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Background and objectives 
The Digital Experience Insights survey is a national survey run by Jisc, the aim of the survey is to 

establish how students and staff in Higher Education (HE) & Further Education (FE) use 

technology and how this affects learning.  The benefit of City, University of London (City) running 

this survey in partnership with Jisc is that it allows for the data collected to be benchmarked 

against other UK HE institutions, to allow for a thorough understanding of how our student’s 

experience compares to other students across the UK.   

City have participated in the survey for the last 4 years.  The first survey was carried out as a pilot 

in 2018/19 with students from the Business & Law schools and had 80 respondents.  In the 

following years the survey was offered to all City students and had 283 responses in 2019/20 and 

504 in 2020/21.  This year, despite extensive promotion of the survey through multiple university 

social media channels, the number of responses was quite low at 245 responses. 

The objectives of the survey are to: 

• Understand how students use our digital environment and services and how we can 
improve them 
 

• Find out how students would like technology to be used in learning and teaching  
 

• Start a conversation with students about their digital skills, expectations and 
experiences 
 

• Allow for more targeted resources towards the issues that matter to our students  
 

The 2019/20 survey was launched in December 2019 and the last response received was on 16th 

February 2020, just over a month before the first UK lockdown restrictions related to the Covid-

19 pandemic. The 2020/21 survey took place in April 2021, during the pandemic and after the 

move to fully online learning.  This year’s survey, 2021/22 took place in April 2022, following a 

return to on-campus teaching with some blended/online provision.  Therefore, it is now possible 

to compare student’s experience before and during the pandemic and provides some insight in 

to how well they have transitioned back to on-campus and blended learning.  It is worth noting 

that due to changes in teaching delivery over the last 3 years, Jisc has adapted many of the 

questions in the survey, so it is not possible to directly compare questions across all three years.  

However, this report compares the surveys from 2019/20, 2020/21 and 2021/22 where possible, 

it also compares the Jisc benchmarking data for 2021/22 and City statistical data where relevant.  
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Methodology 
The 2021/22 digital experience insights survey was open to all 19,975 City students between 21st 

March - 29th April 2022 and received 245 responses, equating to 1% of the student population.  

One link was shared with students in City’s Campus news email, across City’s social media 

accounts, in student WhatsApp study groups and through academic’s communication with 

students. This year the link was also shared with many societies across the university as an 

attempt to try to ensure the diversity of students responding was in line with the demographics 

of our student population. Students were incentivised to complete the survey through the 

messaging used, quotes encouraging completion from Ruqaiyah Javaid, Student Union Vice-

President (Education) & Carolyne Lunga, a Student Digital Assistant in LEaD and the chance to 

win 1 of 6 £25 Amazon vouchers.   

It was disappointing that despite multiple attempts to promote the survey there was such a low 

response rate, the Student Digital Assistants working on the project felt that perhaps the survey 

was released too close to the NSS survey and that students had also been affected by the strikes 

and university closures, so felt they may be less likely to engage.  Analysis of the benchmarking 

data from Jisc shows there was around a 14% decrease in the number of responses and Jisc also 

confirmed that the responses this year have been varied between institutions and many have 

mentioned their students had experienced survey fatigue.  Therefore, the decision has been 

made to run future Jisc surveys in December which should avoid the overlap with other surveys 

such as the NSS and will hopefully allow for any necessary changes to be made within the 

academic year. 

The survey consisted of 38 questions within 5 sections: 

• Section 1 - You and your technology 

• Section 2 - Technology at your organisation 

• Section 3 - Technology in your learning 

• Section 4 - Developing your digital skills 

• Section 5 - City’s tailor made questions – Digital skills and your course  

Of the questions asked in the survey 34 gathered quantitative data and 4 were open ended 

questions providing qualitative data.   For all questions, students could choose whether to 

provide an answer or skip the question, therefore, where percentages are shown these are 

relative to the number of students who chose to answer that question and not of all survey 

respondents.   

Findings 

Student Demographics 
The survey was open to all 19,975 City students and received 245 responses, equating to 1% of 

the student population.  The gender split of survey respondents was 30% male, 69% female and 

just under 0.5% who identified as Other.  This is in comparison to City’s student statistics which 

shows our student body is made up of 47% male, 57% female and less than 0.1% of students who 

identify as Other.  The gender split of survey respondents follows a similar pattern to the findings 

of the 2020/21 survey, with only slightly less males responding this year. 
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In relation to the question asking students about their ethnicity 33% of survey respondents 

identified as White, 6% identified as having mixed ethnicity, 10% identified as Black, African or 

Caribbean, 39% identified as Asian or Asian British, 11% answered Other ethnic group.   

