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Information Services 

Internet Access in your Campus Accommodation Annual Survey 2017/18 
Report and Analysis 

 
 

Executive Summary 
 
623 students completed questionnaires this year (last year 711) which included 917 
comments.   
 
At the time of the survey, out of the 5,325 study bedrooms on campus 5,185 were 
occupied. 623 students responded to this year’s survey giving a response rate of 
12%.  58.9% of respondents were Home UK students, 11.9% were Home EU and 
29.2% were International. 
 
The survey shows that less students are accessing the network via the wired 
connection than last year. 39.6% respondents have not used the wired connection 
this year compared to 30.4% in 2016/17. This could be in part due to improvements 
made to the Wi-Fi in their rooms. There has been a significant increase in 
satisfaction with the Wi-Fi from 49.3% in 2016/17 to 64.6% this year, back to similar 
to 2015/16 levels, and wired network and overall satisfaction show similar rises back 
to 2015/16 levels.  
 
Satisfaction with the games console service has seen a slight drop this year. This 
year we added a question asking students to let us know if they had any devices that 
they were unable to connect to the Wi-Fi in their room. 108 respondents (17.4%) 
answered Yes and were asked to list the devices. We will be looking at how to 
address this emerging demand.     
 
IT Service Desk will contact respondents who have agreed to be contacted, where it 
looks like it will be of benefit. 
 
Two names were selected at random to receive a £15 Amazon voucher each. 
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1. Background  

This annual survey is now in its fifteenth year.  
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2. Overview 
The annual survey invites feedback from students living in accommodation in 
various locations around the Canterbury campus – questions principally 
address support for internet access in campus accommodation.   
 

3. Objective 
The annual survey is an integral part of the continuous quality monitoring 
process undertaken by IS.  Feedback helps shape change in working 
practices by focusing attention on the current demands and expectations of 
our customers.  Results and action plans are used to help bring about 
improvements to both the management of services and their delivery. 
 

4. Methodology 
 The survey is web-based using the Online Surveys software.  Although 

paperless, students needing help to complete the survey are encouraged to 
telephone Helpdesk. 
 

5. Communication 
 SBS email listings and on-line announcements are used to promote the 
survey. 
 

6. Incentive 
 Students happy to submit their names are entered into a draw to win one of 

two Amazon vouchers to the value of £15 each. 
 

7. Responses 
623 students completed questionnaires this year (last year 711) and made 
1,025 comments. At the time of the survey, 5,185 study bedrooms were 
occupied, giving a response rate of 12% 
 
For many years high response rates were seen as an important indicator of 
survey quality. Studies conducted in recent years are challenging these 
presumptions.  Examples include a study by Holbrook et al. (2005) which 
assessed whether lower response rates are representative of a sample by 
examining the results of 81 national surveys with response rates varying from 
5% to 54%; they concluded that surveys with much lower response rates 
were only minimally less accurate.  Visser et al. 1996 notes there are some 
striking instances in which notably lower response rate surveys were more 
accurate than much higher response rate competitors. 
 

8. Main Themes 
I. Performance 
II. Documentation 
III. Support services 
IV. General and specific feedback 

 
9. Data Type 

I. Demographic (name of residence) 
II. Numerical rating scales – user ascribed 
III. Closed questions (yes/no) 
IV. Open question (free text comments) 
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10. Survey Characteristics 
I. Launch 26 February, closed 12 March 2018 
II. Questions build on previous survey data for comparison.  Students 

invited to share their opinions in optional comment boxes 
III. Students invited to identify improvement opportunities 
IV. Students can request feedback on specific comments 

 
11. Satisfaction percentage 

Percentage satisfaction scores are calculated by adding together the 
percentage of students marking the top two answers to each question (e.g. 
‘Very good’ and ‘Good’, ‘Very clear’ and ‘Clear’ etc.) The percentage column 
is marked: red (for satisfaction scores below 75%); and amber (for satisfaction 
scores 75% and above but below 85%). 
 

 
12. Analysis 

5,185 study bedrooms (last year 5,233) were occupied at the time of the 
survey.  The 623 completed questionnaires represent 12% of the residents.  
 
Students are asked how happy they are overall with the network in their room 
– 76.2% said they were either happy or very happy. 5.8 % said they were 
either unhappy or very unhappy.  
 

I. General user information 
a. Home EU and international students – 58.9% of respondents 

identified themselves as Home (UK) students (last year 59.5%). 11.9% 
(last year 12.2%) identified themselves as Home (EU).  The remaining 
29.2% identified themselves as International students (last year 
28.3%).   
 
