
  

   
 

 

FINAL INTERNAL AUDIT REPORT 2016/17 
 

STUDENT VOICE 
 

Opinion and Recommendation Classification 
 

A Substantial level of assurance can be given to the adequacy and effectiveness of systems of internal 
control over Student Voice at the time of our audit and limited to the scope. Substantial assurance is 
defined as, “While there is a basically a sound system, there are weaknesses which put some of the system 
objectives at risk, and/or there is evidence that the level of non-compliance with some of the controls may 
put some of the system objectives at risk”. 
 
As a result of our audit, the following recommendations have been raised.  

 

 

Recommendation Type Number 

Priority One - 

Priority Two 1 

Priority Three - 

 

 

 

 

 

Item 30.1 
Senate 11.10.17 



 

 

INTRODUCTION 
1.1. Central to managing the quality of City’s educational provision and identifying the need for change 

is considering, and acting upon, feedback from our students. Feedback is gathered informally 
through working closely with the Students’ Union, discussions with staff, as well as formally through 
module questionnaires, internal surveys and nationally-led initiatives such as the NSS. Student 
representatives also play a key role in informing change.1 

1.2. The University invites students to participate in anonymous surveys, including: 

• Module Evaluation Surveys; 

• National Student Survey; 

• University Your Voice 1 and 2 (student experience surveys for year 1 and 2 students); and 

• Postgraduate Research Experience Survey (PRES); and 

• Postgraduate Taught Experience Survey (PTES). 

1.3. All surveys take place in a single ‘survey window’ in the spring term (except module evaluations 
which occur termly). This principle enables the University to work in conjunction with the Students’ 
Union to undertake targeted promotional work with the aim of eliciting high rates of participation.  The 
University invites students to participate in only one programme-related survey per year. This 
approach is to minimise survey fatigue as well as to target the most relevant feedback from our 
students to monitor and enhance their experience. Senate establishes the question sets for the Your 
Voice Surveys which are designed to track student satisfaction across all three years of our 
undergraduate provision (see Section 5 of the Quality Manual for Your Voice questions). Question 
sets for the NSS, Postgraduate Taught Experience Survey and Postgraduate Research Experience 
survey are set nationally.2   

1.4 Boards of Studies are responsible for monitoring Annual Programme Evaluation (APE) plans and 
ensuring that actions are being taken in response to issues arising. They are also responsible for 
monitoring response rates for student surveys and for determining action to improve them, where 
necessary. Education and Student Committee and Graduate School Committee receive an overview 
report of all themes arising, including those from surveys.  Senate takes an overview of Boards of 
Studies minutes to ensure APE plans are being monitored. In addition, Senate and ExCo receive 
termly reports of collated themes arising from School Student Experience Committees to identify 
current view of students about their broader experience and to ensure actions are in place. Senate 
and ExCo also take an overview of Your Voice and national student survey outcomes.3   

1.5 Student and Academic Services are responsible for co-ordinating the student feedback.  Feedback 
is gathered informally through working closely with the Students’ Union, discussions with staff, as 
well as formally through module questionnaires, internal surveys and nationally-led initiatives such 
as the NSS.4  

1.6 The NSS is aimed at mainly final year undergraduates and asks them to provide honest feedback 
on what it was like to study on their course at their institution.  The results are available for 
prospective students and their advisors through the Unistats website.  The survey is undertaken 
independently by Ipsos MORI.5 

1.7 At the time of the audit the NSS 2016 results were available. The overall satisfaction rating for City 
was 85%, one of the highest scores City has achieved, however a 2% decrease on last year’s result 
(NSS question 22). The national average for overall satisfaction in 2016 was 85%. The City 
participation rate was 81%, the highest ever. 

1.8 Module Evaluation Surveys - All undergraduate and taught postgraduate students are also invited to 
participate in module evaluation, normally in the final or penultimate lecture. The University operates 

                                                
1 https://www.city.ac.uk/about/education/quality-manual/5-student-voice  
2 https://www.city.ac.uk/__data/assets/pdf_file/0015/135150/student_feedback.pdf    
3 Information extracted from the Student Feedback Policy, page 3 
4 Information extracted from the P1 Planning Document 
5 http://www.thestudentsurvey.com/about.php    

https://www.city.ac.uk/about/education/quality-manual/5-student-voice
https://www.city.ac.uk/__data/assets/pdf_file/0015/135150/student_feedback.pdf
http://www.thestudentsurvey.com/about.php


 

 

a common question set for module evaluation to ensure consistency of approach and measurement 
across all provision.6   

1.9 The Your Voice 1 and 2 Surveys are designed to track student satisfaction across years one and 
two of the University's undergraduate provision (prior to the NSS).7  

1.10 It must be noted that the module evaluations and the Your Voice 1 and 2 surveys are internally run 
and are specific to City only.  They serve as a control in themselves as they help to highlight any 
issues or concerns for improvement and resolution before students complete the NSS in their final 
year. 

