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Executive Summary

This report contains the insight from the 4 stage research project conducted by NUS Insight on behalf of
Edge Hill Students’ Union. The aim of this report is to provide Edge Hill Students’ Union with feedback about
their reputation and the student experience.

Students at Edge Hill are generally positive about their time at Edge Hill University (EHU); they are satisfied
with their university experience so far and appreciate the atmosphere, environment and safety the campus
offers. However, finances and money matters are a prominent feature in the thoughts of students at
Edge Hill, with these issues cited as a potential for dropping out of university alongside physical and
mental health matters.

While student satisfaction with the Students’ Union is generally high, there is evidence that the
Students’ Union is not engaging across the entire student population. Pragmatically, the Students’
Union can’t be something for everyone, however there are a number of opportunities for the Students’
Union to increase its relevance and reach across all student demographics and ensure they are
inclusive to all.

Students believe the role of Edge Hill Students’ Union is to be supportive, the voice of students and to be
a place to go for social events and well-being services. Students recognise the importance of the
membership services but mainly use the commercial offerings such as the SU shop and SU bar.

It has been recognised that the communications both internally and externally need to be improved.
Students and institution stakeholders aren’t fully aware of the Students’ Union services and facilities they
provide, and there is a lack of awareness as to who the elected officers are and what they do. Improving
the communication should improve the reputation and student experience at Edge Hill Students’ Union.

Institution stakeholders are overall positive about the SU, recognising the journey they have been on and what
the team have achieved so far. Many emphasise their own willingness to be more involved and speak of their
open door policy to encourage open communications between the SU staff and officers with the University team.
Their overall feedback is to focus on the basics and getting them right, rather than concentrating on ambitions
for larger city based unions. They think the main areas to get right are supporting and representing students
and they place a high importance on getting the communications right.

SU staff recognised the importance of the SU through offering students advice, support, events and
representation, they described EHSU to be developing, supportive and helpful. Many highlighted issues around
the communications and appreciated the need for an online presence focusing on social media. The majority felt
that the decision making for EHSU should come from the elected officers and students, with the support from
senior members of staff to utilise their experience and knowledge. SU staff believe that there should be a focus
around development and increase interaction with students by talking to them more.
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About the research

Objectives

This research was commissioned by Edge Hill Students’ Union (EHSU) to give them an insight into
perceptions of EHSU, their communications and Edge Hill student’s experience to inform strategic
direction.

The three overarching objectives for the research are:

% To understand more about the Students’ Union (SU) reputation, both with stakeholders
at the institution and SU, as well as with current students

% To understand how to improve the SU offering from a student’s point of view: what are
their needs, their aspirations and how do they want to see EHSU grow?

% To understand the requirement and preferences for student communications and any
improvements to these
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Methodology

This research consisted of 4 stages:
e Institution stakeholder interviews
e SU staff online survey
e Student focus groups
e Student online survey

The results from the 4 stages have been compiled to form this report.

Institution stakeholder interviews

Tele-depth interviews were conducted with 13 institution stakeholders from EHU. EHSU provided NUS
Insight with the contact details of 17 institution stakeholders who were senior members of the leadership
team. The 17 institution stakeholders were listed in order of priority of whom EHSU considered to be
important to contact. During the tele-depth interviews a semi-structured discussion guide was used to
format the structure of the interviews. The tele-depth interviews were pre-arranged phone calls and lasted
approximately 30-45 mins.

SU staff survey

EHSU provided NUS Insight with the contact details of 80 current members of SU staff. Email invitations
containing the link to the online survey were sent by NUS Insight to the 80 current staff members, alongside
prompting communications from the senior leaders of EHSU. The survey took approximately 10 minutes to
complete and was in field from 3™ October to 18% January 2017. 22 SU staff members completed the
survey.

Student focus groups

Two face to face groups were held at EHSU on the 27t October 2016 and an online focus group took
place on 25% October. EH students were contacted via EHSU and asked to complete the focus group
application form if they wished to take part in the focus groups. Respondents were categorised into
year of study and were chosen at random. NUS Insight ensured that all demographics were covered
within the focus group to ensure a range of viewpoints were heard.

Student online survey

A total sample of 507 responses was gathered in an online survey, carried out between 14" November and
18% January 2017. They survey was promoted by EHSU and NUS Insight via email to the NUS Extra
database and social media.

The sample of respondents achieved in the online survey reflected a range of student types, ages
and course levels across the University. Just over three quarters of respondents were aged between
18 and 22 (76%) and the majority were undertaking their undergraduate degree (88%). Full time
respondents accounted for the vast make-up of the sample (93%), while the gender split reflects the
EH student body, with 71% females taking part and 27% males having their say.

5% of the respondents indicated they were international students studying within the UK, while the
majority identified as white British (87%).

Just under a third (31%) live in a privately rented house or flat that is shared. A fourth (20%) live at
home with their parents and a quarter live in halls of residence (24%). 23% of the sample indicated
they had a disability, impairment or long term health condition.
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Reading this report

The full findings are detailed in specific named sections; however, they are often
preceded by a section summary including context presented in this bold text.

The report presents the findings from all 4 methodologies; the two quantitative online surveys,
the qualitative focus groups and the tele-depth interviews. Figures clearly indicate which stage
of the research findings they are demonstrating.

Student online survey

The survey sample accounts for 3% of the overall student population at the University, which
was estimated to be 15,539. This sample is accurate to a 95% confidence level* and with a 5%
margin of error**. This allows for a robust analysis of the sample, considering the complex make-
up of the student body and ensuring valid representation.

Significant differences
A number of questions from the student online survey have been broken down and compared
with each other according to key demographics.

Where there are any statistical significant differences between answers with a large enough base
size (n>30) and are valid at a confidence level of between 95% and 99%, they are reported.
Where there are significant differences across demographics and segments, they are highlighted
clearly.

*The confidence level tells you how sure you can be about the accuracy of the responses. It is
expressed as a percentage and represents how often the true percentage of the population who
would pick an answer lies within the confidence interval. The 95% confidence level means you
can be 95% certain.

**The confidence interval (also called margin of error) is the plus-or-minus figure that we can be
certain of the reliability of responses. With a confidence interval of 5% should 50% percent of
the sample select an answer you can be "sure" that if you had asked the question of the entire
relevant population between 45% (50-5) and 55% (50+5) would have picked that answer.

Staff online survey

Staff at EHSU were asked to complete an online survey. 22 respondents completed the online
survey fully and as such it is important to note that because of the small base size, the results
may not be representative of the total staff population and should, therefore, be treated as being
indicative rather than conclusive.
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Research findings

1.0 Getting to know your students

In order to gain an in-depth understanding about the student body at EHU which can be
useful for framing student-facing communication strategies and activities, this section looks
at why students chose to study at EHU, what's on their minds and why they do/ do not feel
like a ‘typical’ student.

Findings showed that students at EH enjoy chilling out at home with their housemates,
friends and family and participate in leisure time activities such as watching films and TV.
Money and finances tend to be top of mind, followed by exams/coursework and looking for
future employment. For those who do feel like a typical student, reasons were because they
study and they go out/socialise. Of those who don’t feel like a typical student this is
generally because they are mature students or they don’t go out much.

The majority of students at EH are satisfied with their experience at university and just 5%
are dissatisfied.

Student identity - Typical student

When asked if they felt like a ‘typical’ student there was a clear split amongst EH students, with 43%
saying yes, 40% saying no and the other 18% saying ‘I don't know’.

Younger students (aged 18-22) were more likely to say they feel like a ‘typical’ student giving reasons
based around their lifestyle — they work/study hard, whilst also socialising and having fun. Focus group
respondents also stated that a ‘typical’ student is someone who lives on campus away from home;
they have debt and eat lots of takeaways. Conversely those who said they didn’t feel like a ‘typical’
student, were more likely to say this if they are older and own their own home.

In addition to this, those who said they do not feel like a ‘typical’ student stated it was because they
don’t go out or drink a lot, they tend to mature students and do not align to TV/media stereotypes of
students. Again, they are defining a student by their lifestyle and social factors.

This student mix highlights the diversity of the student body and their requirements, emphasising the
challenge for EHSU to provide a range services and facilities that cater for the variety of student needs.
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Figure 1: Student survey. Typical students
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Figure 2: Focus group. Typical students
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Leisure time

The majority of students from EH indicated that they enjoy participating in relaxing activities during
their leisure time such as chilling out at home with housemates, friends and family (67%) and watching
films and TV (66%). Social activities such as eating out (45%) and going out at night (43%) are also
popular for about two fifths. Despite personal health and fitness being a leisure activity for 35%, only
13% take part in competitive sports.

Amongst EH students, we also see that males are significantly more likely to say they take part in
competitive sports and gaming, whereas females are more likely to say they enjoy beauty and fashion.

Figure 3: Student survey. Leisure time

Leisure time

67%
66%

Chilling out at home with housemates, friends and/or...
Film & TV

Relaxing at home 60%

Eating out

Going out at night
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International travel

19% Males are significantly more

18% likely to say competitive

17% sports and gaming compared
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14% are more likely to say beauty

14% and fashion.

13%

9%

Outdoor adventures
Competitive sports
Performance arts

Mone of the above | 0%

0% 10% 20% 30% 40% 50% 60% 70% 80%

Base: 507 respondents. n u

B3 Which of the following do you regularly do in your leisure time whether during term time or national union of students
during the holidays?

