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Information Services Library and IT 
Resources - Student Survey 2017/18 

1. Introduction 
The IS Student Satisfaction Survey 2017/18 was conducted in November 2017 and there were a total of 1,863 
responses, representing 10% of the student population.  

Overall satisfaction with library resources remains constant compared with 16/17 at 89%, which is a good 
result, given the many changes that have been undertaken within the Templeman Library redevelopment 
project and a move to a new Unified Library Management System including the new LibrarySearch. Satisfaction 
increased with the availability of books (+3%), information and signage in the Templeman Library (+5%) plus 
physical materials in the Drill Hall Library (+4%). Study spaces on the Canterbury campus increased by 6%. 

Overall satisfaction with IT resources and facilities has increased by 3%, from 85% (16/17) to 88% (17/18). 
Increases to satisfaction included Wi-Fi on the Canterbury campus (+10%) the reading list system (+2%), 
Student Data System (+4%), student email (+2%), website (+9%) and the Student Guide (+1%).  

New questions asked this year included satisfaction with study spaces in the Templeman Library (70%) and the 
Library and IT resources / facilities in the Drill Hall Library (88%).  

There will be action plans covering the areas where satisfaction levels are low including the laptop Loans 
service at both the Templeman and Drill Hall Libraries and E-book and E-journal provision (see section 2).  

The statistical analysis of this year’s annual IS survey of student satisfaction are given in the Appendix. 

2. Actions in response to the survey 
All services where satisfaction is below 75% (those marked Red in the Survey report) will be investigated – 
firstly, to get a clear understanding of the problems being experienced by students and secondly to address the 
underlying causes of dissatisfaction. See action plans in the Appendix. 

2.1 Laptop loan service in Templeman Library (54%) 
Despite a lot of effort over the past year to improve the laptop loan service (see section 4.1 for further 
information on the work carried out in the last year), the satisfaction with the laptop loan service has hardly 
risen. Therefore, focus groups and other activities with students will be undertaken to try and understand what 
the underlying cause of the low satisfaction is. 

However, it should be noted that the work to improve the virtualised desktop back-end (VDI) was not delivered 
until after the 2017 survey. 

2.2 Laptop loan services in the Drill Hall Library (58%) and the Pilkington Building 
(56%) 

The laptop loan service in the Drill Hall Library, Medway campus is completely open access. The Pilkington 
Building’s service uses a self-service LapSafe cabinet very similar to the ones in use at the Canterbury campus. 
The laptops run a very similar range of software to the Drill Hall Library desktop units. There are always enough 
laptops available to meet demand even at busy periods. We receive very little specific feedback through 
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Servmetric or other channels about the service, and we will endeavour to understand why the service has a 
low satisfaction score. We note that the Templeman equivalent service has recorded a similar level of 
satisfaction and the two libraries will work together to understand the reasons for dissatisfaction with this 
service. 

2.3 Provision of PCs and Printers on the Medway Campus (66%) 
On the Medway campus, there are a limited number of PCs and printers outside of the Drill Hall Library. 
Whether there is sufficient provision and whether the current provision could be extended will be discussed 
with the Dean of Medway before any action is taken in this area. 

2.4 Wireless Network on the Medway Campus (68%) 
The level of satisfaction with the wireless network on the Medway campus (68%) is significantly lower than on 
the Canterbury campus (79%). The cause for this will be investigated and any issues identified will be 
addressed, where possible. We will need to assess where the problem areas are - the Kent buildings and/or the 
shared spaces. 

2.5 Study Spaces in Templeman (70%) 
The figure of 70% satisfaction with the study space in the Templeman Library is disappointing following the re-
opening of the new library in summer 2017. However, it has been observed that the library has been much 
busier this year from early in the Autumn Term and the level of demand on study space could be a cause of the 
dissatisfaction. There are a number of projects planned for this academic year which will increase the amount 
and quality of the study space in the Templeman Library, which it is hoped will improve satisfaction in this 
area.  

A study space availability service has recently been launched on Templeman Library display screens and online 
which should help students to find study space appropriate to their needs. 

2.6 The provision of E-books (71%) and E-journals (73%) 
The level of satisfaction remains low for online e-book (71%) and e-journal (73%) services. This is of significant 
concern as we have engaged with our academic schools to develop collections, invested in high quality 
packages of resources and through Strategic Collection Reviews we benchmark against collections in other 
institutions.  This indicates that we need to engage further with students around the issues of the usability, 
availability and discovery of resources. This already happens through the ‘Pop-Up Librarian’ scheme and 
through the highly popular Evidence Based Acquisition schemes, which engages students to develop our 
collections. Going forwards, we will progress a plan to communicate, educate and build awareness. This will 
complement an internal focus to ensure that our resource content is discoverable and accessible through 
LibrarySearch. 

