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1. About the Student Affairs Division 

The Student Affairs Division provides a comprehensive range of professional support services to the 

entire University campus.  The Division has a wide and varied portfolio and is responsible for the 

provision of supports and services ranging from disability supports to arts projects to health and 

wellbeing services. 

 

The Division is informally structured as a 3-pillared 9-unit Division, with each unit responsible for the 

delivery of specific supports and services.  The pillars and units are as follows and as outlined in the 

Organisational Chart below:  

 

Student Welfare - Chaplaincy, the Counselling Service and the Student Health Centre look after the 

spiritual, mental and physical welfare of all students.  

 

Student Development - The Arts Office works closely with a number of other institutional areas to 

provide activities of special interest of a recreational and social nature for all students, staff and the 

broader community. The Community Liaison Office collaborates with UL staff, students and 

community organisations for the specific purpose of promoting and enhancing University/Community 

engagement activities and is also responsible for coordinating the President’s Volunteer Award.   The 

First Year Student Support Coordinator aims to ensure that the highest possible percentage of new 

entrants to UL are engaged, retained and progress successfully through their chosen programme of 

study. 

 
Student Supports - The Access Office, Disability Support Services and Mature Student Office provide 

specialist supports for under-represented student groups under the equity of access remit.   
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2. Customer Survey 2017 

2.1 Survey administration  

As part of the Division’s Quality Management System (QMS) a customer survey was developed and 

issued to currently registered students only. The decision was taken to distribute to this customer 

group only this year, as students make up the largest customer base of the Division, and it was felt 

that a concerted effort should be made to get feedback from this group. Distribution took place in 3 

ways during Weeks 9 & 10 of Semester 1, 2017/18: 

1. An online survey sent to a random sample of 248 undergraduate and postgraduate students. 

20 responses were received. 

2. 6 classes were visited by members of the Quality Team and surveys distributed in class to 

students. These classes varied from 1st – 4th year across all faculties.  

3. All units within the Division were requested to invite drop-in/appointments to complete a 

paper copy of the survey during their visit to the unit.  

A total of 554 responses were received via methods 2 & 3, giving a total response to the survey of 574. 

A response rate cannot be calculated due to the methodology adopted for collecting survey responses. 

However, in terms of student respondent numbers, this is vastly improved from 2015 when just 15 

responses (out of a total of 35 responses) were received from students to the Division’s customer 

feedback survey.  

This was the third scheduled biennial (every two years) survey of stakeholders which has been carried 

out by the Division under its current Quality Management System.  

2.2 Survey Objectives 

The objectives of the survey were as follows: 

o Measure the levels of awareness amongst our (student) customers of the Division and of 

units which make up the Division  

o Measure general levels of satisfaction with customer service within the Division 

o Gather information on customer preference for communications with the Division 

 

  



 

-4- 
 

3. Summary of results  

The results of the survey are presented here in chart format. The Division’s response to the survey 

results is given in the final section of this report – “You Said, We Did”. 

3.1 Awareness of the Student Affairs Division 
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Have you heard of the Student Affairs Division in 
UL?

Yes No

30%

70%

Are you aware of the role of the Student Affairs 
Division within the University?

Yes No
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3.2 Awareness of individual services within the Division 

 

 

3.3 Respondents’ use of Division’s services 
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3.4 Preferred methods of communication 

Respondents were asked to rank preferred methods of communication when contacting a service on 

campus, in the order 1 to 8, with 8 being the most preferred option: 

Ranking  No 1 preferences only Weighted preferences – all  

1 Email to general email account Email to general email account 

2 Email to staff member’s email account Email to staff member’s email account 

3 Face to Face/Drop in Face to Face/Drop in 

4 Phone call Text message 

5 Text message Through the website 

6 Through the website Phone call 

7 Social Media Social Media 

8 By post By post 
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3.5 Levels of satisfaction with customer service 

With regard to the standard of service provided by the Student Affairs Division please indicate 

whether you agree or disagree with each of the following statements: 
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3.6 Qualitative comments as regards customer service 

Respondents were asked whether there was “any aspect of the service delivered, either positive or 

negative, which stood out” for them in relation to any of the above offices. 71 comments were made. 

Comments made can be divided into three key themes; promotion of the division, positive feedback 

and suggestions for improvement. A brief summary of each theme is outlined below.  

 

Promotion of the Division  

16 respondents stated that they felt the division should be more widely promoted within the 

University. Respondents suggested involvement in the first seven weeks programme, promotion at 

orientation and other promotional methods to ensure students were more aware of the service. 

 “Making students more aware of all the services during orientation could allow them to be 

familiar with and make use of the services to a greater degree.” 

 “I think international students could be made more aware of the SA” 

 “I feel that the Student Affairs Division as a whole should be promoted as I, a first year student, 

was unaware of the service.” 

 

It seemed that students did not feel the division’s online presence was obvious enough and some felt 

the use of email was ineffective.  

 “I wasn't really aware of most of these services, other than by annoying spam emails.” 
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Positive Feedback  

26 respondents stated that they had extremely positive experiences with the division. They felt the 

services were important to students and had helped them as individuals to succeed here at UL. 

General commentary was extremely positive.  

 “Keep it up, great work guys!” 

 “I think you guys do a great job” 

 “Always enjoy using the services, the staff are always great” 

 

The importance of specific units to some students was also highlighted.  

 “The Chaplaincy is an oasis of friendliness and support. It has contributed directly to my success 

here on campus.” 