Friendships

EH students say they feel closest to their course friends (50%) which is perhaps down to them having
a shared interest, whilst 49% say they are closest to their friends from home. Those aged 18-22 years
old are significantly more likely to say they are closest to their flat/house mates than any other age
group and males are more likely to say they are closest to friends from a club which links to them
being more likely to be playing a competitive sport in their leisure time.
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Figure 4: Student survey. Friendship group respondents feel closest to
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B4 Thinking about your friends, which of the following groups of people best describes whe you national union of students
feel the closest to?

What's on Edge Hill students minds...

The main concerns for students are those focused on the here and now: over half (51%) of the students
at EH indicated that money and finances are top of mind whilst being at university, followed by exams
/ coursework (47%). Success with their course is also a key concern with 29% thinking about the
ability to succeed in their course and 36% thinking about looking for future employment.

On the other hand only 2% indicated that their safety and security is on their mind, signifying that
they feel safe within their environment, which links to why many students chose EH.

Figure 5: Student survey. What’'s on the students minds...
What's on the students minds...

Maoney / finances 51%
Exams [ coursework [ other studying 4704
My future career / future employment 36%
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My partner ——— 1%
My social life |— 100
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My current job jee 65
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Having a positive impact on the world jmem 334
Having time te make big decisions m 29
Traveling and holidays m 2%
My safety / security |m 29%
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Other | 0%
0% 10% 20% 30% 40% 30% &0%
Base: 507 respondents., nu.
B1 Which of the following things are on your mind whilst at university? Please pick three national union of students
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Achievements from University

The majority (70%) of the students are most focused on the here and now - aiming to achieve the
best results they can whilst at EHU. However, just over a half (52%) also think it is important to be
able to get a job they love by the time they graduate. Despite EH students having different lifestyles,
preferences and demographics, they are all equally concerned about their results and the job it leads
to, emphasising the importance of academic and employability support.

Figure 6: Student survey. What's students wish to achieve by graduation

Achieve by graduation...
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natiomal union of students
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B2 Thinking to the future, which of the following are the most important for you to achieve by the
time you graduate?

Overall satisfaction

Overall the majority (70%) of the students are satisfied with their overall experience so far at EHU.
Interestingly, those students who don‘t feel like a ‘typical’ student (40%) and who tend to feel remote
from the university experience still claim that they are satisfied with their university experience so far.
This indicates that whilst they say they are having a different experience, they are still having a positive
one.
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Figure 7: Student survey. Overall university experience
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2.0 Why Edge Hill University?

In order to further increase understanding of students at EH, it's important to consider
student motivations for choosing to study at EH and their attitudes towards EHU.

Students held a positive perception of the institution citing the atmosphere, environment
and reputation as central to this feeling. How close the University campus is to the city and
the courses offerings are also key drivers to choosing Edge Hill.

Motivations for choosing Edge Hill

Overall students cited that they had a positive perception of EHU and this is why they chose to study
at EHU. Both the focus group participants and students who completed the online survey indicated that
a key motivator to choosing EH was the atmosphere of the campus; it offers a friendly homely
environment as well as being aesthetically pleasing with modern facilities. The closeness of the
University to the city; the courses offered; the reputation of the University and class sizes are also
influential drivers to choosing EH. Surprisingly employment of the institution graduates is only
important to one in ten, yet we saw in figure 6 52% stated they wish to achieve a job they love and
38% said they wanted to get a well-paid job as a result of graduating. This implies that they aren’t
using previous student success rates as an indicator for the future, instead focusing on what they want
from university whilst they are studying rather than the post university possibilities. Perhaps there is
a further need to communicate the current SU employment services to help students find jobs following
graduation.

Figure 8: Focus groups. Drivers to choosing EH

» Close to the city:

) "it's clase enaugh to "Neot being in the city but being
Livarposl that you can go clase enough that you can go
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» Courses offered, | "I'm doing children’s nursing so there
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"Fairly small
lecture sizes, the
size is nice”
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Figure 9: Student survey. Importance when choosing EHU
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40% Top 10 shown
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C3. Which of the following were most important to you when choosing to study at Edge Hill national union of students
University ?

What's good about Edge Hill

Participants from the focus groups discussed what’s good about Edge Hill and why they enjoy studying
at EHU. Once again the atmosphere has an impact on the overall perception, with students feeling that
it is a friendly, safe and a relaxed environment. The support students have received and opportunities
available were also linked to their positive perspective, along with the good sport facilities which are
likely to play a big part for those who spend their leisure time looking after their health and fitness, or
playing competitive sports. However we are aware from figure 3 that only 13% of EH students are
participating in competitive sports, therefore there is a need to communication and promote the
excellent facilities that are available to the students.
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Figure 10: Student focus group. What'’s good about Edge Hill
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"Like deing drama, people in the creative
edge, they're locking for actars to work in
their shaort films and stuff se our teachers
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to get involved.

What's bad about Edge Hill

On the other hand, the annoyance of everyday practicalities, alongside some students feeling left out,
are the reasons given as to why EHU doesn’t always feel like a great place to be. Practicalities such as
the commute, parking and traffic are considered to be issues for some students, as well as the
laundrette usage and costs.

Inclusion is also a concern for some, especially amongst those who don't class themselves as a ‘typical’
student. They can feel left out due to practical issues such as working too many hours which prevents
them from getting involved in the social side of university and having difficulties getting to campus
events and societies.
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Figure 11: Student focus group. What’s bad about Edge Hill
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Even though the majority (70%) of students are satisfied with their overall experience at EHU, just
under a third (30%) of EHU students have considered leaving university. Reasons for this are linked
to problems with their physical or mental health (47%), lack of money (40%) and not feeling like they
belonged (35%). This emphasises the need for services that offer support and advice both in terms of
mental health as well as in managing the practical aspects of university such as finances.

Figure 12: Student survey. Considering leaving university

Considered leaving University?

4%

EYes MNo Idon't know

Base: 507 respondents. n u.

C4 Have you ever seriously considered leaving university? national union of students
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Figure 13: Student survey. Reasons why students have considered leaving university

Why considered leaving University

Problems with my physical or mental health 473%
Lack of money
Didn't feel like I belonged
Mot enough time to spend on my acdemic work
Made the wrong dhoice of course
Time constraints
Personal relaticnships
Travelling time/costs
University wasn't for me
1 was too far away from friends / Family
Relationships with students
Paid work commitmeant
Houwsing problems
Lack of cpportunities to meet like-minded people
Caring responsibilities
Other 12%

0% 10%: 20% 20%

40% 30%
Base: 152 respondents, Balance: those who haven't considered leaving university n u.

€5 Why do you say that? national union of students



Edge Hill University Students’ Union

3.0 Relationship with institution stakeholders

Understanding the relationship between EHSU and key institution stakeholders is important
to this research as it allows for an appreciation of their perception of the SU to understand
and develop.

Overall the relationship between the institution stakeholders and EHSU is positive. However,
it became apparent that some institution stakeholders have more involvement with the SU
than others. It was felt that the relationship between institution stakeholders and the SU
could be improved through further communication, leading to an increase in awareness and
an appreciation of the work the SU does.

Institution stakeholder’s relationship with Edge Hill Students’ Union

Overall institution stakeholders expressed that they had a positive relationship with the SU and that
they wish to maintain and pursue communication channels and ensure they work together. They
recognise the shared goals and objectives between the SU and EHU whilst expressing that working
together, where possible, will be beneficial. Many spoke about an open door policy and the desire to
keep on building strong relationships with open channels of communication.

The tele-depth interviews revealed that there are different levels of involvement between EHSU and
key institution stakeholders. Some institution stakeholders speak to the SU on a regular basis and
work closely with the elected officers, whereas others rarely interact with the SU. Some of the
stakeholders who only see SU staff and officers at big meetings didn't feel they are as engaged as they
could be and emphasised that if they are needed more often that they are willing to be more involved.

Many of the institution stakeholders recognise the journey that the SU has been on, praising the team
on their development and hope to see it continue. However, there were comments about the ambition
of EHSU with some concerned that there were areas where ambitions were too high and potentially
unrealistic for the scope and size of EHU. These stakeholders recommended that SU staff focused on
the basics and ensuring that EHSU was reaching as many EH students as possible, to both support and
represent them.
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Figure 14: tele-depth interviews. Level of involvement between the SU and key institution
stakeholders
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Key research objectives

The overarching objectives are to understand more about EHSU reputation, identify ways to
improve the SU offerings from a student’s perspective and explore communication methods.

In this section we will explore the main themes emerging from the research in the context
of the core objectives:

e Reputation

e Future of EHSU

e Communication

4.0 Reputation

Objective 1:
L EHSU are looking to conduct research to understand more about
the SU reputation both internally with institution stakeholders
across the institution and the SU, as well as with current students

Gaining knowledge of students and stakeholder’'s perception of EHSU is fundamental to
understand the perceived role of the SU and who the decision makers are. Recognising the
reputation of the SU will allow EHSU to identify any areas that perhaps need to be addressed or
improved.

Overall, students, institution stakeholders and SU staff believe the role of EHSU is to offer
support, represent students and deliver a great experience for students. There are different
opinions with regards to who the decision makers are, these being either the elected officers or
senior managers at EHSU.

