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All pages, content and design of this presentation are the intellectual
property of |Gl Services Ltd and are subject to copyright owned by IGI
Services Ltd 2008.

It is not permitted to modify, copy, reproduce, create derivative works,
republish, display, upload, post, transmit or distribute in any way either
yourself or via a third party the content of this presentation without
the prior written consent of IGl Services Ltd.

i-graduate are keen to work with all of our partners to maximise the
use of the research. Please don’t hesitate to contact us to further
understand this research and how it may be applied within your
institution or organisation.
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The International Graduate Insight Group

“Working in partnership with institutions, to enable
positive change through comparative insights”

Students

confidential
international
benchmarking

Employers
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INTERNATIONAL INSIGHT

* “The staff here have over inflated egos, treat students as if
they're ignorant children, and act as if 5 minutes of their time
is an enormous request. Those at the top already have it

figured out, they couldn't possibly learn anything from the
students.

* Too bad the old men with white hair and egos the size of the
U.S. military budget are unwilling to open themselves up to
critique and feedback on a continual basis. Until they
understand that their careers depend on the people that they
serve and that what students think matters, you'll always have
a difficult time”

* Postgraduate student, United States
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The International Graduate Insight Group (i-graduate)

* Using student and stakeholder insight as a management tool
* A‘finger on the pulse’ for policy makers and educators
* Risk management for higher education

* Working with over 400 education institutions
* Feedback from more than 450,000 international students of 190 nationalities

Engaged in Belgium, Denmark, Estonia, Ireland, Netherlands, UK, South Africa,
China, Singapore, Hong Kong, Australia, New Zealand, Brazil, United States

* The International Student Barometer™

* The International Alumni Barometer ™

* The University Careers Barometer ™ The PostDoc Barometer ™

* The Transnational Barometer ™

* The Employer Barometer ™

* The Agent Barometer

» StudentPulse ™ Scpyright € a1 Services 200
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* Perception and Reality

* Expectation and Experience

 The spectrum of satisfaction

* From one-off / on-off to a dialogue

* |nvestors in education / partners in learning... and consumers
* Life-changing, transformative, irreversible
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What'’s the deal and what has changed? New realities in the student experience

¢ Instant, constant communications
¢ Who waits until the end of their studies?
¢ The New Consumer
¢ Gen X, GenY, Gen Z, Gen Me, My Gen...
¢ The New Service Culture — study in context
¢ Satisfaction guaranteed, 24-7 service, constant feedback
¢ The Payback Culture
¢ High expectations of employment
¢ Accountability
¢ Who's to blame?



Today higher education is a 360° experience I-graduate

INTERNATIONAL INSIGHT

What'’s the deal? New realities in the student experience Megatrends

Potential student

/

m opinions are fed back to

future students at all stages...
Meet & greet
Year end )

Mid-term blues

Today’s students now determine tomorrow’s success

Crorvuriaht & Sanvicoc NNe



INTERNATIONAL STUDENT BAROMETER

Jw.le who cares?

International Student Barometer ™ - UK Founders’ Group, 2005
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ISB
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Participating institutions, Summer Wave 2008

University of Aberdeen
Aberystwyth University
Anglia Ruskin University
Aston University
Bangor University
University of Bath
Birmingham City University
University of Bolton
Bournemouth University
University of Brighton
University of Bristol
Brunel University
University of Cambridge
Cardiff University
Coventry University
De Montfort University
Durham University
University of East London
University of East Anglia
University of Edinburgh
University of Essex
University of Exeter
University of Glasgow
Glasgow Caledonian University
Goldsmiths College UoL
Heriot-Watt University
University of Hertfordshire
Imperial College London
Kings College London
Kingston University
Leeds Metropolitan University
University of Lincoln
University of Liverpool

Liverpool John Moores University

Loughborough University
London South Bank University
University of Manchester
Middlesex University
Manchester Metropolitan University
Napier University
Newcastle University
University of Wales, Newport
University of Northampton
Northumbria University
University of Nottingham
Nottingham Trent University
University of Oxford
University of Plymouth
University of Portsmouth
Queen Mary, University of London
Queens University Belfast
University of Reading
Royal Holloway University of London
University of Sheffield
Sheffield Hallam University
SOAS
University of Stirling
University of Strathclyde
Study Group
University of Surrey
University of Sussex
University of Teesside
Thames Valley University
University College London
University of Central Lancashire

University of Warwick

Aalborg Universitet
Arhus Universitet
Arkitektskolen i Aarhus
Copenhagen University College of Engineering
Danmarks Biblioteksskolen
Danmarks Designskole
Danmarks Medie og Journalisthgjskole
Den Flerfaglige Professionshgjskole
Den Grafiske Hgjskole
Designskolen Kolding
Det Danske Erhvervsakademi
Det Fynske Musikkonservatorium
Det Jyske Musikkonservatorium
Det Kgl. Danske Kunstakademi, Konservatorskolen
Det Kgl. Danske Musikkonservatorium
DTU - Danmarks Tekniske Universitet
Engineering College of Aarhus
Erhvervsakademi Arhus
Erhvervsakademi E55
Erhvervsakademi Midtvest
Erhvervsakademi @resund/Kgbenhavn Nord
Erhvervsakademi Roskilde
Erhvervsakademi Storstrgm
Erhvervsakademi Vest
Erhvervsakademi Vestsjzelland
ErhvervsAkademiet Fyn
Erhvervsakademiet Kgbenhavn
Erhvervsakademiet Kgbenhavn (Kbh Tekniske Skole)
Handelshgjskolen i Kgbenhavn
IT-Universitet i Kebenhavn
Kgbenhavns Universitet

