 0.3 0.1 2 
The University of East London 77.7 -2.3 -6.8 -6.4 77.3 0.1 -3.5 -2.9 
Brunel 77.6 -1.6 -1.7 -6.3 73.9 0.9 0.1 -3.5 
King's College London 77.5 -2.9 -1.3 0 71.6 -1.7 -0.5 - 
The School of Oriental and African Studies 77.5 -1.2 -1.3 0 73.6 0.1 0.1 - 
Middlesex University 77 0.2 -0.3 -3.2 75 0.5 1 -2.3 
City, University of London  74.2 -5.9 -7.8 -8.1 72 -4.6 -6.2 -4.6 
University of Arts, London 70.8 -0.4 -1.5 -2.5 74 0 -0.2 -0.7 
Ravensbourne 67.5 -0.7 -3.8 -6.8 68.9 -0.8 -1.2 -5.8 
Goldsmith's College 66.9 -13.4 -10.7 -12.7 67.4 -6.7 -4.9 -6.5 
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Appendix H: KPI 1 Student Satisfaction  
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Appendix I: NSS questions  
 
The teaching on my course 
1.Staff are good at explaining things 
2.Staff have made the subject interesting 
3.The course is intellectually stimulating 
4.My course has challenged me to achieve my best work  
 
Learning opportunities 
5.My course has provided me with opportunities to explore ideas or concepts in depth 
6.My course has provided me with opportunities to bring information and ideas together from 
different topics 
7.My course has provided me with opportunities to apply what I have learnt 
 
Assessment and feedback 
8.The criteria used in marking have been clear in advance 
9.Marking and assessment has been fair 
10.Feedback on my work has been timely 
11.I have received helpful comments on my work  
 
Academic support 
12.I have been able to contact staff when I needed to* 
13.I have received sufficient advice and guidance in relation to my course  
14.Good advice was available when I needed to make study choices on my course  
 
Organisation and management 
15.The course is well organised and running smoothly 
16.The timetable works efficiently for me  
17.Any changes in the course or teaching have been communicated effectively 
 
Learning resources 
18.The IT resources and facilities provided have supported my learning well  
19.The library resources (e.g. books, online services and learning spaces) have supported my 
learning well  
20.I have been able to access course specific resources (e.g. equipment, facilities, software, 
collections) when I needed to  
 
Learning community  
21.I feel part of a community of staff and students 
22.I have had the right opportunities to work with other students as part of my course 
 
Student voice  
23.I have had the right opportunities to provide feedback on my course 
24.Staff value students views and opinions about the course 
25.It is clear how students’ feedback on the course has been acted on 
 
26.The students’ union (association or guild) effectively represents students’ academic interests 
27.Overall, I am satisfied with the quality of the course* 
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Optional question banks 

B3 Careers 
1. As a result of my course, I believe that I have improved my career prospects.  
2. Good advice is available for making career choices. 
3. Good advice is available on further study opportunities. 
 
B17 Student Safety 
1. I feel safe to be myself at university/college.  
2. My institution takes responsibility for my safety. 
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Appendix J: Future of the NSS 

The Office for Students (OfS) has detailed arrangements for a review of the National Student Survey 
(NSS). The key immediate point for City is that the 2021 NSS may be reported and used in a different 
way to previous NSS results. A further analysis on impact for City will be presented later in the year. 
The paragraphs that follow are taken from the OfS announcement (23rd September 2020). 

The review will be a radical, root and branch review and follows a request by the Universities 
Minister to address concerns about how the survey may be creating burden and impacting on 
standards, while ensuring the NSS remains an important indicator of student opinion. A two-stage 
internal review process of the survey is to be conducted. The first stage will address those concerns 
and will report later this year. The second stage will look more widely at the role of the NSS, 
including which questions should be asked to support regulation and student information across all 
four countries of the UK. 

The terms of reference for the first phase of the review will be: 

• Assess the bureaucratic burden the NSS places on providers and how this could be reduced. 
• Explore the unintended consequences of the NSS for provider behaviour and how these could be 

prevented, including whether the NSS drives the lowering of academic standards and grade 
inflation. 

• Examine the appropriate level at which the NSS could continue to provide reliable data on the 
student perspective on their subject, provider and the wider system, and what could be done 
without depending on a universal annual sample. 

• Examine the extent to which data from the NSS should be made public, including the 
implications of Freedom of Information (FoI) legislation. 

• Ensure the OfS has the data it needs to regulate quality effectively. 
• Ensure the NSS will stand the test of time, and can be adapted and refined periodically to 

prevent gaming. 
• Ensure the UK wide role of the survey is considered in any recommendations. 

The contract for the 2021 NSS has already been awarded. The OfS board has decided that, pending 
the outcome of the review, the perspectives of students continue to be required to inform its 
regulatory work. This is particularly the case next year given the impact of the coronavirus pandemic. 
It is not possible to test and pilot any changes to the NSS that might result from the review, to 
ensure its integrity and statistical validity, in time to capture the experience of students during 2020-
21. 

However, given the significance of the review, the board agreed on a number of measures to amend 
the 2021 NSS. First, any decision on what to publish from the NSS and at what level should await the 
outcome of the review to ensure that the 2021 published results were aligned with the new 
direction of travel resulting from the review. 

 