4.1 Expectations from a Students’ Union

Role of Edge Hill Students’ Union

Students and institution stakeholders were asked to describe the role of the SU. It became apparent
that both students and institution stakeholders had similar expectations for the role of the SU...

Student’s perspective

Students who completed the online survey and those who attended the focus groups, believe that the
SU should provide support to and represent students, as well as be a place to go for commercial and
membership services. This indicates that students don’t solely see the SU as a forum to represent the
voice of students but also for social reasons such as events, bars and social space.
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Figure 15: Student focus group. Role of a SU

Supporting students:
advice, academically

"I think it's nice to have someone that you
can talk to that is neutral. Soifit=a
problem with your course and yvou can't talk
to someone on your course because they'd
be bias to it or any other problem then they
take a step back and can see both sides of it
and try and get & solution.”

A place to go:
services, facilities,
events, social

"Well I think it chould be
there to help but it should
also be there for events and
to make sure that it's a good
atmosphere at the uni, to
make sure everyone is
getting involved and feeling
good and stuff..”

"I think it's support for
students and I think
the bar facilities and

that kind of thing.”

Institution stakeholder and SU staff perspective

“fair representation, to
challenge changes made to
requlations and assessment if
they are not fair for

students. also to campaign on
our behalf if we have been
unfairly treated”

"if you're depressed or
suicidal or got issues,

you can phone that
which is really good...”

Voice of students

"Well it's 8 funnel to take student concerns
to them and also bring stuff from the
university back to the students as well,

"A place which embodies a collective of students,
which listens and takes on board their opinions
and helps them to enact change throughout the
university for the benefit of others.. Students are
students, wherever they live, and their opinions

shouwld be represented, aven if they do not live on

campus.,

Unprompted, institution stakeholders and SU staff indicated that the role of the SU is to represent the
student body, provide advice and support, deliver a great experience for students and be inclusive.

Figure 16: Institution stakeholder’s tele-depth interviews. Role of a Students’ Union

Representing the
student body

[ "5U is about representing the ]

advice and guidance

independent of the university.”

Student body first and foremost.”

——

"Representative body indspendent from the
university to help students or to support
students, as well as being able fo coordinate
and facilitate some of the non academic student
life experiences that the students have here”.

"Principal role iz to support
and represent the students.”

"Represent students and to be
2 voice for students and get

Deliver a great
experience for students

"Engage students in
university life and doing
fun things... creating an
environment so they feel
part of the community™

"Both trying to do all we can to
ensure students have the best
passible experience in the
three years they are there.”

Being inclusive

"They promote things that matter.
They've looked at inclusion, they've
looked at sexuality, they've looked at
including people that aren't into sports
culture or drinking socially culture”.

5

"They promote things that matter.
They've looked at inclusion, they've
looked at sexuality, they've looked at

including people that aren't into sports
culture or drinking socially culture”.”
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Figure 17: SU staff survey. Role of a Students’ Union

listem to students

_SUppO[t sftorkte fodsnd ik ) et omerd
student experience - T

—represent™

Describing Edge Hill Students’ Union

When we asked both students and institution stakeholders to describe EHSU the majority were positive,
mainly describing EHSU as being professional, open and supportive. However, institution stakeholders
and students have different views regarding inclusion with institution stakeholders stating that EHSU
is inclusive to all, whereas students feeling this is less so.

Student’s perspective
Students in the focus groups were asked to describe the SU as a person. Overall the students were
more positive than negative using words such as open, helpful and understanding. However others

also felt that the SU is not completely inclusive, can be aloof and stubborn.

Figure 18: Student focus group. Describing the SU as a person.

Institution stakeholder’s perspective

Institution stakeholders were asked to describe the SU in three words - figure 19. Overall the words
used to describe the SU were positive, with professional being stated most frequently, followed by the
terms approachable and inclusive. However, words such as inexperienced and naive were mentioned
by those who wanted the SU to focus on getting the basics completely right before taking on too much.

SU staff were also asked to describe EHSU; like students, they believe the SU to be supportive and
developing.
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Figure 19: Institution stakeholder’s tele-depth interviews. Describing the SU in 3 words

Professnonal
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Figure 20: SU staff online survey. Describing the SU in 3 words
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Awareness of Edge Hill Students’ Union facilities

Over half (55%) of the students who completed the online survey know what EHSU can help them with
and just under half (48%) agree that they feel well informed about what EHSU is doing or offering.
Although this is positive, with half understanding what EHSU do, there is an opportunity to increase
the awareness of EHSU offerings to their students.

Over a third (35%) disagree that they know who to contact if they have questions or issues. This again
illustrates the need to increase the knowledge and awareness of the SU services and the members of
staff who deal with support, advice, memberships and well-beginning via signposting etc. amongst
students.
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Figure 21: Students online survey. Awareness of EHSU

Level of agreement...

I know what Edge Hill Student’s Union can help

X E’%z 17% 45% 10%
me with
- Strongly agree
It's easy ko contact Edge Hill Students’ Union 165 H 985 38% 129%
0 agre=
" Heither
I understand the difference between what the
Students” Union provides for students and what Iﬂ 23% 38% 129% b
jzagras

the university provides for students
[ Strongly disagree

I feel wiell informed sbout what Edge Hill
Students’ Union is deing or offering

I‘@ 21%:
=

ok

Con Know S not applicable

I know wiho to contact at Edge Hill Student’s

Unign if I have a question / issue L

37% 11%

100%

national union of students

20% 40 % B0%
Base: 507 respondents.

D7. To what extent do you agres or disagree with the following statements?

Students were then asked how engaged they feel with EHSU, these figures reiterate the fact that there
is room to improve the awareness of EHSU with 41% of the students saying they do not feel at all
engaged with the SU and 43% saying they felt somewhat engaged. Respondents were asked to
comment on their level of engagement and the main reasons for not engaging with EHSU are:

e Don't use the services or feel they have no need to
e Don't know about the SU or what they do
e Never had any contact with them

Again this echoes the need to increase awareness and knowledge of EHSU amenities to make it a
destination for students who may require the services.

Figure 22: Students online survey. Level of engagement with EHSU

Level of engagement

Extremely engaged 1%
Very engaged 3%
Engaged 8%
Somewhat engaged 43%
Mot at all engaged 41%
I don’t know 3%
0% 10% 20% 30% 40% 50°%
Base: 507 respondants. n u.

D8 To what extent, if at all, do you feel that you are engaged with the Students’ Union?

national union of students
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The findings from the online survey are also reflected in the focus group in that there is a general
sense that the SU offers a pleasant and helpful service. However, focus group respondents don’t really
seem to understand the full package of what the SU offers and who the SU are, with some confusion
between SU services and the University services. There were discussions around the execution of some
events, with focus group participants expressing that the SU events could and should be good, but
they felt that they are a bit too expensive and there are too few attending them as not enough people
hear about them.

Figure 23: Students focus group. Opinions on the SU offerings

The bad "Is the gym the SU or is

that the vni?”
"They are really good, I had
issues last year and the wni
rep really helped me and I
came here to talk ta, I don't
think she's here anymare but
the welfare and she was
amazing in helping us and
sorted it out for us basically.”

-

"I think it's quite hard to
knew whe works for the SU
and whe werks for the uni,

like whe's wha?™ "There are 3 lot of events
that are dane by the SU, but
I feel like they are only

mastly dane during freshers,
or at least only really
"The problem is I can't tell you advertised then.”
what they're missing without
knawing what they're doing. ™

Z "This is the thing it's hard to

w\‘ know what they previde and
what the uni provides. ™

~
"I feel like they hawve loads of

really good ideas, especially
around elections and stuff and
peaple are like "We're going to do
this and that’ and events and stuff

"Generally pleasant - services
were useful and I would use
them again.”

like the medication, it's all reaily
gaod ideas but it's just never
executed well. ™

"It daesn't really do much

for the PGR community ™

4.2 Decision makers

Who are the decision makers at Edge Hill Students’ Union?

There were mixed opinions on who the main decision makers at EHSU are believed to be. However,
the majority of students, institution stakeholders and SU staff stated they felt it was the elected officers
and/or EHSU senior members of staff.

Student’s perspective

Over half (56%) of the students believe that elected officers at EHSU are the decision makers, followed
by two fifths (44%) saying it was students themselves. Those who are in their first year are significantly
more likely to say students than those in any other year group. Just under a third (31%) of respondents
believe senior members of staff at EHSU to be the decision makers. Interestingly, just over a quarter
(28%) of students think that it is the University itself making the decisions for the SU which is a similar
number to those believing it's the SU staff. This indicates that there is confusion amongst students
surrounding the running of the SU and the decision making process illustrated by figure 24.
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Figure 24: Student online survey. Who are EHSU decision makers?

Decision makers...

Electad officers zt Edge Hill Students’ Union

Students

449

Senior members of staff at Edge Hill Students’ Union

The University 28%
Other
0% 10%: 20% 30% 40% 30%% 0%
Bass: 507 respondents. n u.
E1l. Who do you think are the decision makers at Edge Hill Students’ Union? national union of students

Students were asked to indicate their level of agreement on a number of statements relating to the
organisation of the SU. Only a third (33%) of respondents said they understand how the SU is run and
just 27% are aware of how to influence decision making, again this highlights the lack of understanding
the students have on the structure of the SU.