Kunstakademiets Arkitektskole

Nordjyllands Erhvervsakademi
Nordjysk Musikkonservatorium
Roskilde UniversitetsCenter
Rytmisk Musikkonservatorium
Syddansk Erhvervsakademi
Syddansk Universitet
University College Copenhagen
University College Lillebaelt
University College Sealand
University College South
VIA University College
K. U. Leuven
UC Louvain
Universiteit van Amsterdam
Delft University of Technology
Erasmus University of Rotterdam
University of Groningen

Hanzehogeschool Groningen
Hogeschool INHOLLAND
Leiden University
UniversiteitMaastricht
Tilburg University
Wageningen University
UC Cork
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Process extended to include all students 2008/9
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The spectrum of satisfaction — institution example: Internet Access

ISB (983)

EU (228)

non-EU (755)

China (209)
Malaysia (91)
India (87)
Germany (47)

Hong Kong (43)

UG (562)
PGT (342)

PGR (39)

0%

10% 20%

B Very Dissatisfied

30%

40%

Dissatisfied

50%

60%

Satisfied

70% 80%

B Very Satisfied

90%

100%

Accomm. quality

Accomm. cost

Living cost

Safety

Home friends

Host friends

Other friends

Host culture

Sports facilities

Social facilities

Social activities

Internet access

Good contacts

Worship facilities

Good place to be

Transport links
(other places)

Financial support
Earning money

Visa advice

Transport links (uni
locations)
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The spectrum of satisfaction — institution example : Internet Access

Accomm. quality

(422) Private rented wl

house/flat/room

(83) Lovely Campus Flats _

(76) Living with friends or relatives l

Accomm. cost
Living cost
Safety
Home friends

Host friends

(64) Other

Host culture
(58) Whazza Point Hall Sports facilities

Social facilities

Social activities

Internet access

Good contacts

Worship facilities

Good place to be

Transport links

(96) Country Campus (other places)

(880) City Campus -

1 T T T T T T T T T Financial support

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100% .
Earning money

Visa advice

B Very Dissatisfied Dissatisfied Satisfied B Very Satisfied
Transport links (uni

locations)
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Extending the dialogue — College and University Business Officers ‘bounce-back’ to the ISB

¢ Responding to dissatisfaction with accommodation cost
¢ 26 universities have this year extended the dialogue

¢ | feel that my current accommodation offers value for money

¢ The cost of my current accommodation is what | expected

¢ | would prefer to pay less and accept a lower standard of
accommodation

¢ If so...

...lower quality accommodation (e.g. furniture / décor) ?

...accommodation with fewer facilities (e.g. NO laundry / computer room) ?
..accommodation located further away from the nearest town / city ?
...accommodation located further away from my University ?

...more shared facilities (e.g. bathroom / kitchen) ?

..sharing a bedroom with other students (e.g. twin/dormitory) ?

...a smaller bedroom ?

cececeee

¢ Reporting June 2009
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Learning satisfaction: international students — element wave on wave comparison

4: Very satisfied

—1: Very dissatisfied
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Learning satisfaction: international students — element wave on wave comparison
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Learning satisfaction: international students — element wave on wave comparison
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Support satisfaction example: Autumn Wave 2008 vs Autumn Wave 2007

[ Worse in Autumn Wave 2008 | Better in Autumn Wave 2008 J
Health Centre

Multi-faith Chaplaincy
Careers Service

IT Support
Clubs/societies

Halls Welfare Proactive
Counselling University

Catering

Student Advisory
International Office
Students' Union

Accommodation Office

Finance Office

-0.4 -0.3 -0.2 -0.1 0 0.1 0.2 0.3 0.4

ear difference in satisfaction mean score
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Support satisfaction example: Autumn Wave 2008 vs Autumn Wave 2007

Worse in Autumn Wave 2008 Better in Autumn Wave 2008
Health Centre :
Multi-faith Chaplaincy
Careers Service .

IT Support
Clubs/societies L
Halls Welfare Proactive
“ University
Counselling

= B Uni Alliance
Catering [

Student Advisory
International Office :
Students' Union
Accommodation Office :

Finance Office
-

-0.4 -0.3 -0.2 -0.1 0 0.1 0.2 0.3 0.4

ear difference in satisfaction mean scor
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INTERNATIONAL INSIGHT Are others ahead or behind?

Satisfaction with arrival and orientation — how far ahead/behind are our rivals?