Due to City’s student statistics only holding data on ethnicity for UK students, the comparison to 

the survey data in relation to ethnicity has also only included students who stated they are a UK 

student.  It should also be noted that due to a difference in labelling, all students who responded 

to this question in the survey who identified as having mixed, Black, African, Caribbean, Black 

British, Asian, Asian British or Other have been added together in the BAME category, this allows 

for some comparison to the data held by City. Survey data shows that of the respondents who 

said they were a UK student, 74% were classed as BAME and 26% white, in comparison to the 

City statistics of 62% BAME and 35% white students.  This shows that efforts to increase the 

diversity of students responding to the survey, by contacting multiple student societies with the 

survey link in addition to consideration of the wording used to promote the survey, may have 

helped to diversify the respondents. 

When asked if they were an ‘international/overseas’ student, 60% of students responded ‘No’, 

35% responded ‘Yes – studying in the UK’ and 6% answered ‘Yes - studying in normal country of 

residence’.  In comparison to the findings of last year’s survey respondents this shows that we 

had a similar split between home and International students but that slightly more international 

students were now based in the UK, which is in line with the return to on campus teaching for 

2021/22. 

When asked about ‘Level of course’ 4% of survey students who answered the question were 

Foundation students, 67% were Undergraduates, 26% were Postgraduates (taught) and 2% 

answered Other, this was almost identical to the split in the last survey in 2020/21.  When asked 

which School they were in 14% answered Business school, 20% School of Law, 23% School of 

Mathematics, Computer Science and Engineering, 10% School of Arts and Social Sciences, 26% 

School of Health Sciences.  Compared to last year’s survey,  there was an increase in the number 

of Business School and School of Health Sciences students responding and a decrease in the 

number of School of Arts and Social Sciences students. 

An additional question that has been added into the 2021/22 survey also specifically asked 

students whether they ‘identify as being disabled or as having an additional support 

requirement’.  Of those students who answered this question, 86% responded No and 14% 

responded Yes, compared to just 3.6% of students shown on the City statistics to be in receipt of 

disability allowance.  This highlights that the need to focus on accessible tools and support for 

students is much higher in reality than might be assumed from the University wide statistics on 

students receiving disability allowance. 

Use of assistive technologies 
When asked about their use of assistive technologies, students were given 6 different assistive 

technology features to choose from and were asked to select all that applied or choose ‘None of 

these’.  It is worth noting that this year Jisc have added 2 extra categories to this question, 

‘Spelling and writing support’ and ‘captions or transcriptions on videos’. 
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See below for the responses from City students in 2021/22 and the comparison to the benchmark 

data for both 2020/21 & 2021/22 in figure 1; 

• Screen reader: Text to speech - 13% 

• Dictation: Speech to text - 12% 

• Captions or transcripts on video - 39% 

• Spelling or writing support - 25% 

• Screen magnification - 9% 

• Alternative or ergonomic devices - 4% 

• None of these  - 46% 

 

  

Figure 1. Comparison of City's survey students that use assistive technology and the Jisc benchmark data over 2 years, 2020/21 
& 2021/22.                                                                                                                                                                                                                                                                                                                                                                                     

The comparison to the benchmarking data on the use of assistive technologies (Figure 1) shows 

that students from other UK HE institutions are now just as likely to use assistive technologies 

than students at City. This may be due to students being more aware of their learning needs due 

to their experience of fully online learning.  More than half of City students who responded to 

this question have shared that they use assistive technologies, despite only 14% identifying as 

being disabled or as having an additional support requirement, in a previous question.  This again 

highlights the need to ensure that all students are made aware of accessible tools and are offered 

support to use them, as only 31% of students said they had been provided any support to use 

these features. 
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Figure 2. Comparison of City survey students to the Jisc benchmark data in relation to problems faced when 
learning online. 

Hybrid Learning 
When asked what method was mainly used for taught classes in the last semester, 14% of 

students said they had been ‘Mainly on site’, 65% answered ‘A mix of on site and online’ and 21% 

said they had been ‘Mainly online’.  In comparison to last year’s survey (2020/21) when asked 

where they had physically been when learning online the only notable difference was a 5% 

increase in the percentage of students who were on campus, with 20% stating they were using 

‘On site study spaces’ when studying online.  Other answers included ‘At home’ (84%), ‘Student 

accommodation’ (18%), ‘At work’ (3%) or ‘In public spaces’ (11%).  In comparison to the 

benchmark data the trend from last year continues and reflects City’s high number of commuter 

students, with City students 14% more likely to be working from home than their peers at other 

UK HE institutions and 16% less likely to be studying in student accommodation. 