Figure 25: Student online survey. Level of agreement

Level of agreement

I understand how the Students’ Union
is rum

I feel that my veice is heard by Edge

Hill sU . Strongly agres

Iam aware of how to influence ‘ 0 sgre=
decision making at Edge Hill 5U

. Heither

I know how to set up a new club or = oi
saciety - \=mgres
) Strongly dissgree
I'm involved in decision-making at my

students” union - ConT know  nol apglicable

I don't care what happens at Edge Hill I
su

60% 80% 100%

Base: 503~307 respondents. Balance: no reply n u.

E2. To what extent do you agree or disagree with the following statements? national union of students

Institution stakeholder’s perspective

In terms of the institution stakeholders there is a general census that it depends on what the decision
to be made is as to who the decision makers are. The majority sense that the sabbatical officers are
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primarily the decision makers and that the senior members of staff from EHSU are there to support
the direction. Many expressed the view that the officers should be making the majority of the decisions,
with advice and guidance from the permanent staff, and that staff need to be involved with certain
decisions e.g. the more commercial ones.

Many compared the set-up of the SU as being akin to the way the government works and believe the
structure of the SU should work in the same way: "Primarily it's the officers, guided by the executive
team and their support staff. It's a little bit like the government should be", "the executive officers
should be the voice but the permanent staff are the equivalent of the civil service and in that respect
should be putting in some degree of continuity."

SU staff think that the senior members of staff are the decision makers at EHSU, however, there are
mixed views as to whether or not they should be. Some of the SU staff believe the elected officers
should be the decision makers and should have the opportunity to have a greater input into all aspects
of the SU. Others, however, believe the senior managers are there to provide advice and support.

Figure 26: Institution stakeholder’s tele-depth interviews. Decision makers.

Decision
makers

"It depends what decision is to be
made. It feels as if the management
of the core business would be with
the permanent staff but in terms of
current priorities so what courses are
thay going to be championing etc.

that’s very much the sabbs.”

= Sabbatical officers

= Senior management
= Full time staff

= Trustees

= SU board

"It has to be the

"Primarily it's the officars, guided
sabbatical officers -

by the executive team and their
suppart staff. It's a little bit like
the government should be”™

the elected.”

"It depands on what the decision is I think.

I know Paul Malone is chief exec so if it is 2
business decision then I expect that Paul or
people that answer to Paul would take the

decision. If it is student focused matter then
I would expect the sabbatical officers to be
in & position to commit.”

When institution stakeholders were asked if they agreed that senior managers at EHSU are making the
right decisions for EH students, the majority of the respondents agree (rating 4 out of 5 on a level of
agreement scale). It is believed that the senior managers are student focused, they have good
intentions and receive regular feedback (via the means of NSS survey and institution internal surveys),
suggesting they are doing things correctly through monitoring and evaluating.
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Figure 27: Institution stakeholder’s tele-depth interviews. Level of agreement - “senior
managers are making the right decisions for EHSU"”

-
[4]The will is there and good intentions...

but not sure they always engaged in [4] "Major plans we are embarking
everything they should be. saying this it on at the moment, don’t get &

doesn't happen lots. feeling the 5U are as enthusiastic” [5] "Real student
w__/ focus"
[4] Student focused [5] M5S feedback suggests
they're not doing anything out

of line. Internal students

survey have no indicators of
seen the actual manager for a long
through communication either. ii i iii i iiii

[2] I haven't seen an awful lot of the poor decisions.
time... he's just not someone who is

SM of the students union.. I haven't
visible to me at all and he's not visible iii
1 - disagree 2 3 4 5 - agree

Level of agreement scale

Elected officers at Edge Hill Students’ Union

Students expressed their concerns regarding the lack of awareness of who the elected officers are and
institutional stakeholders spoke around the challenges faced with the quick turnaround of a yearlong
officer post.

Student’s perspective

There was a mixed understanding from the focus groups as to who the elected officers are and what
they do. The general feeling was that individuals are not empowered to enact change and that they
don’t really see what the union is doing. There was mention about using the ideas page of the SU
website although not everyone seemed to know what this was and driving traffic to the SU website
might be a challenge in itself.

However, the majority of respondents in the survey found the SU as a whole to be approachable and
the friendliness and approachability of the SU officers was mentioned a number of times in the focus
groups. Some students described feeling uncomfortable approaching officers in their offices and some
perceive them as not being accessible. There was some discussion that the officers tend to come from
the sports teams and elections were described as a ‘popularity contest’, raising concerns that
decisions/policies would focus on particular teams/societies.
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Figure 28: Student focus group. Elected officers

Mixed understanding
on who elected

representatives are

Ability to enact

"Yeah and I've never seen them stick
change

up far semething, I remember last
yvear everyvone complained about the
wili and abaut the parking and about
various things and I never snce saw

"There is a black students
one, & disabled one, a
women's ane...I'm trying
te think, I cant remember
the other one, oh yeah
LGBT, I think they're the
four, ™

"I know there is a president

and then the vice president
but I don't know what any of
them do ar where they go or
what they're deing during the

day, they're there and the
pecple whe exist in that title™

"We probably do but I have no
idea how to utilise that
influence.. i feel like it would be
hard to get listened £a. ™

"I think if I was more proactive I could get
involved with anything, but I don't see it
getting invelved with many ‘campaigns’ as
such - they aren't visible™

"I think like on the Student Union
page there is like a your ideas bit,
for you to put different ideas, so in

that way you weuld have an

them say 'We've had complaints about
this so we're going to stand up for you

and try and get it sarted”™

"As an individual yeu
haven't, you're such a
small part of a big
machine, as an individual
yaouve gof ne influence.
As a group you can have
influence but as an
individual yeu can't.”

"Like I've never heard of a focus

individual difference” graup run by the Union like

what are your problems. ™

Figure 29: Students focus group. Elected officers

4 N\

I think it would be helpful if the actual 5U officers
and stuff were more welcoming. Because I feel like
2 lot of people are not scared of them buf almost
likke "OR" going back to school, like you don’t want
to hother people sorf of so if they gave me a
handbook that was more come up and see us, talk
to us, just say hello.”

"Lack of approachability, they are in their own
offices. I think they should be visible around
campus....Often the presidents can be guite
arrogant, and generally dont listen to
individuals”

‘if's always a popuwlarity contest and
if's always the same lype of people
that get it”

Within the student survey respondents were asked to indicate their level of awareness of the elected
officers. Whilst the majority of the respondents (78%) do know who they are, just under a fifth (22%)
stated that they don’t know, again suggesting that there is an opportunity and need to increase the
awareness and presence of the elected officers.

About a quarter (27%) feel that the elected officers represent their voice and only a fifth (19%) feel
that they are kept informed of what elected officers are doing. This indicates that there is a need for
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EHSU to increase students understanding of what the elected officers are doing for their students and
ensuring that students know their voice is heard.

Figure 30: Students online survey. Awareness of elected officers

Awareness of elected officers

—
I could name every elected officer at the Students’ h 25
Union

I could name a few of the elected officers at the P
Students’ Union 7800
I know there are elected officers at the Students' Union S04
but I couldn’t name any of them

—
I don't know what elected officers are _ 22%

0% 10% 20% 30% 40% 50% 60%
Base: 507 respondents. n u.

E2 Which of the following statements about elected officers most applies to you?? national union of students

Figure 31: Students online survey. Elected officers - level of agreement
Elected officers
- Strongly agres

I know how to contact an elected officer H 27% 38% 504
. Agree

I feel like the elected officers are reprezenting . - —
oy voice ' 20% el [ heitner

Dizagres=

) Strongly disagree

. . DonT know f not apglicable
1 am kept informed o;:::t elacted officars are 129 3, 178 2

0% 20% 40% 0% 20% 100%

Bass: 397 respondents. Balance: no reply nu.

E4. To what extent, if at all, do you agree with the following statements? national union of students

Institution stakeholder’s perspective
Institution stakeholders identified the turnaround time of the elected officers to be a weakness for

EHSU. It is perceived that by the time the elected officers become settled and adjust to the SU
environment their time in the position has come to an end, thus causing a lack of continuity.
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Furthermore, it is felt that the nature of the position could consequentially put pressure on the
permanent members of staff at EHSU due to the support required for officers from the point of
campaigning.

Suggestions were made to either change this to a two year cycle or to take extra time from the start
of the campaign period to work closely with potential officers to sufficiently prepare them for the role.
There were also suggestions about working with potential officers as early as possible to help develop
their campaign policies in line with what the SU can feasibly facilitate and what'’s realistic.
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4.3 Visibility
Physical visibility of Edge Hill Students’ Union

Students and institution stakeholders discussed the physical visibility of EHSU, again there was a mix
of opinions on how clear the SU building layout is, in addition to the awareness of who to contact for
what.

Student’s perspective

Just under two thirds (62%) of respondents who completed the online survey said that they felt the
SU is accessible and over half (54%) believe EH is approachable. However participants at the focus
group highlighted that it isn’t clear who to contact for what; some have searched online but have been
unsuccessful whilst others have visited the SU and felt that the SU staff were hidden away. This was
also highlighted from the online survey (figure 21) with only 35% disagreeing that they know who to
contact should they have any issues or questions.