3. Ongoing Service Improvements 
This section covers the service areas where satisfaction scores were between 75% and 85%, i.e. those marked 
Amber in the Student Survey Report. Work in these areas will be ongoing and will be informed by the results of 
the survey, including the comments. 

3.1 Reading List System (75%) 
The reading list system (75%) saw a 2% increase in satisfaction, but we are keen to continue this positive trend. 
The Collection Engagement Project resulted in increased staff engagement and use of the Reading List Service, 
and we will continue with this element of our work. For 2018, the focus will include engaging students – and 
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supplier improvements to the ‘student view’ in Readinglists@kent provides an excellent springboard for this 
activity. We will seek to collaborate with academic schools and the Kent Union to engage students and 
promote further awareness and use of the service. 

3.2 Provision of study spaces on the Canterbury campus (75%) 
There is a programme of work to upgrade the study hubs across the Canterbury campus – funded centrally on 
an annual basis. In 2016/17, study spaces in Eliot and Keynes were refurbished and positive feedback from 
students on theses spaces was received. A further two study hubs will be refurbished in 2017/18. 

We are also working closely with Kent Union to identify space across campus for additional study hubs and 
other ways of improving the overall provision across campus. 

At the start of 2017/18 academic year, IS gave up the Oaks Study Hub to enable Psychology to extend its 
teaching space to cope with increased student numbers. This may have led to some dissatisfaction amongst 
students who used the Oaks. The creation of further study space in the Templeman Library in the coming 
months will compensate for the loss of the Oaks. Also, the Park Wood building, which is opening in September 
2018, will include a new study hub. 

3.3 Availability of physical materials in the Drill Hall Library (76%) 
The level of satisfaction with availability of physical materials has improved by 4 percentage points since last 
year, and we believe that our improved circulation policies, the improved DHL catalogue, and the application 
of improved collection management and development policies are all having an impact. We will continue to 
review data from the new Unified Library Management System to further assess ways to improve the 
collections and their availability. 

3.4 Wireless network on the Canterbury Campus (79%) 
IS have secured Finance & Planning sub-committee approval for capital investment in wireless provision. The 
project sets out how a £1,412,000 capital allowance in financial year 2017/18 will renew a substantial portion 
of the wireless access points on the Canterbury campus as they come to the end of their manufacturer 
supported service life. This work will include the majority of student residences. The project will improve the 
wireless service by use of the latest technology, and improve and enhance the deployment to optimize the 
service. The approved capital programme includes an allowance of £3M to extend and enhance Wi-Fi provision 
on campus over the 3 years from 2017/18 to 2019/20. Further approvals will be sought for future phases of the 
work. 

3.5 LibrarySearch facility (79%) 
The 9% reduction in satisfaction with LibrarySearch is of great concern and followed from the implementation 
of the Unified Library Management System (ULMS) in July 2017. Intensive work to deliver enhancements has 
improved or resolved many reported issues, and an analysis of tickets demonstrates this. The ULMS project 
team continues to work on improvements, performance issues have been resolved, and the supplier is 
responding to prioritised issues raised at collaborative level.  Our priority is to ensure discovery and access to 
resources. To aid with reporting of resource access issues, we have added a broken link report button to the 
‘full text finder screen’. Behind the scenes, we are overhauling all our e-resource records, removing incorrect 
links and checking that all the resources that we subscribe to are in LibrarySearch, which will further reduce 
broken links. We are actively working with our supplier to understand automated link checking options. 
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3.6 Provision of PC and printers on the Canterbury campus (82%) 
As discussed above (3.2), we are working with Kent Union to increase study space on the Canterbury campus, 
which will also increase the provision of PCs and printers. 

The comments from respondents to the survey will help us to understand the exact reasons for the level of 
dissatisfaction. 

3.7 Provision of study spaces in the Drill Hall Library (82%) 
The level of satisfaction with our study spaces has dropped 5 points to 82%. The study spaces in the Drill Hall 
generally receive positive feedback through our User Group and other feedback mechanisms. Feedback from 
students has referred to a desire for more comfortable seating in the Drill Hall Library, and we do have plans to 
revamp the Group Zone. In the light of this feedback we will review these plans and see if they can be brought 
forward. There are also comments about opening hours, both suggesting earlier opening and more extensive 
24/7. These will be passed to our User Group for further assessment to see if there are specific time of year we 
should focus upon. Temperature is regularly mentioned, and this is a constant concern for Medway students. 
We work very closely to monitor this with our colleagues in the Greenwich Facilities Management team and we 
will share this feedback with them. 