In relation to barriers to learning online, the data shows that City students are now no longer 

more likely to face issues of having no suitable device to use than their peers at other UK HE 

institutions, with the percentage of students saying this is a problem for them dropping from 29% 

in 2020/21 to just 11% in 2021/22.  This decrease may have been impacted by the Digital Inclusion 

Fund work that the Student and Academic Services team have carried out over the last academic 

year to ensure that students are aware of the support on offer and to provide students with 

laptops.   Following a question in the survey where students were asked what devices and 

equipment they used regularly when learning, they were asked “Have we given or loaned you 

any of these, or helped you to buy them?” with 10% of students who responded to the question 

answering ‘yes’.  Although there is no comparable question in past surveys, City’s data shows 

that in 2021/22 683 City students were supported with accessing a device to use for learning, 

equating to 3% of the student body. 

Figure 2 shows that in relation to the potential difficulties faced by students, City students are 

now in line with their peers at other UK HE institutions, with the only areas of significant 

difference being having ‘No safe, private area to work’ with 5% more City students citing this as 

an issue and ‘Poor wifi connection’ with 6% more benchmark students citing this as an issue.   
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Quality of online learning 
When asked about the quality of online learning and the learning materials provided, City 

students rated all 3 areas slightly higher this year compared to their responses in 2020/21 (see 

figure 3 below), with 45% agreeing that their online learning materials are engaging and 

motivating, 56% agreeing that their online learning materials are at the right level and pace and 

72% rating the overall quality of online learning as good or above.  This increase is likely attributed 

to the efforts of academic staff, with the support from Learning Enhancement and Development 

(LEaD), to improve the quality of online learning materials throughout the pandemic.  Also, 

reflecting on comments made by participants from the focus group carried out in 2020/21, who 

shared that students are much more likely to rate their online learning materials favourably when 

it isn’t their only mode of learning, the return to on campus and blended learning may also play 

a factor now that students are more likely to also be taught face to face.  

 

Figure 3. Comparison of City student's responses in relation to quality of online learning in 2020/21 to 2021/22 

In comparison to the benchmark data there is no significant difference to the responses given in 

2021/22, however, when reviewing the 3 year trend for the question relating to the overall 

quality of online learning the data shows that although City has fared better in previous years 

there hasn’t been as much of an improvement in 2021/22.  However, this could be due to the 

higher than average results in the 2019/20 & 2020/21 indicating that there wasn’t as much 

improvement needed from City in this area. 

  Figure 4. 3 year trend comparison of City students and benchmark data when asked to rate overall quality of online learning. 
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Guidance around Digital Skills 
When asked about whether they had been provided guidance about the digital skills needed for 

their course and whether they have been provided an assessment of their digital skills, less than 

half of students agreed, with only 46% of students saying they knew what digital skills they 

needed for their course and just 28% agreeing that they had been given an assessment of their 

digital skills.  These results highlight the need for more information to be provided to students 

about the types of digital skills they may need for their course, and an opportunity for them to 

review what skills they already have and be signposted to support available that can help them 

to improve any skills required.  When comparing the results from the same questions over the 

last 3 years, and in comparison to the benchmark data in figure 5 & figure 6 below, we can clearly 

see that more work needs to be done to ensure that there are more conversations with students 

around digital skills in relation to their studies whilst at City. 

Some additional questions around digital skills were added to the tailor made question section 

this year and although we cannot compare results from previous years, the answers may go some 

way to explain why students don’t feel there has been much improvement around the 

information shared with them by City around what digital skills they need and have.  In short, it 

appears that students may now be much more aware of the importance of digital skills, and due 

to the pandemic have had to discover the digital skills needed themselves.  This is supported by 
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Figure 6. 3 year trend comparison of City student responses and the benchmark data in relation to what guidance is provided 
in relation to the digital skills required for their course. 

Figure 5.3 year trend comparison of City student responses and the benchmark data in relation to whether they have been 
provided with a digital skills assessment. 
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the question asking students how much they agreed that they knew what digital skills were 

needed for their course, with 63% agreeing.  The data shows that 62% of students answered both 

questions and 37% of these students agreed that City had provided them with knowledge about 

the digital skills needed for their course, meaning a further 25% either learnt this along the way 

or did their own research.  It is noted that this survey was run in April at the end of the academic 

year, so it would be of interest to ask this question earlier on in the academic year to get a true 

sense of whether students are joining City with this awareness or learning it along the way.   