Figure 32: Students focus group. Awareness of who to contact

/ \ "I tried to contact them once and I was like
looking onfine but I didn't know who to email”
"Yeah I feel like for example they've got big banners out
there, I feel like it would be not difficult to have a
couple of lines underneath saying what they actually
deal with. Because for example I had some money
problems before so I assumed that would be welfare,
but then they kind of, not her necassarily but likke T
know someone has been in touch with one of them
before and they've kind of just been like 'Oh speak to
the team instesd of me’, one of the reps.”

— o

"Yeah it’s like they are up here hiddan sway
and if you go to the front desk who do you
ask for, like 'T want to talk about these
issues’, it’s very awkward and yvou don't want
to be getting the president, this is the issue
and he's like "Oh it's not my problem I don't
deal with this". Soit's knowing who o go to.”

Institution stakeholder’s perspective

Some of the institution stakeholders felt that the SU had good visibility due to the location of the SU
and the presence of the elected officers (photographs of them in the SU). However, others felt there
was a weakness in that the SU lacks a clear, physical base as they are dispersed over the campus and
this could have an impact on the overall awareness of EHSU. There is a need to clearly signpost and
direct people to where services are located and who to contact for those services.

4.4 Wider community
Local community perception
Student’s perspective

Students who participated in the focus groups discussed the positive contribution students at EH have
made within the local community, however, they feel they don't always get the recognition they
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deserve. The Christian group often organise charitable events supporting the students in the local
community but feel this can get over shadowed by acts of other societies and teams.

Institution stakeholder’s perspective

Similar to students, institution stakeholders believe students don’t always get the recognition they
deserve. It is perceived that the SU and institution are held to unreasonable expectations from the
local community in the sense that Ormskirk has a middle class, fairly senior profile. This interesting
juxtaposition between students and the local community is seen to be a challenge for the SU.

Whilst it's acknowledged that students generally get a harder time in the media, institution
stakeholders identified an opportunity to publicise and communicate the good that EHSU and students
are doing for the local and national community to help improve these perceptions. Some mentioned
that this could also be an opportunity for students to develop their community skills and enhance their
CV by emphasising the good that they have done. It could also be considered as helpful for those who
don’t live on campus as it might be a way of making them feel more included in the EH community.
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5.0 Future of Edge Hill Students’ Union

Objective 2:
L EHSU want to understand how to improve their SU offering from
a student’s point of view: what are their needs, aspirations and
how do they want to see EHSU grow?

Planning for the future is vital for any business, understanding the thoughts of institution
stakeholders, students and SU staff will allow EHSU to gain an appreciation for what they
believe the priorities should be and where strategies could be focused.

Overall satisfaction of EHSU is high, it is believed that the SU performs well across all areas;
however, there are some improvements that could be made, particularly around:

¢ Being more inclusive by offering varied events

¢ Improving the quality and cost of commercial goods
¢ Educating students on what the SU does

o Offering more varied and diverse societies

5.1 Edge Hill Students’ Union services
Satisfaction with Edge Hill Students’ Union services

Student’s perspective

Almost half (45%) of the respondents who completed the EH student’s survey online indicated that
they agree "Edge Hill Students’ Union is providing the very best experience for its students” however
one in ten (11%) disagree and 44% are neutral. This result is pleasing, however it reiterates the lack
of awareness students have of the SU with 44% being impartial.

Students also stated that they were most satisfied with the SU Shop (62%), SU Bar (60%) and food
and drink outlet (52%) signifying that many are content with the commercial offerings. However focus
group participants felt that the cost and quality of the food/goods sold are too expensive and
considered to be poor quality.
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Figure 33: Students online survey. Level of agreement
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Figure 34: Students focus group. Thoughts on SU commercial area

"Quality is not even worth it for the price,
like you're getting & burger undressed for like
£4.50, no cheese, no ssuce, no salad, you're

getting plain chips in a8 box and theyre just
soggy and horrible.”

~N

"You're charging £5 for a hotdog, it's a student bar
nat some kind of delicateszen or someathing. T want
& hot dog that cost me £5.50, I do obviously care
and welfsre is impartant but it's outpricing students,
its not what we're going to spend on food.™

(Group 3, Respondent 2)

J
~

"I'Nl be honest, I don't know if it’s
Just me but the shop, the bar and
the takeaway they seem gquite

expensive to me,”

"T've heard so many
bad things shout the SU

food.”

T just feel like
they're taking

advantage”™

" The bar is guite good

because there is always
different events on you
wouldn't find outside the

university, like quite
reasonably priced in there.”

4 N

"It's called the uni shop as well but it’s
gslways empty but there is a shelf with
food on, like there is some meat that’s
been sat in the fridge all term, but it’s
always just what it is. It's like an off

S

J

licence.”

Similarly, the SU social venues faced criticism for both the price and the facilities provided
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Figure 35: Students focus group. Thoughts on SU social venues

~
"It was like £5 to get in there...the place "I had o ; :
pay £4 to get in last night
that was dead for a '_F"hverr abor__ft 20 which I think is like ridiculous. ™
people in there and it looked like it
could be really good but it was —

overpriced and =o no one bothered with
it and it wasn't very weall advertised,”

"I think there is such & good venue for it and if they
kind of spruced it up 2 bit and put 2 bit more effort in
~ people would actually go. They could have like a beer
garden and people would want to go. They could have
"They could employ a noticeboards up at events then that they have or
cleaner as well. You stand campaigns they have but if they just put more effort
on the floor and it's sticky into that, to bring people to one place where then they
and disgusting. can target everyone to what they want.”

J

Overall, of those who have rated the services, the majority are satisfied and there’s only a small
amount stating any dissatisfaction. The advice services score the highest of the membership (rather
than commercial) services, with 38% being satisfied, followed by fun / special interest societies and
Academic Rep support.

However, many students had either not used or not heard of the different services, highlighting an
area of concern. If students aren’t using services it may be because they simply don’t need them, but
it could be because they don’t understand the benefit or how to access it. This along with the significant
percentage who aren’t aware of many of the services shows a need for more or clearer communication
to educate students on what'’s available and how it can help them.

Figure 36: Students online survey. Level of satisfaction with services and facilities
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D4. Thinking about the areas you may have heard about, how satisfiad, if at all, are you with the  National union of students
following services or functions provided by Edge Hill Students’ Union?
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Bottom 10 - Satisfaction of services and functions
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D4. Thinking about the areas you may have heard about, how satisfied, if at all, are you with the

following services or functions provided by Edge Hill Students’ Union?

national union of students

However, when students were asked which service and facility is most important to them they stated
advice services (61% said this was very important) and course related/academic societies (39% said
very important). This indicated that whilst students value the importance of the membership services
over the commercial services, they are most satisfied with the commercial offering, reiterating the
need for EHSU to improve awareness and understanding of their membership services through clear

communications.

Figure 37: Students online survey. Importance of services and facilities
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Bottom 10 - Important of offering the following services
and functions
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D5. Thinking specifically about Edge Hill Students’ Union, how important, if at all, is it that your national union of students
students’ union offers the following services or functions, in your opinion?

Institution stakeholder’s perspective

Stakeholders expressed their concerns around the sporting facilities, it was highlighted that a vast
amount of funds went towards the sports centre however the league table positions haven't improved.
Not only this, but students stated they have experienced difficulties using the facilities because of
timetable clashes with other sport teams. To utilise these facilities and enhance the student experience
there could be a bigger focus on getting more students involved in sporting activities and team.

Figure 38: Students focus group. Issue with sporting

f/._ "The 5U as well they took over the sporting teams, so like team HL _\
used fo be owned by the sports centre but then the SU took it back, T
don’t know why. But the only problem with that is we've less money
now, and likke the money is sort of not being I don't know, like we had

mare money when we were with, obviously they're an outside
company and then there was issues with the sports teams trying to
get training on campus, because there is 8 middle of the running
track, the sports teams weren't allowed to use it but it’s for the
students and the studants aren’t allowed to use their own facilities

Current involvement with Edge Hill Students’ Union

Although the majority of students are involved with EHSU, 1 in 4 say they haven't taken part in any
activities with EHSU, showing a gap of engagement between students and the SU. The most common
engagement with the SU is through visiting the bar and the shop with almost 2 in 3 doing both.
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A promising two fifths (39%) of respondents have voted in the student elections, however, focus group
participants stated that although they generally know about voting, they have concerns about knowing
how to vote, as well as a lack of understanding of what the elected officers want to achieve during
their time in post.

Just 14% are or have been a member of a sports club or team, which links to the institution stakeholder
concerns around BUCS Leagues. It was mentioned by a couple of the stakeholders that there has been
a large investment in sporting facilities at EH and they don't feel the facilities are being utilised fully.
They want a focus on building the quality of the sports teams and hope to see this reflected in the
position of EH within the BUCS Leagues.

Figure 39: Student online survey. Activities involved with at EHSU

Activities involved with at EHSU
I have visited the bar 6504
I have visited the shop 639
I have been to an SU club night
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1 am or have been Academic Representative
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I am or have stood as a candidate in the Student Elections
I volunteer or have volunteered with the Students” Union
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I am or have been a Hall Representative
Other
1 have not had chanece to get involved as this is my first semester at Edge Hill University
Mone of the above

11%
13%
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D3a Which, if any, of the following activities have you ever been involved in at your students’ national union of students
union?
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Figure 40: Students focus group. Voting

"The problem I found with
that i= although there is
the posters sverywhers,

there is nowhere telling

/‘ \ you where to go to vote,”

“I think there needs to be more
education really because
people don't care because
theyre not informed and then
no one wants to vote becsusze
they don't know what it’s for.”

