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1.0 Background 

In August of 2013, the IT department administered its first Annual IT User Satisfaction 
Survey.  The aim of this survey was to; 1) Gather feedback from the Trent Community 
about their satisfaction levels with the products and services that are offered by the Trent 
University IT Department.  2) Establish a baseline from which to improve and 
subsequently increase user satisfaction levels.   

The survey collected information about Media Services, Support and Training, 
Connectivity and Access, Information Systems, Telecom, and Web-Based Services.   The 
survey was administered by role (student, faculty, or staff) and collected information 
regarding the importance, satisfaction, and the utilization of the products and services 
offered by the Trent University IT Department.   

In total, 1099 people responded to the survey, which included; 763 students, 136 faculty, 
and 200 staff. 
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2.0 Survey Results 

2.1 Student 

The student responses graph below depicts overall satisfaction and importance for each of the services and products 
investigated in this survey and sorts the results by importance.  One can very quickly see that there are services that the 
students have ranked highly that have not scored highly on satisfaction.  
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The table below depicts a very brief glimpse into the observations made of key services and the opportunities that exist 
for improvement.  As can be see from the table, some concerns have already been identified in the IT Strategic Plan and 
have a planned implementation sometime in the next four years. 

 

Service General Feeback Opportunities for Improvements 
(Identified/Funded in Strategic Plan) 

Opportunities for 
Improvements (NOT 
Identified in Strategic Plan) 

WIFI Generally, the students felt that 
this service is average and 
requires more work, epecially as 
related to coverage, mobile 
support, speed and reliability 

Expand the coverage, mobile 
support, speed, and reliability of the 
WIFI Service 

 

MyTrent MyTrent portal is a well received 
and highly used service.  
Students had concerns around 
mobile support and also around 
navigation and layout 

In December 2013, Trent released its 
first mobile app to extend some of 
the services offered through the 
MyTrent portal 

There is an opportunity here 
to impove the navigation and 
layout of the MyTrent Portal. 

Classroom 
Technology 

Students felt that classroom 
technologies greatly enhance 
lectures and presentations, but 
also felt that the faculty were ill 
prepared in the use of the 
technology 

 More face to face and online 
development of faculty in the 
use of technology enabled 
classrooms  

Learning The LMS was seen by students  Get more faculty to utilize the 
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Management 
System 
(LMS) 

as a very important complement 
to their educational offering, but 
wished that more faculty used the 
service  

service that the students feel 
is important. 

Labs Students felt that our current 
computer labs were important 
with over 2/3 of the respondents 
indicating that they have used 
them.  Students felt that although 
the computer hardware was 
updated, more work was needed 
on software upgrades and Mac 
Support 

We have begun a four year project to 
update the hardware in our labs and 
have updated the operating systems, 
the office suites and many other 
software in all the public labs 

 

Service Desk Students indicate a positive 
interaction with the Service Desk.  
Although they have asked us to 
extend our operating hours  

This was already identified in the 
strategic plan and we have extended 
our operating hours in response.  
The timing of the suvery was such 
that the new hours were in place for 
September while the survey was 
done in August, 2013. 

 

Equipment 
Loans 

A higher variety of equipment 
loans was asked for. 

 We will take a deeper look at 
the equipment loans in the 
next fiscal 

Overall, student feedback was good with a weighted overall average satisfaction level of 77.8% across all products and 
services tested. 
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2.2 Faculty 

The faculty responses graph below depicts overall satisfaction and importance for each of the services and products 
investigated in this survey and sorts the results by importance.  Just as is the case with students, one can very quickly see 
from the graph below that there are services that the faculty have ranked highly that have not scored highly on 
satisfaction.  
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The table below depicts a very brief glimpse into the observations made of key services and the opportunities that exist 
for improvement.  As can be see from the table, some concerns have already been identified in the IT Strategic Plan and 
have a planned implementation sometime in the next four years. 

Service General Feeback Opportunities for Improvements 
(Identified/Funded in Strategic 
Plan) 

Opportunities for 
Improvements (NOT Identified 
in Strategic Plan) 

E-mail Faculty are generally not satisfied 
with e-mail with an average 
satisfaction level of 66%.  Email 
issues centre around inbox size, 
clunky interface, and attachement 
size. 

We have already begun the 
implementation of an e-mail 
system change that is meant to 
address these issues.   

 

Classroom 
Technology 

Faculty are generally not satisfied 
with classroom technologies.   Age 
of equipment, no technology 
standards in classrooms and lack of 
consistency were among the 
highlights. 

