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Introduction 
 
Following on from a student IT survey in 2007 we conducted a follow up survey open 
to all Bristol students in March 2009. 
 
While not a direct comparison with 2007 we hoped that the survey would provide us 
with a valuable insight into the views of students on the IT services available at 
Bristol and to see if there was any significant change in habits or needs of students. 
 
To encourage responses a series of prizes was offered including an iPod Touch, 
iTunes vouchers and a number of print credit vouchers. Over 1,400 responses were 
received.  To publicise the survey, permission was obtained to email all students in 
the University – this was extremely effective. In addition, the survey was advertised 
on the University Portal and IS website.  With more time posters in libraries and the 
computer centre would also have been useful. 
 
Students across all faculties, nationalities and years were represented, including 
undergraduate, taught postgraduate and research postgraduate students. First year 
undergraduates, with 376 respondents, were the largest group.  Just under 55% of 
participants were female students. 
 
Groups not well represented in the survey are part-time students and adult education 
students, 66 and 6 respectively. Response rates were too low to draw useful 
conclusions for those groups. With those exceptions, we believe the survey is fairly 
representative of Bristol students. Although respondents to the survey were self 
selecting, we believe offering several very attractive prizes encouraged responses 
from all, not just those with a particular interest in the topic. 
 
The survey included a number of multiple choice and freeform response questions. 
Responses to the freeform questions were read and categorised to identify themes. 
 



Student ownership of computers and similar 
devices 
Do you own any of the following? 

 
 
98% of our students own at least one computer. 91% of these are portables of some 
sort. 11% of computers are Macs and 89% are on Windows systems.  
 
The figures mirror results from the 2007 survey which showed that over 70% of 
students owned a portable computer, with around 30% a desktop computer.  We 
have seen a growth since 2007 in the number of MP3 players, with the iPod 
dominant. There is still a trend for the younger students to have the latest devices. 



Communications 
 
Students were asked to indicate which of the following they use: 

 

 
A similar trend as with 2007 but with a noticeable increase in the use of Facebook 
with 1,259 respondents saying they use it. 
 
While these are the common communications and information routes for students it 
does not necessarily mean that they wish to use these for University 
communications.  However, it does provide us with information which should be 
taken into consideration in allowing access to certain tools. 



 

Importance ratings 
How important is it that the University provides the following services for students? 

The overall picture is that all the services mentioned are considered to be important 
or very important. There was no particular attempt in this question to get students to 
rank services in order of priority – students could rate every service as important if 
they wished, and many did. However we only asked about what we considered to be 
„core‟ services, and evidence from the question on importance of possible future 
services suggests that students would have responded differently if they did not 
genuinely believe the service to be important. 
 
The following services were changed from the 2007 survey as they were deemed to 
be less significant issues, or were covered by broader headings. 
Removed: Colour printing, scanning facilities, StudentInfo and online library 
catalogue were removed. Reference to printing and electronic library resources 
remained which would adequately cover 2 of the 4 issues.   
Added: Help desk, Laptop clinic and Portal were added as new and core services in 
an effort to monitor their effectiveness. 
 
As with the 2007 survey we see the dominance of what some would consider 
„traditional‟ services. 
 

 Email again comes out as the most important service with 90% of 
respondents saying it was very important.  An effort was made in the survey 
to clarify that this was the provision of an email system rather than email 
communication by using the phrase „University Email Account‟. 



 ResNet was rated by 78% as very important as were Public Computers and 
Printing.  

 Electronic Library Resources was rated by 69% as very important 



 

Satisfaction Ratings 

Please rate each of the following services and facilities. 

 

Over 80% of students expressed that they were satisfied or better with all 12 
services listed (a response of good, excellent, or satisfactory). 11 out of the 12 
services saw 50% of students rate that service as excellent or good. 
 
ResNet is the most highly rated service, with 85% saying the service is excellent or 
good (excluding those with no opinion). After that Laptop Clinics, Portal, Email, Help 
Desk & Electronic Library Resources all rate above 70% on the same measure. 
 