J

"Once people are elected it’s like they've been slected
but they kind of disappear then and you don't hear
about them for the rest of the year, you don't know what
theyve done or you don't get to hear about anything
that’s been benefitted of it.”

In order to gain an understanding on why students don’t participate in a club or society, those students
who are not members were asked to best describe what prevents them from joining. The main reasons
were time constraints with almost half (46%) saying they don’t have enough time due to the pressure
of studies, a quarter (24%) specified they don’t have enough time due to paid work, whilst 23% said
it was because they don’t know anyone.

Figure 41: Student online survey. Preventions to becoming a member of a club/society.

Preventions to becoming a member of a
club/society
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D3b Which, if any, of the following best describe what prevented you from becoming a member of  Malisnal union of students
a club or Sﬂtiel‘r?
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Increasing involvement

2 in 5 students say they aren’t involved with the SU and don't see it changing, showing a large group
who don‘t think they are actively involved with the SU. Engaging these presents a challenge as they
don’t see the SU as relevant to them and their current requirements.

On the other hand over a quarter of students would like to be involved more with the SU but aren’t
sure how to be, so there is a big opportunity to reach these students and help them engage with the
SU and everything it offers.

Finally, a third are as involved as they want to be, so it’s a case of continuing engagement with students
who are already a part of the SU and are happy with it.

Figure 42: Students online survey. Level of involvement.

Level of involvement

I'm a= invalved a= I want to 3= with the Students” Unian — 34 %

I would like to be involved more with the Students” Union 265
but don't know how ko K
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D13. Which one of the following statements is most relevant to you? national union of students

Students who participated in the focus group stated that they wish to gain a better understanding of
what EHSU does and what it’s there for and for it to be more inclusive. It is felt that EH focusses their
attention on first years and those students who are based on campus. The desire is for the SU to
increase the offering for the ‘non-typical’ student.

Even though the commercial services scored highly in terms of student satisfaction there are still areas
to be improved. Although survey respondents were generally happy with the food and drink areas of
the SU, focus group participants expressed concerns regarding the price and quality of the food
provided by the SU. Similarly, the SU social venues faced criticism for both the price and facilities
provided.

There is a wish for events that aren’t just aimed at the ‘typical student’ but are more inclusive to all;
suggestions included non-alcoholic events, weekend events — events that are more varied, flexible and
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accessible. This may be more of an awareness and communication issue as a fifth of students in the

survey weren’t aware of trips and non-alcoholic events.

Students also expressed they would like to see more support around housing, with students expressing
their concerns about getting ‘ripped off’ by estate agents due to them having never bought a house

before and not fully understanding the contract.

Figure 43: Students focus group. What students would like to see at the SU.

» Events to be fle e B

"I'd say more events during the
day and during the day at the
weekend. There doesn't seem

more wide ranging

"maybe events for
people that arent
big drinkers er
den't want te go
out like that™

to be anything at the weekend
when I'm here.”

"I think there needs to be more variety, as in like
peaple for example whe want te go on a night out
but dent necessarily what club music and stuff. I
mean apparently we are starting something like
that, pop nights and things like that but at the
moment it's kind of like I have some friends who
never g out just because they don't like that kind
of music. And obviously price.”

"start doing events for
postgraduates. ™

"Netwarking events! Not just
Graduate Fairs, but helping us UGs to
get surselves out there early.”

L

"I don't knew if this is the SU's job but at the
beginning of the year they had like courses on,
I don't know what, but it was like academic
writing, referencing, the cppertunity for people
to look over assignments buf that sort of dies
off after the first two weeks, I don't know if
that could be samething that runs throughout
the year just classec to help people with worlk,

stuff that could be helpful ™

"Even just falks on different topics
througheout the year, a bit of
advice or a bit of information.”

» Better understanding

of societies

"I mean like the societies for instance, I have no idea how they work and obviously people are in charge of
them, how do you know, I mean when I joined the one I did all I knew was that it was free and I had to join
the Facebook page. 5o that’s what I did. I wish I could tell you all of it but anyway, it was a bit of a shock and
it was like "Whosah okay’, so I haven't taken myself off it vet because I'm going to sort it out first, buf there is

chviously like a hisrarchy but where is it. You know when you join the society there should be something on

that page that you officially have to join telling you who is in charge of it, what the rules are, if there are any,
what they do instead of just assuming "We're such and such society, we don't need to know anything else, just
Join and than join the Facehook page”.”

¥ More support on

housing

"Not even that, they sef up & stall and there is like maybe 300,
400, 500 students ready to get this list, You get the list, you
phone as quick as you can and try and get 8 house and then

whoever is the quickest gets it, =o it is absolutely dire. And once

the list runs out they don't provide any more support. ™

"Yeah because I've known so many
people who just totally get ripped off
because theyve never bought a house

hefore in their life, they have no ides
what to look out for in contracts.”
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» More explanation of
what the S does & is
there for

/r "Yeah freshers week and they just
disappearad. Like you know abeut them but
we didn't even get the consent talk because
the guys forgat to turn up so we didn't even
get the intreductions or anything. So I didn't
really know what they did, T just sort of...
When if comes te voting a5 well and how do

vou vote, because it hasn't really be

"I think that's where the problem is because when you
say the SU you think of the reps and yvou don't think of
the actual, because I don't knew how many people werk

for the SU, is it like them four plus a receptionist, is
there 20 of them or?”.

axplained what they do. ™

V

¥ Sense that the Union is
focused on Fresher's f first
years

"I think they provide a lot of support for fresher’s and first years
when you're living on campus there is 3 real push of getting
invalved and making sure everyane is okay. I think when you
move inta second year and off campus they're a bit more like you
go to them rather than then coming to you.”

Institution stakeholders agreed with students and discussed the possibility of increasing different types
of societies which they think will help create a more vibrant community and increase the opportunity
for more students to join groups and societies, leading to more students being represented.

Figure 44: Institution stakeholder’s tele-depth interviews. Opportunities
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work around this and made a

lot of progress but again there's
further scoop there.

From our point of view its all
about creating a8 more vibrant
community and creating
opportunities for those things so
the more groups and societies

the shops in a not so fovely area.” J

the more students are part of
\ representation structures®  J/
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SU staff deem that talking to students and having better forms of communication should increase
engagement with students. Having more accessible and varied events are considered to be ways they
could increase the numbers of students involved.

Figure 45: SU staff online survey. Ways to engage with students
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Involvement from the beginning

Fresher’'s week is a period of time to welcome all students to EHU, it is a great opportunity to inform
new and existing students about EHSU by telling them about the services and facilities, both
commercial and non-commercial, as well as educating students on the role of the SU and what the
elected officers are doing. However Fresher’s week didn't seem to resonate with some of the
respondents, with some students feeling excluded because they are not a ‘typical’ fresher, some feel
that it is not relevant to them because they are not a first year students and others raised questions
about the prices of the events.

Figure 46: Student focus group. Fresher’'s week

"I'm off campus and I'm & mature student. So take welcome week for

instance, it was fine on the first couple of days and then...on Wedneasday 'T didn‘t even know thare
because I hadn't really met anybody, hand on heart I could have just cried and was 3 welcome wesk, T
gone home and not come back because I didn't feel included at all, it was all thought it was just
sports and things like that, I'm not 2 sporty person and yeah they might take fresher's and that was it.™

me an becsuse they might feel like they had to in this day and age, but you
know what I mean. And I missed half of it out...which was a shame becsuse I
want to be involved in something,”

"It's likke all the evening events
seam to invalve drinking which is
no good if you've got to drive

home afterwsrds.”

"I think they took advantage & bit of
fresher’s, as bad as it sounds, kind of likke
'Oh they N pay £25 for events"”
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5.2 Collaboration
Relationship with institution stakeholders

One thing that was clear, was that the University staff believe that the SU and the University are
working towards a shared goal of making the student experience as good as possible, so the main
theme was that they should work together where possible and appropriate to achieve this goal. Many
of the institution stakeholders talk about having an open door policy with the SU team and believe
they have a good relationship and work well together. These stakeholders were happy with how they
work with the SU team and want to see it continue.

However, many mentioned specific ways in which they’d like to do or see more collaboration between
themselves and the SU staff. For some this was as simple as inviting the institution team to see more
of what happens e.g. tours around campus/SU buildings, more chances to meet the SU staff and
officers and opportunities to meet students around the SU space. For others it was more specific:

- Identifying commercial opportunities and developments

- Working together on planning permission from local authorities

- Working with private landlords to improve the quality of the properties rented to students.
Particularly improving the exterior, e.g. gardens and the front building fascia, would please
local residents, thus in turn improving the student relationships/perceptions with local
community

- Bringing more defined focus to extra-curricular activities, demonstrating to students and
helping them demonstrate how these extra-curricular activities can improve their
employability

- Build on academic opportunities, such as encouraging and helping students with study abroad
programmes

- Share data and ideas/opportunities that are highlighted through this survey

For others, it was more about the SU team challenging the institution teams by asking more
questions, asking more of them, going to them for more support on specific things and being bold in
utilising their expertise. They want you to make use of the open door policy and the experts that sit
in these rooms — go to them and seek support or collaboration whenever you can. The ball is in your
court to seek support when you need it.