 “Earlier this year I had to avail of the counselling services. They were extremely helpful and 

made me feel at ease to pop into them whenever I needed.” 

 “The mature student office has been of exceptional help to me as a mature student.” 

 

Suggestions for Improvement  

21 respondents suggested areas for improvement. Suggestions were based mainly around providing 

more services and improving efficiency and accuracy of service provision.   

 “Add more counsellors to bring down the waiting list.” 

 “Be able to provide more information and assistance when student is in need.” 

 “Easier to avail of services later at night” 

 “Response time needs to be improved” 

 

A full transcript of responses is available from the Quality Team.  

 

3.7 Student type 
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We would like to take this opportunity to thank all of our customers who responded to our survey for 

your very valuable feedback. Any actions arising from the survey that are within the control of the 

Division, and that are not resource-dependent, will be included in the Division’s Quality Improvement 

Action Plan. The results of the survey will also inform the Division in setting its QMS metrics and Key 

Performance Indicators (KPIs) for the forthcoming year. 

 

Student Affairs Division 

Quality Team 

Rhona McCormack (QT Leader) 

Caoilinn Kennedy 

Deirdre Murphy 

Susan Niven 

Thomas O’Shaughnessy 

 

3.8 Response to customers (You said – We did) 

The Student Affairs Division (‘the Division’) is committed to providing exceptional services and 

supports to students. To ensure that we continue to develop these services and supports we take 

action based on feedback we receive. Our response to the feedback from this survey is as follows: 

1. The Division is currently engaging with external consultants to:  

a. Develop a Communications Plan to guide the Division in ensuring co-ordinated and 

coherent communications with all of its customers. It aims to have this plan in place 

by September 2018. 

b. Re-develop the Division’s website to ensure that information on the services and 

supports provided by the Division is readily available and easily accessible. 

c. Investigate the potential development of an ‘app’ to assist in making service 

information more easily available to our student customers in particular. 

2. The Division has a customer charter which sets out both our responsibilities and our 

customers’ responsibilities, in relation to handling customer queries and communicating with 

customers. This charter is currently being reviewed, will be updated by September 2018 and 

will be on display in all of the Division’s offices.  

3. Each service within the Division is committed to responding in a timely manner to customer 

queries, as stated in our customer charter. During particularly busy periods however we 

acknowledge that it may take slightly longer than normal to respond to queries, but we will 

always endeavour to ensure that all customers are responded to within a reasonable 

timeframe and within available resources.  

4. The Division is planning an “Open Day” to be held during Semester One 2018/19, to inform 

both UL staff and students more directly of the range of services provided by the Division. 

5. We acknowledge some customers’ requests for the provision of services ‘out of hours’. 

However, the Division is currently limited by the availability of resources to providing services 

within office hours during a Monday to Friday working week, other than by prior arrangement 

for emergency situations or during exam periods.  

https://ulsites.ul.ie/studentaffairs/sites/default/files/student-affairs-customer-charter.pdf
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Appendix 1 – Survey 

The Student Affairs Division in UL provides a range of professional and support services to the entire 
university campus. In order to improve services available to students the Division very much appreciate your 

feedback on the standard of customer service provided.  
 

This survey should take you no more than 3 minutes to complete. 

 

1. Have you heard of the Student Affairs Division in UL?               □ Yes □ No 

2. Are you aware of the role of the Student Affairs Division within the University?   □ Yes □ No 

 
3. The Student Affairs Division is made up of 9 key services. Please indicate which of these Services you are 

aware of:  

 Yes No 

Student Health Centre   

Access Office    

Arts Office    

Chaplaincy   

Community Liaison Office-President’s Volunteer Award   

Counselling    

Disability Support Office   

First Year Support Coordinator    

Mature Student Office    

 
4. Have you used any of these Services in the last year?  

 

 
Yes No 

Student Health Centre   

Access Office    

Arts Office    

Chaplaincy   

Community Liaison Office-President’s Volunteer Award   

Counselling    

Disability Support Office   

First Year Support Coordinator    

Mature Student Office    

 
5. Which of the following best describes you?  

Undergraduate student        □ Study Abroad / International student      □ 
Taught Postgraduate student       □ Access / Foundation programme student        □ 
Research Postgraduate student       □ Other __________________________      □   
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6. What is your preferred mode of communication when contacting a service on campus? Please rank in 
order of preference with 1 being your most preferred option: 

Email to general email account  

Email to a staff member’s email account  

Through the website   

By post    

Face to Face / Drop-in   

Social Media    

Text message   

Phone call   

Other - Please State ________________________  

   
7. With regard to the standard of customer service provided by the Student Affairs Division please indicate 

whether you agree or disagree with each of the following statements.   
 

We would like you to read the questions like this 
 I feel that… 
For Example:   I feel that staff deliver services fairly  
Answer:       Agree 

I feel that… Agree Disagree N/A 

Staff deliver services fairly    
 

Information is treated confidentially    
 

Staff are respectful    
 

Queries are handled in a professional manner    
 

Queries are handled in a timely manner   
 

When required staff redirect students to other services    
 

Staff provide accurate and up to date information    
 

 
8. Please feel free to add any other comments, as it will help us to improve our customer service to you. 

 

9. Thank you for taking the time to fill in our survey. If you wish to be entered into the draw for prizes of 
€100, €50 and €25 please provide your student ID number:  

 
  
 

 

 