Strangely email scored highly despite severe criticisms of the Mulberry email client 
from many elsewhere in the survey.   
 
There was a slight dip in the rating for Electronic library resources from the 2007 
survey which could be due to the recent change from the Athens login. 
 
As with the 2007 survey there was no attempt to distinguish in this question between 
the quality of a service and its availability.  
 
Again what we need to do is improve those services which students consider to be 
very important but which are not currently up to the standard of our other services, 
most notably computer rooms, printing and Electronic Library resources.  In other 
parts of the survey this has been identified as more computer rooms and printing 
facilities and better access to and range of Electronic library resources. 



 
  
 

 Very important and high satisfaction – ResNet and Email 

 Not considered very important by the majority but high levels of 
satisfaction– Laptop clinic, Portal and helpdesk – this could reflect the 
relative use of such services. 

 Of concern is the area of high importance with low satisfaction – public 
computers and printing. 

 
 
In the survey from 2007 we see some interesting movements in satisfaction and 
importance levels: 
 
     Change in Importance / Satisfaction since 2007 
Email       -1%  -3% 
ResNet      +4%  +1% 
Wireless      +22%  +6% 
Public computers     +3%  +3% 
Blackboard      +16%  -2% 
Student filestore     +6%  0% 
Printing      +7%  -10% 
E-library resources     +2%  -3% 
IT skills training     0%  -2% 
Helpdesk      +2%  +1% 
 



 

Where would you like to see more public access 
computers? 
 

 
There were 621 suggestions submitted in this freeform section.  Responses fell into a 
number of categories which we have tried to pull together into broad headings.  The 
number one suggestion was for more PCs in libraries across the University followed 
by a desire for more provision in Faculty/Departments. The Arts and Social Sciences 
library was highlighted as a location for more computers. Additional computers in the 
Computer Centre or a second 24hr room in the precinct were also listed.  
 
It was suggested that more efficient use of PC could be made by designating a set 
time limit of 10 minutes or having computers labelled for certain tasks, such as quick 
social usage.  Some were frustrated by the inability to get hold of a computer for a 
few minutes to check email. Some felt it was unfair that students with good 
departmental support also had access to the Computer Centre and therefore had 
greater opportunities.  



 
 

Please select any of the following new or extended 
services that would be important to you? 
 

 
 
Out of nine possible suggested new services, the most requested were 

 Access to the student filestore from anywhere over the web 
 Audio or video recordings of lectures 
 An email address you take with you when you graduate 

 
Other suggestions from several students included: 
 “A „sent mail‟ folder for Webmail” 
“a larger inbox or a way to save older emails” 
“More storage space for files” 
“A monthly or per-term email, with helpful IT links” 
“Preservation of settings between logins” 
 
Appendix A: A full list of the freeform responses can be found at 
www.bris.ac.uk/is/computing/survey09



Service Review 
 
In this sections various questions were asked about five key services, Help desk 
ResNet, Wirelesss, Portal and IT training. 
 
 

Were you aware of the following services? 

 
 

Awareness of the Student Laptop Clinic, 24 hour Help Desk & IT Skills 
training is poor (around a third of students know about them) 
 

70% of respondents were unaware of the IT learning opportunities available to 
them from the University's Student Skills pages at 
www.bristol.ac.uk/studentskills. 



 

Help Desk 
 
Satisfaction IT help desk 

 
 
The following question was asked to those who had experience of the IT help desk 
and excludes those who selected „no opinion‟. 



 
 

IT training 
 

 
 
What IT training would you benefit from that you haven't been able to find? 

 
There were 221 responses to this freeform question and the above diagram 
presents a sample of the key areas identified where there were requests for 
training.   

 



ResNet 
 
38% of respondents had used ResNet and of those 49% rated it excellent and 
38% good. 
 

Wireless 
 

49% of respondents had used the wireless service. Of those who had not 
used it 65% said they did not need or wanted to use the service.  5% didn't 
know the University had a Wireless Network and 13% do not have wireless 
service in their location. 

