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Library and IT Student Survey 2019/20 - Summary report             
Information Services  

   

The Library and IT Resources Student Survey 2019/20 was conducted in November-December 2019. There 

were a total of 1,343 respondents, representing 8.1% of the student population. This report gives the results 

for this year and comparison with the 2018/19 survey results.  

 
Background  
The survey is run annually in November / December with the aim to understand how happy students are with 
the services and resources that IS provide. There is also an option for students to complete a free text box for 
additional comments. The results from this survey will be analysed and an action plan created. The survey 
was sent to all undergraduate (UG) and postgraduate taught (PGT) students. This year we decided to not 
include Postgraduate Research students, as we will be adding questions to the PRES survey in early 2020. We 
will also be surveying students at the European Centres in 2020.  
 
Results  
Satisfaction scores this year have risen, with IT and Library Services – IT – 89% (v 88% last year and Library 
92% (v 90% last year).  
 
Final year undergraduates have scored us consistently for overall satisfaction in IT services for two years 
(91%) and their satisfaction with Library services has increased from 92% to 95%.  

Templeman Library and Canterbury Campus scores 

 Help received from IT & Library Staff (91% - ↑2%) - this shows a steady improvement year-on-year and 
demonstrates the value placed on direct support servicers by users 

 Availability (86%) and range of books (88%) - both ↑1%  - continued improvements in satisfaction with the 
availability of books reflects the considerable work that has been done to reading lists and discovery 
services such as LibrarySearch and signage in the library including better book location signage.  Further 
steps to review and improve our management of lost books, later this year, is likely to help in this area. 

 Satisfaction with PCs on the Canterbury Campus (including the Templeman Library) (85% - ↑7%) - our 
regular updates of PC hardware and robust and well-constructed desktop services continue to be popular 
with students.   

 The laptop loan service (Templeman Library) – 58% (↑5%) - this service has attracted poor scores in recent 
years, but considerable work has been undertaken to improve its reliability and further work is expected.   
Scores are now starting to improve as a result. 

 The availability of study spaces in the Templeman Library – 63% (↑11%) - The Templeman Library and 
other study spaces on campus continue to attract large numbers of students and are therefore under 
considerable stress at busy times.  However, considerable work has been done to improve usage signage 
and way-finding and our staff are on hand to help direct students at busy times.  The flexible use of space in 
Templeman Library at busy times of the year also help support students.  The work done to date, much of 
which has been highlighted in earlier reports, has helped contribute to a significant improvement in student 
satisfaction and further work is planned later in the year as part of our continual review overseen by our 
Space and Services Group. 
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Drill Hall Library and Medway Campus scores 

 Study Space in Drill Hall Library (91% - ↑1%) - new furniture and other facilities have significantly improved 
the environment in the Drill Hall library and student satisfaction with a state-of-the-art facility remains high. 

 PCs in the Drill Hall Library (88% - ↑5%) - a replacement of almost all PCs over the summer has significantly 
upgraded facilities and student satisfaction reflects the considerable investment made. 

 Range of books (87% - ↑3%) - continued improvements in satisfaction with the availability of books reflects 
the considerable work that has been done to reading lists and discovery services and the launch of the 
Unified Library Management System which has improved access to Templeman and partner books to all our 
Medway students. 

 Printing on Medway Campus (38% - ↓40%), Printing service - Drill hall Library (57% - ↓26%) - a large 
change was made to the service at the beginning of the academic year.  Initially thought not to impact on 
the complex setup at the Drill Hall Library, it was found that the changes being made would have meant that 
users of the Library would have had two print balances depending on where they were. This caused some 
disruption whilst changes were implemented.   

There is no release printing and no scan to email or photocopying service available at the Drill Hall Library 
yet.  Attention is now required to review and update services in collaboration with Christ Church University 
and Greenwich University.  

 Laptop loan service - Drill Hall Library (63% - ↓2%) / Pilkington Building - 48% (↓9%). Proposals to replace 
not just the laptops but the charging units and improve signage so that our users can find the laptops easily 
are being considered. 

 PCs on Medway Campus (excl. Drill Hall Library) (68% - ↓10%)  

 Wi-Fi (eduroam) on Medway Campus (70% - ↓12%) - Medway Campus has four eduroam networks on 
Campus, one for each of the partners and the DHL one.  Depending on where a user is on site they will be 
connected to one of the 4 and get a different experience accordingly.  This causes problems when users 
roam on the campus.  Proposals to unify the eduroam service on campus to that provided in the Drill Hall 
Library have not been supported by our partners. 

It should be noted that previously we asked combined questions about PCs and printers in the Drill Hall Library, 
and PCs and printers elsewhere on the Medway campus. This year the questions were split and so comparisons 
are being made with slightly different questions. From the 2020/2021 survey we will be able to make more 
direct comparisons with the scores.  

Online Collections and Services 

 Moodle (93% -↑2%) 

 Kent Email (91% - ↓2%) - Survey timing coincided with the disruption to shared mailboxes in December, 
however satisfaction with the service remains high. 