3.8 Provision of information about library and IT resources on the Kent website 
(82%) 

Satisfaction levels have increased by 9% this year, demonstrating that the improvements that have been made 
to key areas of the websites already are improving student experience. There is a significant review and work 
planned as part of a content development project running this academic year which will improve access to key 
information in relation to services and customer tasks. 

3.9 Availability of books in the Templeman Library (83%) 
It is encouraging to see a 3% increase in the availability of books to 83%, and our aim is to maintain this trend. 
There are three main strands to this work. Firstly, we have increased staff engagement and use of the Reading 
List Service to achieve targeted spend on core and recommended resources. Further to this, data aids our 
understanding of module resource needs, and we advise our academic schools accordingly to aid resource 
planning. At collection level, through the Strategic Collection Review process, we make recommendations to 
academic schools to focus collection management and development activity. In addition, the Circulation Policy 
implemented in July 2017 enables us to respond to the need for additional copies through reservation data. 
Finally, students are supported to locate books, through ‘Find a book’ in LibrarySearch, and the amalgamation 
of the Core Text into the Main Collection in 2017 improves the browsing experience. 

4. Action taken as a result of the 2016/17 Student Survey 
Following the 2016/17 IS Student Survey, two service areas were targeted for specific improvements – the 
work undertaken in the last year is described below.  

4.1 Templeman Library Laptop Loan Service 
Following the 2016/17 Student Survey that indicated a satisfaction rate of only 53% for the Templeman Loan 
Laptop Service, we measured the baseline service performance for 2 weeks between 20/02/2017 and 
05/03/2017. The baseline used data from the Library Management System (Voyager), IT and Library Support 
Desk enquiries and a User Experience exercise, alongside technical information provided by User Platforms. 
The User Experience exercise invited library users to complete a User Journey survey when using the laptops to 
help us to identify the elements of the service that caused them frustration. We learned from this that the 
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procedures to borrow and return laptops were not causing unhappiness. It was when using the laptops that 
students became unhappy with the service. Issues students faced when using the laptops included inability to 
log on, random disconnections, slow performance and inability to use USBs. 

As these findings indicated that it was likely that the configuration of the Virtual Desktop Infrastructure service 
was playing a significant role in the problems that students were encountering when using the loan laptops, a 
bid for a VDI consultancy was submitted. The VDI consultant reviewed the current infrastructure, identifying 
and implementing opportunities for improvement. The work addressed the improvements that students 
wished to see: 

• Improved log on 
• Reduced random disconnections 
• Improved service performance   
• Enabled connection for USB sticks 
• Improved Lap Safe cabinet reliability 

As this work was only finished in December 2017, the benefits were not in place for the 2017/18 Student 
Survey that took place in November 2017. Therefore, we will rerun the User Journey survey to measure 
whether users have experienced an improvement in the service and will work collaboratively within 
Information Services to ensure that any remaining issues discovered through this process are addressed. 

4.2 Wireless network 
During the academic year 2016/17 in addition to supporting the commissioning of significant new builds (e.g. 
Sibson Building and Templeman Library C Block) with comprehensive Wi-Fi, other pieces of work were also 
carried out such as Wi-Fi in student laundry facilities and kitchens, and increasing Wi-Fi access point density in 
Jennison (EDA), Registry and Cornwallis. The complete renewal with the latest and most capable Wi-Fi access 
points in Woolf College (148) and Keynes II (108) accommodation was completed before the start of the 
academic year 2017/18. Throughout 2017 much work has been undertaken to update the supporting 
infrastructure firmware to enable the latest features (e.g. Flexible Radio Assignment) as soon as possible. The 
authentication system has been improved, as has the monitoring and problem investigation, where advanced 
analysis tools have been provided to IT Service Desk.  

Last year’s survey identified Woolf College accommodation as being of specific concern regarding wireless 
access. A lot of work, which benefitted from constructive consultation with the residents, has been undertaken 
over the last year to improve wireless access in Woolf, including includes wireless surveys and the replacement 
of all wireless access points. The work to relocate wireless access points to improve coverage is in progress.  
Wireless access in the Templeman Library was also an issue raised by students and work has been carried out 
to address this with the replacement of wireless access points and firmware updates were applied to edge 
switches. 

Ancillary to the specific investment in the wireless infrastructure in the academic year 2016/17 also saw the 
delivery of the campus 10Gigabit connection to Janet, and the deployment of 4x10Gigabit links to all the 
campus distribution routers. This helps all network traffic including wireless. 

 
 
Authors: Julia Crompton, David Hayling, Veronica Lawrence, Dave Puplett, Justine Rush, James Thompson and 
Sam Thornton 
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Appendix: IS Student Survey 2017/18 
Summary Report 
1 INTRODUCTION 

 

The IS Student Satisfaction Survey 2017/18 was conducted in November 2017 and there were a total of 
1,863 responses, representing 10% of the student population. This report gives the results for this year and 
some comparison with the 2016/17 results. 