1.11 The Postgraduate Taught Experience Survey (PTES) enables universities to gather important 
information about the experience of any taught postgraduate student on a Masters, Postgraduate 
Certificate or Diploma course.  It considers students’ motivations for taking their programme and – 
where relevant – their experience of undertaking a dissertation or major project.  The survey is 
provided by the Higher Education Academy and so the questions are set nationally although 
universities can add their own.8   

1.12 The Postgraduate Research Experience Survey (PRES) enables one to gather information about 
the experience of any research student on a doctoral or research master’s course.  It focuses on 
students’ experiences of supervision, resources, research community, progress and assessment 
and research and development.  This survey takes place every year two years and is also provided 
by the Higher Education Academy.9  

1.13 Committees such as the Staff Student Liaison Committee (responsible to Programme Committees) 
and the Student Experience Committee (responsible to the Board of Studies) obtain and discuss 
student feedback more generally on non-academic issues during their meetings throughout the year.  
This enables feedback to be sought on a regular basis via the meetings so any issues students 
report can be resolved in a timelier manner, which decreases the likelihood of them being highlighted 
by students in the NSS or PTES or PRES surveys at the end of their studies. 

1.14 The Deputy Head of Student Experience and Engagement has presented a workshop on the 
importance of student surveys and the staff campaign at the Higher Education Academy Surveys 
Conference 2017. 

 
 AUDIT SCOPE AND APPROACH 

2.1. The audit approach was to develop an assessment of risks and management controls operating 
within each area of the scope.  

2.2. The audit included the following: 
• Undertaking survey; 
• Analysis and feedback; 
• Development of action plans (University and School level); and 
• Monitoring and correction of action plans. 
 

The audit reviewed the following: 
• Module Evaluation; 
• National Student Survey; 
• Your Voice 1 and 2; 
• Postgraduate Taught Experience Survey; and 
• Postgraduate Research Experience Survey (PRES). 

                                                
6 Information extracted from the Student Feedback Policy, page 3  
7 Information extracted from the Student Feedback Policy, page 3 
8 https://www.heacademy.ac.uk/institutions/surveys/postgraduate-taught-experience-survey    
9 https://www.heacademy.ac.uk/institutions/surveys/postgraduate-research-experience-survey  

https://www.heacademy.ac.uk/institutions/surveys/postgraduate-taught-experience-survey
https://www.heacademy.ac.uk/institutions/surveys/postgraduate-research-experience-survey


 

 

EXECUTIVE SUMMARY  

3.1 Key Controls Identified  

• Promotion and encouraging student participation – Student and Academic Services have 
organised and coordinated promotion of the student surveys working with Schools and 
stakeholders to encourage participation in the survey. Promotional activities include providing 
incentives for students to complete the NSS, Students’ Union lecture shout-outs, recruiting student 
ambassadors to increase student participation as well as posters and a website presence with a 
social media push including boosted posts.  Staff are also reminded to encourage students to 
complete the surveys through the Boards of Studies’ meetings and through the Deputy President 
and Provost’s email messages to senior staff in Schools.  The surveys team can provide tailored 
publicity and advice for the Schools on increasing response rates and has extended the time that 
surveys such as PTES remain open until to allow for more responses.  Despite an NUS led boycott 
of the NSS, City met the reporting threshold and achieved a response rate higher than the national 
average. 

• Weekly response rate reports – These are produced showing the completion rates for every 
School and every survey in clear tables and graphs and are sent to a variety of recipients including 
the President, ExCo and School and professional services staff to enable effective and regular 
monitoring. 

• Survey packs for staff – Information packs for any member of staff have been produced and 
include guides on each of the surveys, FAQs for students, email headers and drafts, templates and 
the question sets for 2017 for each survey.  This enables everyone involved to have a better 
understanding of the surveys. 

• Oversight of student surveys – The results of the student surveys and subsequent annual 
programme evaluations are reviewed by senior management through Senate, ExCo and some of 
the Boards of Studies, as per the various meeting minutes.   

• Annual Programme Evaluations – The APEs viewed highlight and address students’ feedback 
and resulting action plans to help make improvements.  Responsibilities for the actions in the plans 
are allocated to relevant staff members/teams. 

