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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 August of 2013, 1099 people responded to the survey, which included; 763 students, 
136 faculty, and 200 staff. 

In March of 2014, we administered the survey again.  Although it had not been one year 
since the last survey, we did feel that March of every year is the perfect timing for this 
survey moving forward and as such did not want to wait until a year has elapsed to release 
the survey again. 

In March of 2014, 1387 people responded to the survey, which included; 1050 students, 
134 faculty, and 203 staff.
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2.0 Survey Results with 2013-2014 Comparison 

2.1 Student 

The student responses graph below depicts overall satisfaction for each of the services and products investigated in this 
survey.  We have compared the 2013 results with the 2014 results.     

 

There is a general trend up with most sertivces, except for one notable exception.  The table below depicts a very brief 
glimpse into the observations made of key services, the improvements made, and the opportunities that exist for 
improvement.   
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Service General Feeback Improvements Made Opportunities for 
Improvements  

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

In May of 2014, we initiated a 
WIFI expansion plan.  This plan 
will expand WIFI coverage to 
every buidling across Trent. 

 

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

In December 2013, we released a 
new mobile app known as 
MyTrent Express.  Additionally, in 
2014, we created two advisory 
groups.  One to grow the mobile 
app released in late 2013 and the 
other to address the poor 
organizational structure of the 
MyTrent Portal. 

 

Training Generally, students are happy that 
we are starting to offer IT training 
that targets students. 

We have introduced general  
awareness and various topical 
training sessions at both the New 
Student Orientation and ISW.  
Training satisfaction has 
increased from 78% to 83% 

 

Classroom 
Technology 

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

We introduced Lynda.com online 
training as a way to help faculty 
and staff improve their IT skill 

Trainng videos are being 
created for faculty in the use 
of our classrooms. 
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in the use of the technology sets. 

Learning 
Management 
System (LMS) 

The LMS was seen by students as 
a very important complement to 
their educational offering, but 
wished that more faculty used the 
service  

 Encourage use by more 
faculty.  More promotion to be 
done by Trent Online and the 
Instructional Technologies 
Team.  

Labs Students felt that our current 
computer labs were important with 
79% 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 upgraded many labs 
and have introdced both a  Mac 
Lab and a Mac Bistro bar in the 
library.  We have also upgraded 
all labs to Windows 7. 

We have also added the Chrome 
browser to our image. 

We are working on improving 
the imaging process and the 
types of computer images that 
we create.  This should 
improve the number one 
concern of students, which is;  
“PCs are slow to boot and 
use”  

Service Desk Students indicate a positive 
interaction with the Service Desk.   

Longer hours were introduced at 
the Servide Desk in September, 
2014.  We also moved the 
location of our service desk to the 
library and increased the number 
of staff.  We saw satisfaction 
regarding the desk increase to 
83% from 78% 

Process improvements and 
efficiency reporting are still 
areas where improvement is 
needed 

Equipment 
Loans 

A higher variety of equipment loans 
was asked for. 
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Overall, student feedback was good with a weighted overall average satisfaction level of 78.35% across all products and 
services tested.  In 2013, student satisfaction was measured at 77.84%.  This is an increase of 0.51%. 

Faculty 

The faculty responses graph below depicts overall satisfaction for each of the services and products investigated in this 
survey.  We have compared the 2013 results with the 2014 results. 
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As is the case with students, there is a general trend up with most services.  The table below depicts a very brief glimpse 
into the observations made of key services, the improvements made, and the opportunities that exist for improvement. 

Service General Feeback Improvements Made Opportunities for 
Improvements  

E-mail Faculty are generally very satisfied 
with e-mail.   We have changed e-
mail platforms between 2013 and 
2014 that saw overall satisfaction 
jumpt by 5% from 66% to 71%. 

We have moved all our users from 
Groupwise e-mail to the Office 365 
e-mail platform that utilizes Outlook.  
When the 2014 data was collected, 
in March 2014, we were only 70% 
completed the implementation.  We 
have now completed this project.   

 

Classroom 
Technology 

Faculty are  satisfied with 
classroom technologies, but still 
see a need for improvement.   
They still flag consistency among 
rooms and boot times of 
equipment as a concern.    

We have upgraded a siginificant 
number of classroom lectern 
computers.   

We are currently working on 
the design of the new 
classrooms.  What is 
important here is both 
simplicity and function. 

Learning 
Management 
System (LMS) 

Faculty are generally satisfied with 
the LMS, but some faculty are still 
reporting usability and ease of use 
issues.  Improvement of the 
navigation system and the in-app 
help were quoted as areas for  
improvement 

The Blackboard Mobile app was 
released last year and utilization of 
Blackboard by faculty members has 
increased since last year. 