 LibrarySearch (89% - ↑7%) - work to further enhance the LibrarySearch interface and unify discovery 
mechanisms has added to the continued increase in satisfaction with this service. 
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 SDS (58% - ↓84%) - low scores can be explained by the system being unavailable to students during the 
time of the survey due to security work relating to a third-party vulnerability. 

New this year:  

We asked whether the ‘library and IT resources have had a positive impact on my studies’ which scored 
89% (definitely agree/agree) and also “how confident are you in identifying and using relevant library 
resources?” which scored 80% very confident/confident. 

We added this year two Equality, Diversity and Inclusivity questions: “Do our resources support your 
individual access requirements? (94% yes/partly) and “How inclusive are the library and IT resources and 
services? (87% very inclusive/inclusive).  

‘How happy are you with our Special Collections & Archives service, if used’ was added as question this 
year and scored 72% - the comments will be explored further to give further insight to this scoring, if 
possible.   

There were two new questions relating to IT & Library Help and Support which all scored well – remote 
support – Chat to us online chat service, email, telephone (81%), Subject Librarians’ support (81%).  

 For this first time this year we asked specific questions to the Postgraduate Taught students about the 
Postgraduate Carrel service and Senate Postgraduate Study Hub. The Carrel service scored 67%. The Senate 
Postgraduate Study Hub scored 77%. 
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All respondents – Overall satisfaction  

 

The overall satisfaction of students is measured by their responses to the two questions that are also asked 

in the National Student Survey (NSS) that are most relevant to our services provided. The questions are: 

 

How much do you agree with the following…. 

 

“The IT resources and facilities provided have supported my learning well”.  

“The library resources (e.g. books, online services and learning spaces) have supported my learning well”.  

 

Both the Library and IT questions have seen an increase in satisfaction compared to last year’s score – the IT 

resources question increased by 1% (88% 18/19 to 89% 19/20) and Library resources by 2% (90% 18/19 to 

92% 19/20).  
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Final Year UG students: overall satisfaction  

IS Survey comparison with NSS ‘learning resources’ questions  

“The IT resources and facilities have supported my learning well”.  
Our score has remained constant at 91% (19/20 v 18/19) definitely / mostly agree.  
 
 

Score 2016/17 2017/18 2018/19 2019/20 
IS Survey 80% 88% 91% 91% 

NSS  87% 86% 86% - 

NSS Rank against Peer 
HE institutions  

9th 6th 4th - 

 

 

“The library resources (e.g. books, online services and learning spaces) have supported my learning well”.   
Our score has gone up in the IS Survey from 92% (18/19) to 95% (19/20) definitely /mostly agree. 

 

  Score  2016/17 2017/18 2018/19 2019/20 
IS Survey 88% 89% 92% 95% 

NSS  86% 86% 87% - 

NSS Rank against 
Peer HE institutions  

11th 11th 7th - 
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Survey Results  
 

 

Green -   85% and above on top two scores i.e. Very happy/happy  

Amber - 75% and above scores but below 85% on top two scores 

Red - below 75% scores on top two scores 

 

The ‘Change’ column is marked Red if the 2019/20 score is below the previous year’s score by 5% or more 

The overall RAG* (Red Amber Green) column shows the assessment of whether significant interventions might 
be required given the scores achieved, background information about the service and steps already being taken 
to support and improve the service. 
 
 

Question 
 ‘How happy are you with*…’           

*All questions begin this with unless otherwise stated - 
see notes – Appendix 2  

 

2019/20  2018/19  Change No. of 
responses 

Overall 
RAG* 
status 

Canterbury Campus      
...the availability of books in the Templeman Library?  86% 85% +1% 1,203  

…the range of books in the Templeman Library?  88% 87% +1% 1,201  

...Special Collections and Archives? (New 
Question) 

71%   600  

…the availability of study spaces in the 
Templeman Library? 

63% 52% +11% 1,205  

…the quality of study spaces in the 
Templeman Library? 

84% 79% +5% 1,207  

...the laptop loan service in the  
Templeman Library? 
 

58% 53% +5% 578  

…the PCs on the Canterbury campus 
(including the Templeman Library)? 1 

85% 78% +7% 1,049  

...the printing service on the Canterbury 
campus (including the Templeman Library)? 2 

75% 78% -3% 1,044  

…hot food being allowed in the Library Café? 
(New question this year) 

84%   1,132  

…help received from IT & Library staff while in the 
Templeman Library? (Question re-worded this year) 

91% 89% +2% 1,037  

...the study hubs/PC classrooms on the Canterbury 
campus (excluding the Templeman Library and teaching 
spaces)? (Question re-worded this year) 

83% 74% +9% 889  

…the audio-visual presentation equipment in teaching / 
seminar rooms on the Canterbury campus? 
 