Relationship with the local community

The local community has an impact on the lives of students at EH and vice versa, and this relationship
between the University as a whole and the local community was brought up by a few institution
stakeholders and a student from the focus group. Institution stakeholders stated that the local
community consists mainly of middle class, fairly senior citizens who present a stark contrast to the
students, creating tensions between “town and gown”. They feel it is important to lower these tensions
as its important students and the community live and work in harmony.

Institution stakeholders suggested the opportunity to publicise and increase the awareness of the
benefits the SU and students have for the local community. They want to promote the good acts
students do, such as society events and charity drives, as well as promoting the ways in which the
University student’s facilities are good for the local economy. They believe that more focus on the good
stories will increase learning and development and in turn, help grow these relations and lower
tensions.
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Institution stakeholders also mentioned that promoting and publicising the contribution for both what
the students and the SU does for the local community via local and national press, will help improve
the perceptions of students on a wider level. They speak about the challenges students, the University
and the SU face with the bad press surrounding students and suggest that a focus on taking the good
stories further could help EH student reputation and employability.

5.3 Priorities

Suggested top priorities

Within the tele-depth interviews institution stakeholders expressed their thoughts around what they
believe the SU senior managers top priorities should be. Figure 47 illustrates that supporting students,
representing students and student engagement are the top three priorities. Understanding students
and improving communications were also mentioned as a priority.

The institution stakeholders were very positive about EHSU recognising the big journey that the team
has been on. However, some perceived the SU to be too ambitions saying things such as; “better to
have limited numbers of objectives and achieve those objectives.” “Get the basics right first and work
within your limitations. Have aspirations but we can’t be Manchester Uni union...we have to focus on
what we can achieve” indicating that they believe the priorities should be specific, realistic and
attainable.

SU staff had similar thoughts to the institution stakeholders and ensuring students are the key focus
should be top priority, however they also believe that commercial aspects such as promoting and
developing the SU should be an area of focus.

Figure 47: Institution stakeholder’s tele-depth interviews. Top 3 priorities
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Figure 48: SU staff online survey. Top 3 areas of focus
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6.0 Communication

Objective 3:
L There is a feeling that better student communications would be a
great starting point and this topic should be explored in detail

This section explores student and institution stakeholder overall thoughts on communication and
digital engagement. This section examines the effectiveness of communication methods,
evaluates the content and provides discussion around the frequency of receiving
communications.

Communication was a major part of discussion with both students, institution
stakeholders and staff, with all feeling that it’s a vital aspect to focus on and many
improvements are suggested. Many spoke about the effectiveness of social media, the
need for clear messages about what’s going on at the SU in terms of events and more
generally, plus what the communication content should include and how often it should be
sent.

6.1 Methods of communication

Current communication channels and their effectiveness

Student’s perspective

EHSU currently use a range of communication channels to connect with their students, these being;
social media, emails, posters, flyers, TV adverts and the website. Students expressed their thoughts
on the effectiveness of the communication channels through the online survey and focus groups.

Those who completed the online survey specified that email is the most effective method of
communication however just 28% say it is extremely/very effective. Facebook and posters around the
campus come second and flyers are believed to be the least effective method of communication the
SU uses with only one in ten (11%) saying they are effective.
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Figure 49: Students online survey. Effectiveness of communication.
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F1 How effective do you think these methods of communication that the Students’ Union uses are? national union of students

Students who participated in the focus group had mixed opinions regarding social media. They
expressed their concerns regarding Facebook and felt that it isn’t always the best platform to
communicate information, often they have to scroll on the Facebook page to find the relevant
information and questions asked by students don't always get answered.

Ways to combat this were discussed and focus group participants suggested posting relevant
information on a regular basis which means the users don’t have to scroll and the page should be
monitored regularly to answer any questions the students might have.

Figure 50: Students focus group. Thoughts on social media.
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Institution stakeholder’s perspective

Institution stakeholders state the importance of the different means of communication and not to just
use one single channel. They recognise the importance of communication and believe that
communication should be utilised to increase the awareness of the SU activities and events to both
them and students.

Overall institution stakeholders wanted a consistent approach which had the same communication
across different channels so that students could find the necessary information and wouldn’t miss
anything important.

Figure 51: Institution stakeholder’s tele-depth interviews. SU engagement with students.

SU engagement with students

- "Running an organisation like an SU its
D'ﬁemnt, means of about communication... The key is you can
communication never do enough and never be varied
Target the communications enaugh. Do alf you can to personalise it
Publicise the good and make sure you know the kind of
Inform students on the purpose sudiences you are talking to.”
of the SU

Make stakeholders aware of
what the SU does

"No single
channel is
anough”

"How they can make
their students famous™

"Whatever feedback
they get they need to "Make staff across the university more aware of activities
publicise more widely and issues and how they become more engaged by some
regular communication - whether it be a standing agenda
item of the weskly university news or a specific newslstter

that goes out to all staff every month.

"I think they need to make very clear to

studem‘s_what their remit is in terms af advice “Co to where the students ara
and guidance and the other fun activities.. T to listen in and engage - i.e.
think they need to make it absolutely expilicit to Vil Yak
every student in the university™

T ——

Content within the communication
Student’s perspective

Students were then asked to rate the communication content they had seen from EHSU. 61% said that
the language used was good and 52% thought the quality of the content was good, however only 38%
felt that the content was relevant to them. Following this we asked the students to indicate how they
would like the content to be tailored to them, two fifths (41%) said they would like the content to be
tailored to their course/academic school and just under a third (31%) said to their lifestyle and
interests. Those students who live in halls on campus are significantly more likely to say they would
like the communications tailored to their lifestyle and interests compared to students living in other
accommodation arrangements.

Focus group participants had similar thoughts, they felt that the communication isn't always relevant
to them, nor inclusive to all. It was touched upon that the information isn’t always informative and
that there is not enough coverage on what is happening.
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Figure 52: Student focus group. Current communication methods

Mixed opinion on
receiving of
communications

"Yeah it's very inconsistent because T
know I'll get a lot of amails but then
people that I'm living with won't have
got the emails but it's from the 5U... T
wonder if people somehow opted out
for them?”

Not always as inclusive
as could be or as
informative

(/-T.‘?e amail is only occasionally, twice
a month maybe. They're not like, it's
like the odd bulletin here and there
but when there is elections there’s an
email but it doesn't stand out, it's
literally a blank white text with an
email that comes out every now and

"Repeated multiples
times, I got about

15 notifications
shout Carnage.”

again but nothing to make you

think.”
1 g

"likke black history, there was a sign that I saw
somewhsere, it wasn't just post about it saying
what they're doing or why we've got it or

"the vast majority of it isnt for a
mature student living off campus.
S0 a lot of it is irrelevant to me.”

anything like that, it was just a sign with Nelson
Mandela’=s face saying black history maonth and
that was it. So it wasn't particularly involved.”

Not enough coverage
of what is happening

"There is loads of events actually
going on throughout the year,
you just have to keep your eye
out because theyre not always

very well advertised.”

/- "There is 5 fack of \
communication at times and
especially with the 5U and stuff,
there is 3 new event and one of
my friends was convinced it was
fake becsuse none of the 5U
ewven advertised it or anything
and then it turns out it was real
but he messaged someone who
was one of the reps and the guy
was just like 'T dont know” but
it’s their job to know whats
going on around the university,”

"Things that are going on in the hub. Things sort of seem to appear,
which is great if you're walking past, but until you get into the swing of
what’s going on at uni you don’t really know, I mean I've established it's

cake day on Tuesday but you know, things turn up and you don't know
what._. It'd be nice to know in advance if you need to bring extra money

in or things like that, I don't know who is in charge of that, it might be
nathing to do with the Students Union but it would just be nice to know
in advance some of the things that might be going on™

| "last minuta.” I

-~

Not much communicstion, it seems
like & lot goes on but they don't
share it if you get what I mean, 5o
almaost like "

"I think it's possibly not as good
it could he at communicating to
the wider student population
about what they're
doing/campaigning on”

~

S

L—

H'/

("J' think it would have been really good if they'd just
bothered sdvertising it, But there was no posters
up, there was nathing on Facebook, no email,
nobody knew it was there. 5o it could be the best
party in the world but if no one turns up its going

"5U do 3 lot
but we don't
know what they
da.”

to be rubbish.”

—7

Focus group participants went on to describe the content they desire from the communications they
receive, specifying the following approaches and content:

e Targeting the communication

e Personalising content so it is more appealing to the end user
e Increasing awareness of what the SU are campaigning for/against

e A calendar of events
e Weekly newsletters
e Promoting the website more

e Linking the website to society social media pages
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e Making clear what the societies are, how you join them and who to contact

Figure 53: Students focus group. Improvements on communication channels and content.

Content suggestions

Channel suggestions

"Like in the SU they could literally have pesters “Like a calendar of events or semething. "
about whatever events are coming up but they
don't. *

= r
"I mean they email randem bits here and
there, what about a weekly newslatter,

like this week we've done X and so you

can advertise events and you could say

caming up in the next week is. ™

"perhaps mere targefed communication
methads? so their notifications are of
interest to the students whe zee tham”™

.