 
 
 
 
 
 
 



 
Portal 
 

 
75 % of those surveyed thought the Portal was good or excellent.   
 
The top three tasks are accessing email, Blackboard and Library services. 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

What are the most important tasks that you would like to do on the portal, but 
are currently unable to do so? 
 
 

 
Out of the list of potential new services the most popular were: 

 View past exam papers  

 Access electronic journals and databases 

 Access work files 

 Access faculty or departmental information 
 
 
Other requested services include: 

 timetable of lectures 

 Access audio recordings of lectures 

 Access more than the latest 10 emails 
 
  
 



New technologies for education 
 

How well do you think your department or lecturers use IT services (e.g. 
portal, Blackboard, web, video, blogs) 
 
 
 
 

 
 
 

Excellent:  12.9%   181  
Good:  45.5%   640  
Satisfactory:  24.3%   342  
Poor:   12.9%   181 
 
How do you think technology at the University should develop in 
support of your studies? In other words, what would you like it to do 
that it doesn't do now. 
 

This question and the remaining questions in the survey were all freeform, to 
encourage responses and hopefully avoid leading the responses. The responses 
were then analysed, grouped and counted to identify themes. 
 
 

 Provide audio podcasts or video recordings of lecturers for download and 
revision later 

 Provide more lecture notes etc on blackboard / make sure blackboard 
resources are provided consistently for all courses 

 Online file storage and sharing for collaborative work 

 Greater email quota 

 Better online access to journals 

 Train and encourage staff to use technology and modern methods 

 Communicate and support students to use tools 

 Discussion boards for lecturers and other students to ask and answer 
questions 

 Easier access to online journals from outside the university network and 
subscriptions to more e-journals  

 More wireless coverage, including in lecture theatres 

 Facility to submit assessed work online  

 Better search facility for library resources 



 More public access PCs 

 Cheaper printing 

 Calendar 

 Access to specialist software 
 
As with the survey in 2007 by far the greatest request was for audio or video 
recordings of lectures. 
 

 Be able to watch lectures back, or at least listen to them again.  

 Be able to watch/listen to lectures again over the internet. 

 able to download lecture slides 

 A system to take video recordings of lectures, much like MIT's 
OpenCourseWare  

 
Significant numbers also stated a desire for better access to documents from multiple 
locations. 
 

 Access to filestore at all times  

 A place to store documents online. 

 Access my documents away from the network ie at home. 

 Allow easy transfer of information between home and university without 
reliance on hard copies 

 Easier access 
 
In addition we had a lot of request about email quota 
 

 A considerably larger email inbox  

 larger email storage 

 Bigger e-mail quota 
 

 
Some strong comments on better communication of services available and support 
and training to make the most of them 
 

 A regular IT newsletter detailing university specific information and more 
general information on new technology and sites of academic interest  

 Better communication with students regard their abilities and confidence in 
using subject specific software.  

 

Better integration of systems (Portal improvements): 
 
“The use of different sites such as Chemistry DLM, Blackboard, portal and the 
separate sites to view databases, electronic journals make it difficult to navigate 
through a particular task. It would be more effective if the sites were all linked or 
could be joined into a single site that is easier to use.” 
 

“The website has grown too much. It needs to be rebuilt. Separate the stuff that 
people who are not students or not employed by UoB need to see and know, from 
the stuff that we need to see. Information that I need is not localised but spread out 
over the bristol website. I have to click on several links taking me to pages I don't 
need to see before I can get to the pages I do need to see. Portal almost completes 
the task, but not all departments are currently using this making access to necessary 
documents difficult.”  



 

Some comments were received about the ad hoc nature of support in departments 
and the desire to have a central contact for IT support.  Comments also reflected a 
desire to see the same standards of support and access to technology across 
faculties and departments.  Students were aware that others had better support 
elsewhere. 
 



What is easiest / most convenient about IT at the 
University?  
 