 

Question 2016/17 Question 2017/18 Percent 
2015/16 

Percent 
2016/17 

Percent 
2017/18 

How happy are you 
overall with the network 
in your room? 

How happy are you 
overall with the 
network in your room? 

74% 60.8% 76.2% 

How do you rate the Wi-
Fi connection speed in 
your room? 

How do you rate the 
Wi-Fi connection in 
your room? 

64% 49.3% 64.6% 

How do you rate the 
connection speed of the 
wired network in your 
room? 

How do you rate the 
wired network 
connection in your 
room? 

79% 79.6% 80.3% 

How clear did you find 
the Get Connected 
booklet that was 
provided in your room?  

How clear did you find 
the Get Connected 
booklet that was 
provided in your 
room?  

98% 98.1% 97.8% 

How do you rate the 
wired games console 
service? 

How do you rate the 
wired games console 
service? 

68% 86.7% 82.7 
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II. Performance 
Prior to academic year 2011/12 the vast majority of students living in study 
bedrooms were only able to connect to the network using a wired connection.  
With increasing numbers of students bringing mobile devices to University the 
decision was taken in 2012 to extend the wireless network to student 
accommodation. 
 

a. Study bedroom wireless connection – 100% (last year 99.6%) said 
they have accessed the wireless network from their study bedroom.   
64.6% rated their connection as good or very good (last year 49%) and 
12.9% rated it as poor or very poor (last year 24.4%). The open 
comment box generated over 300 responses. The majority of comments 
concerned the dropouts in connection and slow speeds, with the 
evening highlighted in particular.  

i. This year participants were also asked if they had any devices 
that they were unable to connect to the wireless network. 17.4% 
(108) answered yes and were asked to give details of the 
devices.  

 
b. Study bedroom wired connection – 60.4% of students responding to 

the survey (last year 69.6%) say they have connected to the network 
using a wired connection.  Of those who use the wired connection 
80.4% rated the connection as good or very good (last year 79.6%) 
while 6.1% rated it as poor or very poor (last year 7.3%). The open 
comment box generated over 100 comments with many satisfied with 
the service. Issues raised include disconnection and slow speeds.     
 

III. Documentation 
a. Get Connected 2017/18 – 78.9% of those responding to the survey 

said they had used the Get Connected booklet.    
 

b. Clarity of instructions in booklet (Get Connected 2017/18) – 37.7% 
said they found the booklet very clear (last year 42.1%) and 60.1% 
clear (last year 56%). 2% found it unclear (last year 1.9%) and 0.2% 
very unclear (last year 0%). While some praised the booklet there 
were comments asking for more information and simplified instructions 
Some comments asked for more pictures/screen shots, and a few 
asked for more Mac support.     
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c. Configure Kent wireless prior to arrival – 73% (74% last year) of 
respondents said they had configured their device to work on the 
wireless network prior to arrival. 

 
IV. Study bedroom support 

Students needing support to connect to the network were invited to share how 
the help was obtained and how happy they were with the help they received. 
 

 
The students were asked to share their feedback on how support could be 
improved. 160 comments were received, including better advertising of 
services offered.   
 

V. Game Console service 
12.2% of those responding to the survey (75 students) say they use a games 
console on the wired service (18.2%, 128 students last year).  82.7% rated the 
service as good or very good (86.7% said they were overall satisfied last year).  
Comments included a desire to be able to connect consoles to the Wi-Fi.  
 

VI. Location of respondents 
Table below shows whereabouts on campus students are located: 
 

Study Bedroom No. completing survey Overall percentage 
Becket Court 11 1.8% 

Bishopden Court 11 1.8% 
Bossenden Court 10 1.6% 

Clowes Court 10 1.6% 
Chaucer Court 0 0% 
Darwin College 41 6.6% 
Darwin Houses 16 2.6% 
Denstead Court 9 1.4% 

Eliot College 16 2.6% 
Ellenden Court 11 1.8% 
Farthings Court 19 3% 
Grimshill Court 16 2.6% 

Homestall Court 12 1.9% 
Kemsdale Court 24 3.9% 
Keynes College 74 11.9% 
Lypeatt Court 22 3.5% 
Marley Court 5 0.8% 
Nickle Court 15 2.4% 

Purchas Court 21 3.4% 
Rutherford College 15 2.4% 

Stock Court 4 0.6% 
Thornden court 13 2.1% 

Tudor Court 4 0.6% 
Turing College 76 12.2% 
Tyler Court A 25 4% 

Support type and number 
of students 

Happy It was ok Not happy 
16/17 17/18 16/17 17/18 16/17 17/18 

Telephone x 246 48% 61.4% 43.3% 29.7% 8.7% 8.9% 
Email x 265 57.4% 69.4% 36.6% 25.7% 6% 4.9% 
IT Services web site x 298 55.3% 61.7% 39.6% 33.6% 5.1% 4.7% 
Library & IT support desk 
(in person) x  303 68.4% 74.6% 28.1% 22.4% 3.6% 3% 