81% 77% +4% 1,024  

...the Wi-Fi (eduroam) on the Canterbury campus? 79% 79%  1,217  

…the Postgraduate Carrel service? (New question this 
year – PGTs only) 

67%   163  

…the postgraduate Senate Study Hub? (New question 
this year – PGTs only) 
 
 
 
 
 
? (New question this year) 

77%   211  

  

                                                           
1 PCs and printers were previously in a combined question ‘How satisfied are you with PCs and printers on the Canterbury 
Campus (including in the Templeman Library)?’, so last year’s figure is for the combined question.  
2 See note 1 above.  
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Medway Campus       

...the availability of books in the Drill Hall Library?  81% 84% -3% 117  

…the range of books in the Drill Hall Library? 87% 84% +3% 117  

…the PCs in the Drill Hall Library?3 88% 83% +5% 114  

…the PCs elsewhere on the Medway Campus?4 68% 78% -10% 103  

…the printing service in the Drill Hall Library?5 57% 83% -26% 98  

…the printing service elsewhere on the Medway 
campus?6 

38% 78% -40% 80  

...the laptop loan service in the Drill Hall Library? 63% 65% -2% 59  

...the laptop loan service in the Pilkington Building? 48% 57% -9% 52  

...the study space in the Drill Hall Library? 91% 90% +1% 117  

...the Wi-Fi (eduroam) on the Medway campus? 70% 82% -12% 118  

Online Collections and Services      

...e-books? (Question re-worded this year) 80% 74% +6% 1,162  

...e-journals? (Question re-worded this year) 82% 77% +5% 1,125  

...the online reading lists services? (readinglists@kent/ 
readinglists@medway) 

77% 72% +5% 1,201  

...LibrarySearch? 89% 82% +7% 1,323  

...the IT and Library information on the Kent website? 83% 85% -2% 1,269  

...the Student Data System (SDS)? 58% 84% -26% 1,310  

...your Kent email? (Question re-worded) 91% 93% -2% 1,338  

...Moodle? 93% 91% +2% 1,339  

…accessing recordings of your lectures/classes online 
via KentPlayer (lecture capture)? (Question re-
worded this year) 

80% 72% +8% 1,230  

IT & Library Help and Support      

…any help received from IT and Library staff remotely 
e.g. Online Chat to Us service, email, telephone? 
(New question this year) 

81%   821  

…the support from the Subject Librarians with 
identifying and using relevant library resources e.g. 
books, journals, databases? (New question) 

81%  
 

 874  

How confident are you in identifying and using 
relevant library resources? (New question this year) 

80%   1,310  

Overall Satisfaction      

The library resources (e.g. books, online services and 
learning spaces) have supported my learning well.  

92% 90% +2% 1,337  

                                                           
3 PCs and printers were previously in a combined question ‘How satisfied are you with PCs and printers in the Drill Hall 
Library?’, so last year’s figure is for the combined question. 
4 PCs and printers were previously in a combined question ‘How satisfied are you with PCs and elsewhere on the Medway 
Campus?’, so last year’s figure is for the combined question 
5 See note 3  
6 See note 4  
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The IT resources and facilities provided have 
supported my learning well. 

89% 88% +1% 1,312  

The library and IT resources have had a positive 
impact on my studies. (New question this year) 

89%   1,328  

Do our resources and services support your individual 
access requirements, for example if you have a 
disability or prefer to study in a particular way e.g. 
listening to content being read by the computer? 
(New question this year) 

94%   391  

How inclusive are the library and IT resources and 
services? Consider whether we offer equality of 
provision to everyone e.g. all protected 
characteristics. (New question this year) 

87%   865  

 
Response Rates  

 
 

Campus Number of respondents Percentage of total student cohort 

Canterbury 

UG 962 UG 7.8% 

PGT 262 PGT 13.2% 

Total 1224 Total 8.5% 

Medway 

UG 103 UG 5.7% 

PGT 16 PGT 4.0% 

Total 119 Total 5.4% 

Total 1343* 8.1% 
*PBIO figs Dec 2019 incl. Medway School of Pharmacy 

Appendix 1 - Scoring  
Percentage scores were calculated by adding together the percentage of students selecting the first two answer 
options for each question type: 

Question type Answer options Top two scores 

How happy are you with… Very happy / Happy / Neither happy / unhappy 

Unhappy / Very unhappy 

Very happy  

Happy 

How confident are you… Very confident/ Confident/ Neither confident / 

unconfident/ Unconfident / Very unconfident 

Very confident 

Confident 

 

How much do you agree 

with the following…. 

Definitely agree / Mostly agree/ Neither disagree 

/ agree / Mostly disagree/ Definitely disagree 

Definitely agree 

Mostly agree 

 

Yes/No question (Qu 43) Yes / Partly/ No Yes 

Partly 

How inclusive are… Very inclusive / Inclusive/ Neither inclusive 

/ un-inclusive/ Un-inclusive Very un-

inclusive 

Very inclusive 

Inclusive 

 