 

Response Rates 
 

Campus Number of 
Respondents 

Percentage of total Number of Comments* 

Canterbury 1,717 11% 488 / 630 / 1,088 / 1,043 
Medway 146 7% 49 / 70 / 106 / 98 
Total 1,863 10% 537 / 700 / 1,194 / 1,141 

 

* General Comments / Moodle, Turnitin, KentPlayer Comments / Name one thing that’s great about IS / Name 
one thing that we could improve about IS. 
 

2 OVERALL SATISFACTION 
 

The overall satisfaction of students is measured by their responses to the two NSS questions. This year the 
Library question has stayed the same as last year and the IT question has increased significantly.  
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3 SURVEY RESULTS 
 

No. Question 2017/18 
Percent 

2016/17 
Percent 

Change No. of 
responses 

 Canterbury Campus     
12 ...the availability of books in the Templeman Library?  83% 80% +3% 1,543 

13 ...information and signage in the Templeman Library? 85% 80% +5% 1,561 

14 ...the service desks (Welcome Desk, IT and Library Support 
Desk) in the Templeman Library? 

88% 88% 0% 1,480 

15 …study spaces in the Templeman Library? (New question this 
year) 

70%   1,522 

16 ...the laptop loan service in the Templeman Library? 54% 53% +1% 788 
17 ...the provision of study spaces on the Canterbury campus 

(i.e. Study hubs/PC classrooms)? 
75% 69% +6% 1,432 

18 ...the provision of PCs and printers on the 
Canterbury campus? 

82% 78% +4% 1,465 

19 ...the wireless network service on the Canterbury campus? 79% 69% +10% 1,570 

 Medway Campus     
3 ...the Library and IT resources / facilities in the Drill Hall 

Library? (New question this year) 
88%   163 

4 ...the availability of physical materials in the Drill Hall 
Library? 

76% 72% +4% 161 

5 ...the provision of PCs and printers in the Drill Hall Library? 85% 85% 0% 158 

6 ...the provision of PCs and printers elsewhere on the 
Medway campus? 

66% 69% -3% 130 

7 ...the provision of study spaces in the Drill Hall Library? 82% 87% -5% 158 

8 ...the laptop loan service in the Drill Hall Library? 58% 57% +1% 74 

9 ...the laptop loan service in the Pilkington Building? (New 
question this year) 

56%   64 

10 ...the wireless network service on the Medway campus? 68% 70% -2% 160 

 Online Services     
21 ...the provision of e-books at the University of Kent? 71% 71% 0% 1,643 
22 ...the provision of e-journals at the University of Kent? 73% 75% -2% 1,579 

23 ...the reading list system? 75% 73% +2% 1,649 

24 ...the LibrarySearch facility? 79% 88% -9% 1,824 

25 ...the Student Data System (SDS)? 87% 83% +4% 1,835 

26 ...the student e-mail service? 93% 91% +2% 1,852 

27 ...the provision of information about library and IT resources 
/ facilities on the Kent website? 

82% 73% +9% 1,789 

28 ...the Student Guide (http://www.kent.ac.uk/student/)? 86% 85% +1% 1,757 

29 ...the Moodle system? 90% 90% 0% 1,824 
 

Notes 
1. Percentage scores were calculated by adding together the percentage of students saying that 

“Satisfied” or “Very Satisfied” to each question. 

http://www.kent.ac.uk/student/)?
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2. The Percent column is marked: 
a. Red for satisfaction scores below 75% 
b. Amber for satisfaction scores 75% and above but below 85%. 

3. The Change column is marked: 
a. Red if the 2017/18 score is below the previous year’s score by more than 2% 
b. Amber if the 2017/18 score is below the previous year’s score by 2% or less. 

 

4 RUNNING TOTALS 
 

The following table gives the number of Red, Amber and Green satisfaction scores in the Table given in 
Section 3. 

 

5 NSS PREDICTION 
 

NSS Question 16 Library 
 

 2013/14 2014/15 2015/16 2016/17 2017/18 
IS Survey (Final 
year students) 

90% 86% 87% 88% 89% 

NSS Actual 86% 87% 88% 86% - 
NSS Rank 67 64 81 109 - 

 

NSS Question 17 IT 

 2013/14 2014/15 2015/16 2016/17 2017/18 
IS Survey (Final 
year students) 

90% 87% 88% 80% 88% 

NSS Actual 91% 91% 90% 87% - 
NSS Rank 23 29 42 49 - 
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6 ADDITIONAL QUESTIONS 
 

This year we again asked students if they had attended a Library and IT induction; the results are 
given below. This was only asked of students who said that they had regularly used the 
Templeman Library and/or IT resources and facilities on the Canterbury campus (total 1581). 
 