As any response was permittted for these freeform questions and there was no 
prompt of possible responses the percentages appear low (as most students gave 
only one answer and could have written anything). The absolute numbers are not 
significant but the relative positions are useful. 
 

1. Wireless  
2. Email  
3. Blackboard 
4. ResNet 
5. Portal 
6. 24 Hour Computer Centre / good access to computers / availability of 

computers   
7. Journal access 
8. Internet access 
9. Help desk / support 
10. Single Sign On 

 
As with the 2007 survey public computer rooms are highly praised by some students 
here, despite being criticised by other students elsewhere in the survey. Particularly 
praised were the convenient locations and choice of rooms all over campus, and the 
reliability of equipment maintained to a high standard. Points noted included: 
 

 All of the public computers work 

 Always a computer nearby 

 24 hour access to computers is very useful. 
 
It appears likely that attitudes to computer rooms vary between students depending 
on the department, personal working patterns, and quality of the room most 
convenient for them. 
 
See Appendix B for full list of freeform responses at 
www.bris.ac.uk/is/computing/survey09  



What is most difficult / frustrating thing about IT 
services and facilities at the University? 
 
Position  issue      number of respondent 

 
1. Access to computers      164 
2. Wireless coverage / usability     62 
3. Loss of Athens, access to Journals, proxy  43 
4. Access to printers       35 
5. Slow computers       30 
6. Costs of colour/  printing      20 
7. Email quota        27 
8. Blackboard – not working/clumsy/badly designed  23 
9. Replace Mulberry       25 
10. Access documents from home     17 
11. Buying printer credit should be easier    16 
12. Data quota        11 
13. Lack of IT support /depts      16 
14. Service reliability       14 
 
See appendix C for a full list of the freeform questions 
www.bris.ac.uk/is/computing/survey09 

 



One thing you would change 
 
If there was one thing you could change about IT services and facilities at the 
University, what would it be? 
 
Responses were reviewed and categorised into areas.  The following list presents 
the most requested improvements. 
 

1. More public computers and 24hr access 
2. Better and free/ cheaper printing 
3. Larger email quota 
4. Email program (replace Mulberry)  
5. Better access to files and folders from outside the University and more 

capacity for storage 
6. More extensive wireless / fully wireless campus  
7. Better access to e Journals 
8. Integration of web based services / enhanced Portal 
9. Cheaper ResNet 
10. Improve Blackboard 
11. Better promotion of IT services  
12. Training 
13. Better support and easier access to help 
14. Allocate computers for short tasks such as checking emails / ban use of 

social networking on public access PC 
15. More videos and podcasts of lectures 
16. Online payments 

 
 
There was a very strong demand in responses to this question for more public 
computers. Access to computer rooms was important (eg more 24 hour access). It 
was commonly thought that at times when they were needed (busy times of day, 
essay deadlines) there was always a queue. The number of computers with various 
specialist software packages was limited. There were numerous requests for 
friendlier email packages instead of Mulberry. 
 
See Appendix D for a full list of the freeform questions 
www.bris.ac.uk/is/computing/survey09 

 



Conclusion 
 
Information Services will use the information from this survey to enhance and 
develop new services to meet the needs of students.   
 
As a first step we will be improving the communication of IT services with students 
through the introduction of a student handbook, the development of the IS website 
and we will explore the potential for regular emails. In addition we will increase the 
current email quota for students, expand wireless provision and continue with 
developments in the portal.  We will identify opportunities to make available to 
students more computers and conduct a training needs analysis with the aim of 
improving student‟s IT skills. 
 
We will continue to implement tools to enhance communication and effective learning 
technologies.   The IT strategy www.bristol.ac.uk/it-strategy identifies many of the 
areas covered in the results of the survey and the current IT service review, 
www.bristol.ac.uk/it-review, aims to enhance our ability to deliver consistent and high 
quality services. 

http://www.bristol.ac.uk/it-strategy
http://www.bristol.ac.uk/it-review