I('_";T think with the societies as well the SU needs
to have like the website, a link that you can go
ta their Facebook page for each seciety and then
you can join their page.._here is the persen that
runs it, here is how you contact them, there is
this Facebaowk group, that's how you do it, then
vou can actually see and then put a name to

faces as well. 7
- H/

"They couwld have noticeboards up at events then that
they have or campaigns they hawve but if they just put
mere affort into that, to bring pesple to one place
where then they can target everyone to what they
want. 7

Figure 54: Students online survey. Rating communication content.

Rating communication content

The language used : 46% 15%

. Excellent
. Gond
'I. Fair

Poaor

Quality of the content

FrEqumcl'r of the commuricatiens e rRceve - e
0% 20%

40% 60%% 0% 100%

Base: 507 respondents, n u.

F2. Now thinking about any of the communications you have seen from Edge Hill Students’ Union  National union of students
overall, how would you rate the following elements?

B Territle

. I have not s=en any
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Figure 55: Students online survey. Desired communication content.

Communication content

To my course/zcadamic school

=
#

Those students who live in
halls on campus, ars

L ) significantly more likely to say
Based on the type of student I am (i.e. international, . int te
part time, undergraduate, postgraduate, thoze living off _ 7895 to my lifestyle and
campus)

Other 1%

0% 10%: 20% 20% 40%% S0%
Base: 507 respondents. Balance: nu.

F3 Thinking about communications from the Students’ Union, how would you prefer them to be national union of students
tailored?

Institution stakeholder’s perspective

Institution stakeholders had similar thoughts to the students in terms of making the communications
more personalised and targeted. They believe that ensuring that the SU fully understands the audience
they are talking to so the content is specific and relevant.

Frequency of distribution
Student’s perspective

There were concerns about the email system as some focus group participants highlighted that they
don't receive any forms of communication from the SU, whereas others felt they were being spammed.
Over two fifths (45%) of students said they would like to hear from EHSU weekly, with those who live
in halls on campus significantly more likely to say this.
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Figure 56: Students online survey. Desired frequency of communication.

Frequency of communication

_

Daily 3%
wessy |, <
Those students who live
in halls on campus, are
significantly more likely to
— I
Less than once a month - 8o

Newar

*ITH
3

o

10% 20% 30% 40% F0%
Base: 507 respondents, nu.

F4 And how often would you like to receive communications from the Students’ Union? national union of students

Institution stakeholder’s perspective

Institution stakeholders discussed the issue that students often receive a mass of emails and have
constant interactions and distractions throughout their lives, so stressed the importance to “think about
the quality not the quantity of the communications”.

6.2 Digital engagement

New digital engagement methods

It became apparent that both students, SU staff and institution stakeholders found it difficult to answer
the questions around digital engagement, as many participants had to be prompted or were unable to
answer the questions.

Student’s perspective

Students identified that EHSU are already providing some services digitally such as the availability of
the laundry service and an app for the shop, however not all respondents were aware of these so
further communications around this may increase use. There were a number of new digital engagement
methods were suggested by a few, these being:

e Online support group - this will make support more accessible to those students who aren’t
based on the campus

e Online community (chat rooms, doodle) - students will be able to discuss issues relating to
them
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Figure 57: Student focus group. Digital opportunities.

"They're quite good already, digitally
you can see the [sundry if that's free Already do
on the site, they have gof an app pruvide Some

h rder stuff fram th .
WiNare you can arder = wm e Sservices "I think it's good, I mean the first

take d th d pick it
sreaway ar;.l =N go and piek i time I used the shep I was fald if
up. So they've already gof quite a
you download the app on your

lat that fready d.
oL that you 1rea ¥ deon yaur phene you get 10%, so right
phone. o
okay.

Online

support

Online

"I don't know if they do it but maybe - -
communication

with the support services maybe you
could go on the computer and like go an
them online, so have meetings. ™

"anline private chat reems or doodle.™

Institution stakeholder’s perspective

Stakeholders struggled to specifically suggest digital services and engagement, mainly focusing on
communication via social media and emails. However some suggestions made were:

e Make services available online so those students off-campus can access the SU services

e Utilise existing databases

e Ensure there is a balance between a digital society and human society — continue to speak to
students face to face

e Continue to utilise existing communication methods - the website gives the SU a virtual
presence
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Figure 58: Institution stakeholder’s tele-depth interviews. Digital opportunities.

Digital opportunities

Target/personalise
communications

“Flow of data between systems...
registering with the gym,
registering with the arts box
office.. we hear a lof from
students about having to re-give
data they've already given. We
could wark to reduce that impact

on students”

"I think the
website is great
and they've

definitely got a
virtual presence.”

Utilise existing databases
Continue to use existing
communications methods
Make services available
online

"It's getting the
balance between the
digital society in which
we live but also the
human society. ™

"The increasing route
to communicating
with students is going

"Students are getting
bombarded with messages
about a diverse range of
things and then everyone's
message will get lost. Thinking "Priority of digital comms to those off campus.
about the quality and quantity Make services available onfine so they can
of communications. ™ access as much as those on campus.”

te he through mobile
media”

Similar to institution stakeholder’s, SU staff recognise there is an opportunity via the means of social
media and believe that face to face communication should be continued. Notice ahead of events is also
seen to be a method that could be better communicated, increasing the awareness will hopefully lead
to an increase in attendees.

Figure 59: SU staff online survey. Digital opportunities.

advertising grounds team centralise communication
weekly emalil present

engage with students NNOLICE ahead of events

other means of communication I promotion

= soclal me

target communication face to face
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recommendations
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Conclusions & Recommendations

While EHSU is perceived in a positive manner, and students at EH are considered generally
to be positive, a variety of challenges and opportunities were highlighted throughout the
report. This last section offers some conclusions, leading to a number of suggestions and
recommendations based on the findings presented.

Reputation - conclusion

Students are generally satisfied with their time at EHU. The atmosphere, environment and reputation
all have a positive effect on the students.

Students identified the SU to be a place that supports them and represents their needs, however some
feel that the SU isn't as inclusive as it could be and the desire to include those students who don’t feel
like a typical student is key.

It has become apparent that there is a lack of knowledge regarding the services and facilities the SU
offers and the need for this to be promoted and advertised is fundamental to the SU success and
growth.

Reputation - recommendation

e Educate students, SU staff and institution stakeholders on the role of EHSU

e Inform students and institution stakeholders of the services and facilities that EHSU offer

e Increase the awareness of who the elected officers are and what they do

e Signpost and direct students to the SU and contacts within the SU so that they know who can
help with specific issues

e Provide recognition to the students who are doing positive work within the local community

e Promote the benefits of the SU and the value it has on individuals

Future of EHSU - conclusion

Students identified the importance of the membership services (particularly the advice service) but
they don’t necessarily use these services. The commercial facilities are more widely used by EH
students.

A proportion of students would like to be more involved with the SU but again don’t necessarily know
how to do this.

Institution stakeholders reiterated their open door policy and willingness to be involved with the SU,
emphasising the shared goals with the possibility of working with the University and utilising their
expertise.

SU staff and institution stakeholders discussed the future of EHSU and the areas in which they should
focus on. Many institution stakeholders wanted the priority to be getting the basics completely right,
before setting bigger targets, the basics being:

e Supporting students

e Representing student
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e Engaging students

Future of EHSU - recommendation

e Work with the institution stakeholders to form a partnership that will promote sharing of
expertise, data and knowledge

e Organise and run varied events that are appealing to those students who consider themselves
not to be a typical student i.e. non-alcoholic events, weekend events, day time events, day
trips to tourist locations

e Ensure sufficient support for the upcoming elected officers to effectively manage the transition
of officers

e Consider organising and/or subsidising travel services to make events more accessible to those
students who don't live on campus

e Run workshops and advice services on issues that are top of mind for students such as mental
health awareness and support, financial advice and housing support

e Showcase the variety of sport teams and facilities that are available at EH to increase the
number of students using the sporting facilities and in turn this should help to improve success
in BUCS Leagues

e Educate students on the employability services that already exist, this could range from offering
skills workshops and tips, to actually helping them to find a job.

e Encourage societies, volunteers and teams to work with the local community to help improve
relations.

Communication - conclusion

Communication both internally and externally is imperative to EHSU. Students and institution
stakeholders feel they lack the awareness of what EHSU does and the services the SU provides.
Improving the communication should develop the relationships and provide students and institution
stakeholders with the necessary information they need regarding the SU.

Institution stakeholders want to hear from EHSU on a regular basis to help them keep up-to-date
with what the SU is working on and if there is anything the University can help them with.

From students there was a mixed opinion regarding communication with some receiving regular
updates and others none. Students want...

e Weekly updates
e Content that applies to them
e A variety of channels that are kept up-to-date

Communication - recommendation

e Distribute the communication to students on a weekly basis

e Use a variety of communication methods but ensure they are used strategically and effectively

e Target personalised communications methods to students where possible

e Promote the event calendar so that students are aware of what is happening and when,
including details of the social events and ticketing

e Publicise the commercial deals and offers across the SU shop and events

e Communicate what EHSU is campaigning for

e Promote how great the students are to the local and national press — make the students famous!
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e Talk to the institution stakeholders on a regular basis and build rapport
e Encourage students to utilise the ideas section on the website
e Promote facilities for students to contact officers or SU staff online regarding personal issues