6.1 STUDENT INDUCTION QUESTION 

Did you have a Library and IT induction (Hello Library! Hello 
IT!)? Tick all that apply:- 

Canterbury 
Students 

Medway 
Students 

Grand 
Total 

I had a talk in the Templeman Library in Welcome Week 756 
 

0 
 
 
 

756 

I had a talk in my School during Welcome Week 302 
 

 
 
 

4 306 

I used Library / IT information on the Kent website 376 3 379 

I didn’t have a library and IT induction 337 4 341 

I can use the library and IT easily without induction 349 4 353 

 
The following question was only presented to those who selected at least one of the first three 
options in the preceding question. 

Did your library induction make a difference to how you 
understand and use library services? 

Canterbury 
Students 

Medway 
Students 

Grand 
Total 

No, it didn’t help 78 1 79 

Yes, it helped a bit 484 4 488 

Yes, it helped a lot 525 2 527 

Grand Total 1087 7 1094 

We also asked two free text questions “Name one thing that’s great about either library or IT 
resources and facilities” and “Name one thing that we can improve about either library or IT 
resources/facilities”; the responses will be published separately with the other comments. 
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2017/18 Action Plans 
 
Percentage scores were calculated by adding together the percentage of ‘very satisfied’ and ‘satisfied’ for each question asked in the survey.  
Where a question scored less than 75% for very ‘satisfied/satisfied’, a specific action plan has been created, please see below.   
 
How satisfied are you with the Laptop loan service in the Templeman Library? (54%) 
 

No Action Owner Deadline Status/Achievements July 18 Status/Achievements 
October 18 

Status – ongoing action if 
required 

1.1 
Re-run laptop loan 
baseline exercise from 
2017 

Front Line 
Services  
James 
Thompson  

15/03/2018 

Complete - Results 
documented in Laptop Loan 
report 2018 which has been 
submitted to End User 
Computer Group and Space & 
Services 

  

1.2 

Discuss baseline 
results with business 
and technical owners, 
develop action plan 

Front Line 
Services  
James 
Thompson  

31/03/2018 

Completed July 2018 - Laptop 
loan report presented to End 
User Computing groups. EUC 
have taken ownership of the 
issues and Bonnie Ferguson 
has developed an action plan to 
resolve the issues found. This 
action plan will be tracked 
through the Space and Services 
Group.  

  

1.3 
Have the laptops 
cleaned prior to the 
start of term 

Campus Support 
Sam Goodall 20/07/2018 Complete   
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1.4 

36 of the laptops (Dell 
WYSE) have reached 
end-of-life and are 
unlikely to work after 
the next upgrade. 
Review when to 
remove these devices 
and redistribute the 
remaining laptops prior 
to September 2018. We 
will consider filling the 
empty slots in the 
Lapsafe over the longer 
term with:  
BYOD charging, 
Headphone loans, or 
redeploying the training 
laptops 
 
 

Service Delivery 
Kaidi Goke / 
Campus Support 
Sam Goodall 

September 
2018 

Work is progressing to have this 
completed by the start of the 
Autumn term 2018 

Complete - 36 Dell laptops 
removed. 24 laptops moved 
from the ground floor to the 
first floor.  

 

1.5 

Improve guidance for 
laptop usage to 
manage expectations 
of the service.  

Service Delivery 
Kaidi Goke / 
Quality & 
Marketing Julia 
Crompton / User 
Platforms Lauren 
Morris/Andy 
Friday/Martin 
Searle 

September 
2018 

Work is progressing to have this 
completed by the start of the 
Autumn term 2018 

Complete – guidance on how 
to use the laptops and what to 
use them for has been 
updated. 

 

1.6 

Full service transition of 
the VDI and laptop loan 
service. 
 
Add the VDI service to 
the service catalogue 

IT Support 
Bonnie Ferguson 
/ IT Infrastructure 
David Hayling 

September 
2018 

Work is progressing to have this 
completed by the start of the 
Autumn term 2018 

Initial meeting has taken place 
but further meetings are 
necessary to transition the 
service.  
 
Once the service is 
transitioned, it can be added to 
the service catalogue. 

Action being tracked through laptop 
loans action plan managed by BF 
and DH.  
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How satisfied are you with the laptop loan services in the Drill hall Library (58%) and Pilkington Building (56%) 
 

No Action Owner Deadline Status/Achievements July 
18 

Status/Achievements 
October 18 

Status – ongoing action if 
required 

2.1 

Seek further information 
about the service from the 
Drill Hall User Group 
(14/3/18) 

DHL  
James 
Coleman 

28/03/2018 

Complete - Feedback was 
requested at the user group. 
Most users were unware of 
the laptops.  