When asked whether they agreed that digital skills were important for them to succeed on their 

course 69% of students agreed, with 58% of respondents also agreeing that they should receive 

digital skills training as part of their course.  Further to this, when asked whether they thought 

that digital skills was important in their future career 75% of respondents answered agree, 24% 

answered ‘neutral’ and just 1% answered ‘disagree’ with only a few students from the City Law 

School and School of Health Sciences choosing this option. 

Plans and next steps 
As a result of the findings, the Student Digital Skills Team will work on three projects for the 

academic year 2022/23: 

1. Create a communication plan and timely social media posts to share throughout the 

academic year to inform students about what digital skills they might require for their 

studies and signpost them to support available in the form of peer support or student 

guides. 

 

2. Review the Learning with Moodle module and create a ‘Digital Skills’ section that includes 

a self-assessment tool to allow students to assess what digital skills they may have and 

signpost them to relevant support in the form of student guides or LinkedIn Learning 

course to help them improve their digital skills. 

 

3. Create School specific infographics using the Jisc data to share with each school to initiate 

discussions around what support can be offered from the Student Digital Skills team at a 

school level. 

 

4. Once all students have been added to the LinkedIn Learning platform, review the level of 

student engagement and work with Student and Academic Services to agree on targets 

and reporting processes to ensure impact is measured. 

 

In addition to the four main projects the Student Digital Skills Team were also involved in a lot of 

welcome week activities as outlined below: 

• Attended the two ‘Big Hello’ events as part of welcome week attended by approx. 1700 

students   

• Ran timetabled face-to-face Digital Skills sessions seeing approx. 350 students from: 

o The School of Policy and Global Affairs Undergraduate students  

o The School of Science and Technology Postgraduate students 
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o The School of Health & Psychological Sciences, specifically: 

▪ Nursing Undergraduate students 

▪ Nursing Postgraduate students 

• Ran four online Digital Skills sessions that were open to students in all schools and 

advertised through the welcome week ‘What’s On’ page on the student hub, there were 

95 confirmed registrations with 35 of those attending a session. 

At all events the importance of students engaging with the Learning with Moodle module, to find 

out about the systems and platforms used at City, was highlighted.  LinkedIn Learning was also 

promoted and students were encouraged to sign up and make use of the courses that 

complement their chosen discipline or to help improve their digital skills.   

 

Contributions from Student Digital Assistants 
 

Sumayyah Islam  

It is clear from the data collected that the quality of online learning for students at City has 

improved and is more in line with the benchmark which could be due to the vast number of 

materials provided due to lockdown and there being more online awareness as a result of all 

students having to rely on online learning for a long period of time. 

The data also showed that the number of students agreeing they had an assessment for digital 

skills required for completion of their course was still significantly low. Now that there have been 

digital skill sessions to raise awareness of self-assessment tools this number should hopefully 

increase for the next survey findings. However, it could also be that not all students are aware of 

self-assessment tools available to them, engaging and interacting with more students through 

our increasing student digital community is an aspect we have planned to focus on. 

 

Carolyne Lunga 

• I believe partnering with the SU and running a vigorous marketing campaign for the next JISC 

survey will be crucial going forward. 

• To alleviate the problem of poor Wi-Fi connection, I think the university should extend the 

digital inclusion fund and offer data bundle vouchers to students in great need of them. This 

could come in very handy during this time with the cost-of-living crisis.  

• In addition to making students aware of the digital skills they need for their course, 

workshops on LinkedIn Learning have played a significant role in making students more 

aware of employability skills that are on high demand and these workshops should continue 

and have sessions targeted for those going on placement and those going onto their final 

year.  

• Another strategy that can help promote awareness of the skills that students need in their 

course could be to introduce ‘An Introduction to Digital Skills’ course, a compulsory course 

which students may take during their first year and receive credits for it. I personally have 
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found myself looking for specific courses about certain digital tools because they are a 

requirement in future jobs that I will be applying for. I have only known about these 

tools/skills because I was going through a specific job advert. As the Digital Skills Team, we 

once discussed bringing in external speakers/alumni to talk about digital skills in various 

fields, this is important for students to acquire first-hand experience of the current digital 

tools used in industry. For example, bringing in a Data Manager to talk about digital skills or 

tools important for this role.  

• Overall, the current efforts that are being taken to promote digital skills are proving to be 

useful as shown by the interest and the online registrations by students for the workshops, 

thanks to the guidance of the Digital Literacies Coordinator and the support of the Head of 

Digital Education and the LEaD staff.  

 