 

MyTrent The MyTrent portal is a well In December 2013, we released a  
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received and highly used service.  
Faculty have concerns related to  
mobile support, navigation, and 
layout. 

new mobile app known as MyTrent 
Express.  Additionally, in 2014, we 
created two advisory groups.  One 
to grow the mobile app released in 
late 2013 and the other to address 
the poor organizational structure of 
the MyTrent Portal 

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

In May of 2014, we initiated a WIFI 
expansion plan.  This plan will 
expand WIFI coverage to every 
buidling across Trent. 

 

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

 In 2014, we are expanding 
available storage and 
changing the method by 
which storage is being 
accessed. 

Service Desk Faculty indicate a positive 
interaction with the Service Desk.   

Longer hours were introduced at the 
servide desk in September, 2014.  
We also moved the location of our 
service desk to the library and 
increased the number of staff.  We 
saw satisfaction regarding the 
service  increase to 86% from 81% 

Process improvements and 
efficiency reporting are still 
areas where improvement is 
needed 

Computer 
Imaging 

We have generally seen a very 
positive trend up as related to 
computer imaging.   

Computer imaging satisfaction has 
jumped from 65% to 71%.  This is 
perhaps the single highest jump that 

We are working on 
improving our image 
process and creating a 
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we have had in satisfaction between 
2013 and 2014.  This can be 
attributed to our recent move of 
imaging from Windows XP to 
Windows 7 

usable Mac based image. 

 

Overall, faculty feedback was good with a weighted overall average satisfaction level of 73.96% across all products and 
services tested.  In 2013, faculty satisfaction was measured at 72.75%.  This is an increase of 1.21%. 

Staff 

The staff responses graph below depicts overall satisfaction for each of the services and products investigated in this 
survey.  We have compared the 2013 results with the 2014 results.  Staff is the one group where we have observed a 
significant increase in overall satisfaction.    
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The table below depicts a very brief glimpse into the observations made of key services, the improvements made, and the 
opportunities that exist for improvement.   
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Service General Feeback Improvements Made Opportunities for 
Improvement 

E-mail Staff are generally very satisfied 
with e-mail.   We have changed 
e-mail platforms between 2013 
and 2014 that saw overall 
satisfaction jumpt by 5% from 
70% to 76%. 

We have moved all our users 
from Groupwise e-mail to the 
Office 365 e-mail platform that 
utilizes Outlook.  When the 
2014 data was collected, in 
March 2014, we were only 70% 
completed the implementation.  
We have now completed this 
project.   

 

Telephones and 
Voicemail 

Staff are happy with the 
telephone system, but would like 
changes to voice recognition 

We have made changes to 
voice recognition that have 
increased accuracy to voice  
recognition by almost 10% 

 

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 problematic. 

 In 2014, we are expanding 
available storage and 
changing the method by 
which storage is being 
accessed. 

MyTrent The MyTrent portal is a well 
received and highly used service.  
Staff have concerns around 
navigation, layout, and the 

In December 2013, we 
released a new mobile app 
known as MyTrent Express.  
Additionally, in 2014, we 
created two advisory groups.  
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search features. One to grow the mobile app 
released in late 2013 and the 
other to address the poor 
organizational structure of the 
MyTrent Portal 

Service Desk Staff indicate a positive 
interaction with the Service Desk.   

Longer hours were introduced 
at the servide desk in 
September, 2014.  We also 
moved the location of our 
service desk to the library and 
increased the number of staff.  
We saw satisfaction regarding 
the service increase to 88% 
from 85% 

Process improvements 
and efficiency reporting 
are still areas where 
improvement is needed 

Training Staff are generally happy with 
the training services offered 
through IT 

We have introduced the 
Lynda.com online training 
library to all faculty and staff for 
no additional costs.  This library 
provides users with a vast array 
of training videos related to 
technology and business. 

 

 

Overall, staff feedback was good with a weighted overall average satisfaction level of 79.48% across all products and 
services tested.  In 2013, staff satisfaction was measured at 77.28%.  This is an increase of 2.20%. 
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3.0 Conclusion 

The second annual IT user satisfaction survey was extremely helpful in both confirming and adjusting the direction of IT 
services and efforts at Trent University.   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 further 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 “2014 Annual IT User Satisfaction Results Presentation” that is 
posted on the IT website. 

 

Tariq Al-idrissi 

Associate Vice President, Information Technology and CIO 
 