  

2.2 Formulate action plan based 
on User Group feedback 

DHL  
James 
Coleman 

21/04/2018 

Action plan to promote the 
laptops both in DHL and 
Pilkington will be created for 
the start of the new term. 

Lapsafe is currently out of 
order due to flooding in the 
Pilkington. DHL IT have made 
significant improvements on 
the Radius server rules and 
have seen a massive 
reduction in failed connections. 

Continue to review wireless failed 
connections. 
 
Lapsafe was installed on 14th 
November and has been promoted. 
65 laptops were issued in 
November compared to 30-40 in a 
normal month.  

2.3 

The Drill Hall has had 
requests for laptops to be 
made available across 
campus and at home. UAM-
Networks to investigate 
campus wide usage. Access 
at Home in and in Halls has 
couldn’t work. 

DHL  
James 
Coleman 

Implementation 
date of 

September if 
achievable 

Will Bargent is currently 
settling in to the Operations 
Team once he is familiar with 
the shared setup he will look 
at the feasibility of loan 
laptops across campus. 

This has been added to the 
agenda for the November 
Meeting. 

Will Bargent is putting together a 
proposal for a unified wireless 
service on the Medway campus, in 
the meantime smallr changes to 
provide a better experience are 
being made, i.e. more appropriate 
access points positioning and better 
tracing of failed connections. 

 
 
How satisfied are you with the wireless network on the Medway campus? (68%) 
 

No Action Owner Deadline Status/Achievements July 18 Status/Achievements 
October 18 

Status – ongoing action if 
required 

4.1 

Replace end-of-life 
Cisco 1142N access 
points with 2700 series 
Access Points (in Kent 
buildings) 

IT Infrastructure  
Brian Heaton 
(h/w supply) / 
Campus Support 
(M)  
Daimon Beail 
(installation) 

31/05/2018 

Replacement access points 
have been supplied, but due to 
the departure of the member of 
staff they have not yet been 
installed. 

4.1 to 4.3 is being undertaken 
by Nicole Cook | Network 
Services Improvement 
Manager 
 

Review has been done and awaiting 
installation program from Nicole 
Cook. 
 
DB.10/10/2018 

4.2 
Once 4.1 is complete 
assess service 
coverage 

Campus Support 
(M) Daimon Beail 
Operations / 
William Bargent  

30/06/2018 Awaiting the completion of 4.1 Awaiting the completion of 4.1 Awaiting the completion of 4.1 
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4.3 

Use results of 4.2 to 
plan new (additional) 
access points 
requirement & 
implement 

IT Infrastructure 
Brian Heaton / 
Operations  
William Bargent / 
Campus Support 
(M) Daimon Beail 

30/09/2018 Awaiting the completion of 4.1 
and 4.2. 

Awaiting the completion of 4.1 
and 4.2. 

Awaiting the completion of 4.1 and 
4.2. 

 
 
How satisfied are you with study spaces in the Templeman Library? (70%) 
 

No Action Owner Deadline Status/Achievements July Status/Achievements 
October 

Status – ongoing action if 
required 

5.1 

Extend the number of 
bookable group study 
rooms available to 
students 

Front Line 
services  
Veronica 
Lawrence 

March 2018 

Complete - Two bookable group 
study rooms were added on the 
Ground Floor, Block D; along 
with 4 group study booths on the 
2nd Floor, Block C 

  

5.2 

Designate more study 
spaces as silent during 
the revision and exam 
period 

Quality & 
Marketing  
Julia Crompton 

April 2018 

Complete - Over 200 additional 
study spaces designated as 
silent during the Easter Vacation 
and the Summer Term 

  

5.3 

Convert Templeman 
seminar rooms in Block 
A in to pop-up study 
spaces for the Easter 
Vacation and the 
Summer Term 

Quality & 
Marketing  
Julia Crompton 

April 2018 

Complete - Additional192 study 
spaces made available to 
students during the Easter 
Vacation and the Summer Term 

  

5.4 

Convert Templeman 
Ground Floor Block D 
in to pop-up study 
spaces for the Easter 
Vacation and the 
Summer Term 

Project Support 
Team 
Angela Kennett 

April 2018 

Complete - Additional 90 study 
spaces made available to 
students during the Easter 
Vacation and the Summer Term 

  

5.5 

Refurbish 2nd Floor 
Block D PC room to 
create approximately 
90 additional study 
spaces 

James 
Thompson 

September 
2018 

Managed through P1615. 
Refurbishment work scheduled 
to start 13th August and 
complete 5th November 2018. 

Managed through P1615. 
Refurbishment work underway 
and scheduled to complete by 
mid-November. 