Park Wood helpdesk (in 
person) x 156 39.4% 44.9% 50% 43.6% 10.6% 11.5% 

Asked a friend x 241 58.5% 65.6% 37.6% 31.1% 3.8% 3.3% 
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Tyler Court B 16 2.6% 
Tyler Court C 16 2.6% 
Willows Court 14 2.2% 
Woolf College 97 15.6% 

 
13. Comments 

A. Wi-Fi connection,  
i. ‘Tell us more. If you tend to have problems at particular 

times, please say when.’ (371 comments) – multiple 
comments about disconnecting randomly and slow speeds. 
From the comments that mentioned a time frame, it seems the 
evening is when most problems occur.   

ii. ‘Please tell us which devices you couldn’t connect.’ (108 
comments) – printers were the most cited device with the 
Amazon Dot and Fire TV stick coming in second. 

B. Wired connection, ‘Tell us more. If you tend to have problems 
at particular times, please say when.’ (128 comments) – similarly 
as with the Wi-Fi connection respondents commented on 
disconnections and slow speeds. Some also had issues with the 
port or Ethernet cable. However, there were also comments praising 
the service.  

C. ‘Getting Connected’ booklet  
i. ‘Please tell us what you found Very unclear/unclear?’ (11 

comments) – comments asking for clearer instructions and 
more information on setting up other devices.   

ii. ‘How can we improve the booklet?’ (115 comments) – 
comments included shared praise for the booklet. Other 
comments asked for clearer instructions including using bullet 
points and images. There was also a call for instructions on 
connecting other devices and support for Mac users.  

D. Support - suggested improvements (160 comments) – shared 
feedback includes increasing wireless speeds (for stability) and 
making it clearer where to go to for help. There were suggestions of 
an online chat function and to be able to connect other mobile 
devices.    

E. Games Console service (79 comments) – shared praise for the 
service, however users would like to be able to connect their 
consoles to the Wi-Fi. 

F. General feedback (53 comments) – duplication of shared 
comments both positive and negative as expressed in other areas of 
the survey in particular the issues of the disconnects of the Wi-Fi.  
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14. Action plan – where an issue was reported by only a few students it will not appear on ths action plan. We will follow up those issues with students 
indicidually as part of normal support process and they will not appear on this action plan.  

 
Section 1: Wi-Fi 

Issue No Action Owner Deadline Status/Achievements  
September 

Status/Achievements 
December 

Status – ongoing action if 
required 

Constantly 
disconnects, 
poor signal or 
slow speed 

1.1 

All access points 
will be replaced 
over the summer 
with new models. 
We will continue to 
investigate issues 
on an individual 
basis as and when 
reported. 

Operations/
Networks 

September 
2018 Access points replaced.   Complete 

Various issues 
in Woolf 
College 

1.2 

Work is undergoing 
to replace access 
points and find a 
novel solution that 
will improve the 
service. Lessons 
learnt in Woolf will 
be applied 
elsewhere on 
campus. 

Networks Ongoing 

Access points already 
replaced.  

Novel solution expected to 
be in place for affected 
rooms in Woolf by the end 
of 2018 (and should be 
sooner) 

  

 
Section 2: Support 

Issue No Action Owner Deadline Status/Achievements  
September 

Status/Achievements 
December 

Status – ongoing action if 
required 

No online chat 
support 2.1 

Expand the 
existing online 
chat support so it 
is available on 
more web pages 

IS Quality and 
Marketing  

Chat to Us will be available 
on all pages when we 
migrate to the new theme. 
We will also be adding it to 
the IT services home page 
on the current theme. 
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Section 3: Games Consoles 

Issue No Action Owner Deadline Status/Achievements  
September 

Status/Achievements 
December 

Status – ongoing action if 
required 

Unable to 
connect console 
to the Wi-Fi 
service 

3.1 

Investigate ways 
to allow students 
to connect 
games consoles 
and other 
consumer 
devices to the 
wireless network 
that won’t 
currently connect 
due to not 
supporting 
WPA2 AES 
encryption. 

IT Service 
Desk 

 

A new version of controller 
software from CISCO may 
allow us to develop a 
service, however our 
current controllers are not 
capable of running it. 
They’re expected to be 
replaced in about a year’s 
time however. 
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