The strategic plan has identied 
classrooms as a high priority with 
funding allocated for classroom 
renewals over the next four 
years. 

 

Learning 
Management 
System (LMS) 

Faculty are generally satisfied with 
the LMS, but some faculty are still 
reporting usability and ease of use 
issues 

 A more in-depth look at the 
utilization and training 
initiatives of the LMS is 
needed.    

MyTrent MyTrent portal is a well received 
and highly used service.  Faculty 
have concerns around mobile 

In December 2013, Trent 
released its first mobile app to 
extend some of the services 

There is an opportunity here to 
impove the navigation and 
layout of the MyTrent Portal. 
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support and also around navigation 
and layout. 

offered through the MyTrent 
portal 

WIFI Generally, the faculty felt that this 
service is average and requires 
more work, epecially as related to 
coverage 

Expand the coverage, mobile 
support, speed, and reliability of 
the WIFI Service 

 

Storage The faculty found the storage 
provided by Trent to be insufficient, 
quoting the interface as archaic, 
prehistoric, and clunky 

We are expanding available 
storage and changing the 
method by which storage is 
being accessed.  Faculty will be 
able to access their storage from 
anywhere and from any device. 

 

Service Desk The faculty have indicated that 
better support for Macs and longer 
hours are needed   

Both these issues have been 
identified in the Strategic Plan.  
Longer hours have already been 
implemented and a new Mac Lab 
has been put in place.  More 
macs will be deployed before 
end of year and further service 
desk staff training to follow. 

 

 

Overall, faculty feedback was good with a weighted overall average satisfaction level of 72.7% across all products and 
services tested. 
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2.3 Staff 

The staff responses graph below depicts overall satisfaction and importance for each of the services and products 
investigated in this survey and sorts the results by importance.  One can very quickly see from the graph below that there 
are services that the staff have ranked highly that have not scored highly on satisfaction.  
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The table below depicts a very brief glimpse into the observations made of key services and the opportunities that exist 
for improvement.  As can be see from the table, some concerns have already been identified in the IT Strategic Plan and 
have a planned implementation sometime in the next three years.  

Service General Feeback Opportunities for 
Improvements 
(Identified/Funded in 
Strategic Plan) 

Opportunities for 
Improvements (NOT 
Identified in Strategic 
Plan) 

E-mail Staff are not overly satisifed 
with e-mail with an average 
satisfaction level of 70%.  
Email issues centre around 
inbox size, clunky interface, 
and attachement size. 

We have already begun the 
implementation of an e-mail 
system change that is 
meant to address these 
issues.   

 

Telephones and Voicemail Staff are happy with the voice 
system, but would like changes 
to voice recognition 

 A look at an upgrade in 
current technologies or 
process. 

Storage The staff found the storage 
provided by Trent to be 
insufficient.  In the provided 
comments, users indicated that 
the available space and off-site 
access to be really 
problematic. 

We are expanding available 
storage and changing the 
method by which storage is 
being accessed.  Staff will 
be able to access their 
storage from anywhere and 
from any device. 

 

MyTrent MyTrent portal is a well 
received and highly used 

In December 2013, Trent 
released its first mobile app 

There is an opportunity 
here to impove the 
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service.  Staff have concerns 
around not being able to help 
students as they do not “see” 
what students may “see”.  
Mobile support and 
navigation/layout was also 
seen as an issue. 

to extend some of the 
services offered through the 
MyTrent portal 

navigation and layout of 
the MyTrent Portal and to 
build some administrative 
tools that can help end 
users. 

 

Overall, staff feedback was good with a weighted overall average satisfaction level of 77.73% across all products and 
services tested. 

3.0 Conclusion 

The first annual IT user satisfaction survey was extremely helpful in both confirming and adjusting the direction of IT 
services and efforts at Trent University.     The weighted overall average satisfaction across all constituents who 

responded to this survey was 75.9%.   Through the implementation of the strategic plan and through the efforts of the 
annual IT work plans, the IT department aims to increase overall satisfaction in the coming year.  It is believed that this 
improvement will deliver products and services to university constituents that better meet their administrative, learning, 
and teaching needs. 

For more details on results, I invite you to review the “2013 Annual IT User Satisfaction Results Presentation” that is 
posted on the IT website. 

 

Tariq Al-idrissi 

Associate Vice President, Information Technology 
 