• Committees and working groups discuss surveys – The Surveys Working Group, the 
Education and Student Committee, the Operations Board (which receives the reports from the 
Surveys Working Group), Boards of Studies, Senate and ExCo discuss and review student surveys 
during meetings.  The Student Experience Committees in the Schools also discuss surveys, 
reminding everyone of the importance of them and providing details of how to complete them.  The 
committee enables students to provide their feedback and communicate any requests for 
improvements throughout the year so issues can be resolved rather than them being 
communicated in the surveys. There are also meetings with the Deputy President, Student and 
Academic Services and programme teams to discuss the NSS and develop action plans. This 
shows that surveys are viewed as important and discussed across a variety of forums across the 
University.  

• Communication of actions to students – It was identified that actions developed and 
improvements made as a result of the feedback received from the student surveys are presented 
on the intranet for all staff and students to view.  Messages from key senior staff and notes on the 
improvements made at City as a whole and in each programme in each School help show students 
that their feedback is important and being used effectively and productively. 

• Programme Committees discussing action plans – It was identified that student survey action 
plans were discussed in the sample of Programme Committee meeting minutes reviewed from 
each School. 

 
3.2  Key Issue Identified  

• Progress of actions presented to Boards of Studies – It was identified that in the available 
SMCSE Board of Studies minutes covering meetings which took place on 25.5.16, 7.9.16, 9.11.16 
and 18.1.17, there was no clear information on the progress of action plans included. In the one 
set of available SHS Board of Studies minutes reviewed dated 30.6.16, only progress of actions 



 

 

with regards to the module evaluation scores were discussed, not the other surveys.  The Law 
minutes reviewed dated 29.6.16 and 14.12.16 state that action “plans are in place” to address 
issues but further detail on what these plans are was not provided.  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

 

Detailed Recommendation   
 
 

4.1 Progress of actions presented to Boards of Studies 

Rationale  
Boards of Studies should be presented with progress of any actions taken as a result of student 
feedback to ensure improvements are made in a timely manner. 
 
It was identified that in the available SMCSE Board of Studies minutes covering meetings which took 
place on 25.5.16, 7.9.16, 9.11.16 and 18.1.17, there was no clear information on the progress of 
action plans included. In the one set of available SHS Board of Studies minutes reviewed dated 
30.6.16, only progress of actions with regards to the module evaluation scores were discussed, not 
the other surveys.  The Law minutes reviewed dated 29.6.16 and 14.12.16 state that action “plans 
are in place” to address issues but further detail on what these plans are was not provided.  
 
There is an increased risk that if progress of actions is not presented to the Boards of Studies, 
improvements are not made on time leading to a decline in NSS results and to student dissatisfaction.  
This can also create reputational damage as well as an inability to attract and recruit students which 
can lead to financial loss. 
Recommendation Priority 

A summary of the progress of action plans should be 
provided and included as a standing item in the student 
surveys section of the Boards of Studies meetings, 
particularly if key issues were identified.  Any delays or 
problems completing the actions should be discussed 
and escalated as necessary.   

Two 

Management Response 

 
This report reflects the 'Your Voice, Our Action' campaign and how we compile student feedback in 
qualitative and quantitative ways. The recommended action will be brought to the attention of BOS 
Secretaries through the Quality Forum for action by Chairs and Secretaries. 
 

Target 
Date 

April 2018   Responsibility BOS Secretaries and Chairs 

 
 
 
 
  



 

 

Assurance Definitions and Priority Levels 

 

In order to assist management in using our reports: 

a) We categorise our opinions according to our assessment of the controls in place and the level of 
compliance with these controls. 

Full 
Assurance 

There is a sound system of control designed to achieve the system objectives and 
the controls are being consistently applied. 
 

Substantial 
Assurance  

While there is a basically sound system, there are weaknesses which put some of 
the system objectives at risk, and/or there is evidence that the level of non-
compliance with some of the controls may put some of the system objectives at risk. 
 

Limited 
Assurance 

Weaknesses in the system of controls are such as to put the system objectives at 
risk, and/or the level of non-compliance puts the system objectives at risk. 
 

No 
Assurance 

Control is generally weak, leaving the system open to significant error or abuse, 
and/or significant non-compliance with basic controls leaves the system open to error 
or abuse. 

 

b) We categorise our recommendations according to their level of priority. 

Priority 1 Critical business risk not being adequately addressed; weaknesses in key business 
control; substantial non-conformance with regulations and accepted standards. 
 

Priority 2 Important business issues to be addressed; improvement area; inadequate risk 
identification or reduction; non-conformance with regulations. 

Priority 3 Minor non-conformances with the business management system; other business 
issues to be addressed, good working practices. 
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