Managed through P1615. 
Refurbishment work underway and 
scheduled to complete by mid-
November. 

5.6  Add 50 study spaces 
on the 3rd Floor Block D 

James 
Thompson 

September 
2018 

Managed through P1632. 
Refurbishment work scheduled 
to start 13th August and 
complete 5th November 2018. 

Managed through P1615. 
Refurbishment work underway 
and scheduled to complete by 
mid-November. 

Managed through P1615. 
Refurbishment work underway and 
scheduled to complete by mid-
November. 
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5.7 

Review all existing 
study spaces in the 
Templeman, make 
recommendations for 
improvements, and 
implement any quick 
wins where feasible 

Sam Thornton September 
2018 

In hand: project due to start in 
June. 

The report from project is in 
final draft form and is being 
considered by IS managers. 

The agreed recommendations in the 
report to improve Templeman study 
spaces will be taken forward as 
‘business as usual’ or as projects 
over the coming year. 

 
 
How satisfied are you with the provision of e-books (71%) and e-journals at the University of Kent? (73%) 
 

No Action Owner Deadline Status/Achievements July Status/Achievements 
October 

Status – ongoing action if 
required 

6.1 

Engage 
Communicate with 
module convenors of 
unpublished Reading 
Lists at green and 
amber traffic light 
milestones in order to 
increase the number of 
published lists. 
 
Notify convenor to 
discuss options where 
core texts are 
unavailable as e-books. 
 
Liaison Librarians to 
take targeted action as 
planned following 
analysis of school 
specific feedback. 

ALS Karen 
Goodwin  
 
 
 
 
 
 
 
ALS Justine 
Rush 

Green 
milestone: 
end of July  

Amber 
milestone: 

17 Sept 
 
 

In progress – 
ongoing 

 
 
 
 
 
 
 

 
Karen Goodwin: Additional 
communications planned for 
Summer and Autumn 2018 to 
encourage module convenors to 
publish their reading lists at key 
points. 
 
 
 
 
Justine Rush: Liaison Librarians 
are progressing targeted action 
plans for each academic School.  

Karen Goodwin: Complete - 
Communications went out to 
all convenors at strategic 
points over the summer period 
to encourage convenors to 
review and publish their 
reading lists. Follow up 
communications have been 
sent to individual schools 
where required. 
 
 
 
 
Justine Rush: Complete - 
Liaison Librarians taking 
forward bespoke plan of action 
with their academic schools. 
Liaison Librarians are also 
compiling a further report 
based on School Plans. This 
intelligence will provide 
visibility to inform IS plans. 
Ahead.  
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6.2 

Consult 
Gather further feedback 
from students through 
focus groups and 
questionnaires. Clarify 
whether perception of 
e-book service is about 
availability or 
discoverability. 
 
Target Schools with 
high numbers where 
there are issues with e-
book provision. 
Build school awareness 
of e-book and e-journal 
issue by disseminating 
the key survey findings 
to Schools. 

ALS Karen 
Goodwin / 
Theresa 
Thurston 
 
 
 
ALS Justine 
Rush 
 
 

 
 
 
 
 
 
 

Plan in July. 
Deadline for 
action end 

Oct 
 
 
 
 
 
 
 

 
 
Karen Goodwin/Theresa 
Thurston: KG and TT meeting 
with Angela Groth-Seary in 
Quality & Marketing to discuss 
best way to run the focus group. 
Planning to run focus group 
early in Autumn term.  
 
 
Justine Rush: Justine to meet 
with Faculty Librarians in 
September to review the 
relevant schools experiencing e-
book issues. 

Karen Goodwin/Theresa 
Thurston: Complete - 
Following the meeting with 
Angela Groth-Seary it was 
decided to interrogate existing 
intelligence rather than set up 
a separate focus group.  A 
separate report will be 
produced from these findings. 
 
 
Justine Rush: Complete - Met 
with Faculty Librarians and we 
are communicating findings to 
schools via relevant committee 
meetings and via Library 
Reps. This will raise further 
conversation and action points 
to progress on a school-by-
school basis. 
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6.3 

Discoverability / 
access / training / 
guidance 
Review the support and 
guidance for finding e-
books and e-journals 
on the library pages 
with FLS and Q & M. 
 
The Induction Working 
Group and Liaison 
Librarians to surface 
guidance/training on 
accessing e-books and 
e-journals at key points 
to students in first term. 
Via My Digital Library 
and Pop Up Librarian. 
 
Review and improve 
discoverability routes to 
Library content. 
 
Monitor Footprints 
Report a Fault form 
linked to broken links 
and inaccessible e-
resources. Using 
populated ERM to 
review subscriptions to 
improve accuracy of 
holdings. 