. RivalA | RivalB | RivalC |

Accommodation office -13.4% -0.8% 6.1%
Bank account 6.2% 23.7% 19.6%
Email -8.7% -2.2% 5.6%
Finance office -6.9% 1.8% 5.8%
First night -6.8% 0.3% -2.9%
Formal welcome -1.3% -5.6% 2.7%
Home friends 3.5% -5.9% 8.5%
Host friends -8.7%  -13.9% 3.5%
Local orientation -3.5% -4.3% 0.8%
Meeting staff -7.1% -9.3% 0.4%
Other friends 1.5% -9.8% -2.3%
Registration -8.7% -2.8% 3.4%
Social activities -2.1% -8.8% 1.8%
Study sense -11.9% -6.5% 2.1%
Uni orientation -6.4% -1.6% 2.2%

Welcome -5.9% 5.7% 2.2%



i'-gmduate The big question — would students

INTERNATIONAL INSIGHT recommend the experience to others?

| would actively encourage people to apply

45% If asked, | would encourage people to apply
18% | would neither encourage nor discourage people
4% If asked, | would discourage people from applying

| would actively discourage people from applying

International students in UK, ISB Autumn 2008
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Sterling versus other world currencies. May 2009 v May 2008
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“The staff here have over inflated egos, treat students as if
they're ignorant children, and act as if 5 minutes of their time
is an enormous request. Those at the top already have it

figured out, they couldn't possibly learn anything from the
students.

“...I will gladly take my degree, use the brand for my future
benefit and | will do it without ever contributing a dime to the
university. I've already bought and paid for my brand, I'll take
it along with my Nikes, make some real money, and give it to
the college | attended as an undergrad.”
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INTERNATIONAL INSIGHT Engaging alumni

Example alumni engagement — UK graduates — The Alumni Barometer™

| would be willing to take part in fundraising activities for xxx
| would be interested in receiving more information about leaving a legacy to xxx

| would be interested in donating money to xxx to help where the need is greatest

I would be interested in donating money to support medical research via xxx..

| would be interested in donating money to support the arts via xxx

I would be interested in donating money to improve learning resources and...

| would be interested in donating money to support research activities at xxx

| would be interested in donating money to support postgraduate scholarships

| would be interested in donating money to help support students in financial...
| would be willing to volunteer as a xxx Career Contact (giving students and...
| would like to help promote the university to prospective students (UK-based...

| would like to help organise alumni activities in my professional area (UK-based..

| would like to help organise alumni activities in my region (UK-based alumni)

| would be interested in becoming a subscribing member of the xxx Graduates'...

I would like to let fellow alumni know my news via the alumni news section of...

| would like to contribute an article to the alumni magazine

I would like to join an online directory to stay in touch with other alumni

| am already involved No M Yes

1%

6%

1%

1%

3%

2%

2%

13%

3%

2%

2%

17%

39%

0%

20% 40% 60% 80% 100%
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INTERNATIONAL INSIGHT E ngagi ng a lumni

Example alumni engagement — international graduates — The Alumni Barometer™

I would like to help organise alumni activities in my country [3%
| would be willing to take part in fundraising activities for xx 1%

%

[ S T == |

I would be interested in receiving more information about leaving a legacy to xx
| would be interested in donating money to xx to help where the need is...2%

I would be interested in donating money to support medical research via xx..1%

| would be interested in donating money to support the arts via xx 1%
| would be interested in donating money to improve learning resources and..1%

| would be interested in donating money to support research activities at xx 1%

I T N Y T S S == S|

I would be interested in donating money to support postgraduate scholarships 2%

| would be interested in donating money to help support students in financial... |4%

| would be willing to volunteer as a xx Career Contact (giving students and...2%

| would like to help promote the university to prospective students (UK-based... 3%
| would like to help organise alumni activities in my professional area (UK-...2%

| would like to help organise alumni activities in my region (UK-based alumni) 2%

| would be interested in becoming a subscribing member of the xx Graduates'... 20%
| would like to let fellow alumni know my news via the alumni news section of xx _3%
I would like to contribute an article to the alumni magazine _3%
I would like to join an online directory to stay in touch with other alumni | 17%,

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100¢
| am already involved No M Yes
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New insights...

Resource allocation impact — July 2009

Study hours, supervision and satisfaction — Sept 09
Foundation Index — global — Sept 09

Transnational education: student satisfaction — Oct 09
Perceptions of cost of study and value added — Nov 2009

Destinations of international leavers — March 2010
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Food for thought...

Need for a whole-cohort, census-based approach to engagement
Need for a simplified, unified survey process — a dialogue
Engagement is not a one-off or on-off exercise

Need for valid comparisons — sector, rivals, international

From the application process to alumni

Share best practice between rivals
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Thank you!

& To connect with i-graduate’s research, please contact (felice.nightingale @i-
graduate.org) or any of the team

International Graduate Insight Group
29 Harley Street
London W1G 9QR

t +44 (0)207 222 7890
f +44 (0)207 182 7152 Will Archer, Director, i-graduate

info@i-graduate.org HEPI Student Experience Conference 2009
Www.i-graduate.org will.archer@i-graduate.org
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