 
 
 
ALS Katie 
Edwards/ Karen 
Goodwin 
 
 
 
 
 
 
ALS Theresa 
Thurston 
 
 
 
 
 
 
 
 
 
 
 
 
Collections 
Management 
Jonathan Cates 

 
17 

September 
 
 
 
 
 
 
 

Planned by 
end Sept 

 
 
 
 
 
 
 
 
 
 
 
 

Ongoing. 
Review end 

Sept 
 
 

Katie Edwards/Karen Goodwin: 
KE and KG meeting with Angela 
Groth-Seary in Quality and 
Marketing in August to discuss 
best way of providing further 
guidance.  
 
 
 
 
 
 
Theresa Thurston: My Digital 
Library planned and promotions 
to be developed with Quality and 
Marketing and ALS throughout 
the academic year.  
 
 
 
 
 
 
Jonathan Cates: Ongoing: 
colleagues met on 30/07 to map 
user journeys for report a fault 
and broken link, Footprints are 
being monitored by Curation and 
Metadata team. A-Z list of e-
resources has been refreshed to 
more accurately reflect 
discoverability in LibrarySearch.  

Karen Goodwin/Katie 
Edwards: Complete - KG/KE 
reviewed the support and 
guidance for finding e-books 
and e-journals on the library 
webpages and updated and 
revised the existing pages. 
The updated pages e-books 
are now published.  
 
 
 
 
 
Theresa Thurston: Complete -
Promotions planned – action 
complete. 
 
 
 
 
 
 
 
 
 
Jonathan Cates: Complete -  
Continuing to monitor report a 
fault feedback and managing 
e-resources on an ongoing 
basis. 
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6.4 

Supply 
Extend range of 
suppliers. Support this 
process by recording 
core texts we were 
unable to purchase as 
an e-book.  
 
Interrogate data to 
provide information on 
core texts with no 
available e-books 
through our suppliers, 
using the ‘all items 
Reading List reporting. 

Content 
Purchasing Mike 
Ager 
 
 
 
 
 
ALS SLAs 

End Oct 
 
 
 
 
 
 

End Oct 

 
Mike Ager: On-going - EBSCO 
to be asked to match available 
e-books against our core text 
print holdings. 
 
Blackwell’s and Brown’s Books 
asked to investigate alternative 
publishers. 
 
SOAS to be approached 
regarding purchasing materials 
outside Europe and N. America 
 
 
Justine Rush - Meeting in place 
with Senior Library Assistants to 
pick this action up and progress 
in August. 

 
 
 
 
 
 
 
 
 
 
Justine Rush: Senior Library 
Assistants delivered data and 
Justine Rush liaised with 
Robin Armstrong-Viner to 
establish next steps. Content 
Purchasing to contact 
suppliers with data to inform 
targeted purchases of core 
texts. 

Mike Ager: Complete – alternative 
publisher suggestions sought from 
Blackwells and Brown’s books, 
passed to ALS.  
 
 
 
 
 
Justine Rush: Complete. Content 
Purchasing contacted Ebook 
Central to match title list. List 
received and costed. LMF Meeting 
to progress next steps via school 
spend or SMF bid. 

6.5 

Data 
Work with FLS to 
discover the texts in 
highest demand, in the 
absence of a Core Text 
Collection. 
  
Check e-book 
availability against high 
demand items. This will 
inform targeted 
purchasing. 
 
Analyse e-journal and 
e-book usage data, to 
establish trends, 
correlate with 
LibrarySearch usage 
trends. 
 

 
 
 
ALS SLAs 
 
 
 
 
 
ALS SLAs 
 
 
 
 
Content 
Purchasing Mike 
Ager 
 
 
 

 
 
 
September 
 
 
 
 
 
September 
 
 
 
 
End Oct 
 
 
 
 

 
 
 
 
Justine Rush: Meeting in place 
with Senior Library Assistants to 
pick this action up and progress 
in August. 
 
 
 
 
 
Mike Ager: Blue Cloud ERM to 
be developed to include SUSHI 
(automatic usage data 
harvesting) 
 
 

Justine Rush: Senior Library 
Assistants to follow up in 
response to supplier 
information about e-book 
availability. In progress. 
 
 
Justine Rush: FLS running 
report to identify high demand 
items. In progress. 
 
 
 
Being tracked through P1607 
– ALS working with FLS, Q&M 
and content Purchasing 
 
 
 
 

Justine Rush: Complete as above. 
 
 
 
 
 
 
Justine Rush: Complete. 
Circulation Policy  
 
 
 
 
 

 

How satisfied are you with the provision of PCs and printers elsewhere* on the Medway campus? (66%) *excluding the Drill Hall 
Library 

This action plan is being developed.  
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