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Introduction 
The key to an overall high satisfaction is meeting student expectations. According to Crawford (1991), in the UK, students are “primary customers”. Consequently, a National Student Survey (NSS) was developed by the Higher Education Funding Council for England (HEFCE), which evaluates students’ views on different aspects such as support, teaching and assessment offered by their university. The results will impact the image of each university, the retention of actual students and the attraction of future ones (Douglas et. all, 2006).  Seeing that satisfaction is such an important factor, universities are trying to increase student satisfaction and reduce dissatisfaction. 

[bookmark: _Toc534587533]Aim and objectives
The aim of this research report is to determine students’ satisfaction on their learning experience at University of Wales Trinity Saint David (London Campus) for the programme Certificate of High Skills for the Workplace. 
Objectives:
· To determine how successful UWTSD (London Campus) has been in achieving student satisfaction.
· To determine the level of satisfaction on their learning experience for students from UWTSD – London Campus
· To highlight areas where improvement can be done

[bookmark: _Toc534587534]Literature review
According to Kotler (2009), “satisfaction is a person’s feeling of pleasure or disappointment that result from comparing a product’s perceived performance (or outcome) to their expectations.” If performance is low, the client is not satisfied, and if performance is high the client is satisfied. Most of organisation are measuring their customers’ satisfaction and if the rate is low they will take actions to improve it.  Thus, in universities, when perceived performance is equal or bigger then students’ expectations, students are satisfied with their experience (Mark, 2013).
Student satisfaction influences the way students enjoy their experience at a certain university, but also the way they perform. Students’ marks, participation in class, attendance, interaction with lecturers, and employability once they graduate are all connected with how much they enjoyed attending a certain university and how involved they were during their study. Consequently, student satisfaction is important for promoting life at the university, but it can influence university’s place in total rankings. Mai (2005) who analysed student satisfaction in universities, determined which factors can influence satisfaction. These factors are ‘overall impression of the school’ and ‘overall impression of the quality of education’. Furthermore, Harvey (1995) and Hill (1995) underline the importance of different factors that influence students’ satisfaction like: teaching quality, library services, course content, workload and assignments, accommodation and catering service and more.
Wiers-Jenssen, Stensaker and Grogaard (2002), in European higher education, institutions have been used different methods with the purpose of finding out students’ needs, and with the intention of finding ways of developing the quality of teaching and learning. They state that for students, studying is not only about developing new skills and about improving their knowledge, but it is also a mean for personal and social development. Moreover, when the quality is perceived in a positive way, the satisfaction will increase (Anderson, Fornell and Lehmann 1994).
According to The Guardian (2018), the national student survey (NSS), which interviewed 340,000 people from 400 universities in the UK, revealed that in 2018, 83 percent of students were satisfied with their course, compared with the 84 percent in 2017 and 86 percent in 2016. Furthermore, this research revealed that students in London are less satisfied compared with students from other regions across UK.
The National Student Survey (NSS) found that University of Wales Trinity Saint David has been received its highest student satisfaction result in 2018. UWTSD obtained 36th position in the UK, an increase of 22 places compared to last year. Results showed that is an increase in overall satisfaction compared with previous years – up 7 percent from 2015, with a score of 86 percent (University of Wales Trinity Saint David Website, 2018). Moreover, UWTSD achieved good scores in other sections too: ranked 4th in the UK for ‘assessment and feedback’ and 11th in the UK for ‘academic support. Students from final year were asked questions about topics such as the quality of the teaching, academic assistance, feedback and assessment. These results have been collected from students across the University’s Swansea, Carmarthen, Lampeter and London campuses. However, based on previous findings, there are no results on the level of satisfaction for UWTSD – London.

[bookmark: _Toc534587535]Methodology
In this report primary data were collected from students from UWTSD – London Campus. Data were collected using a questionnaire, which was distributed to students from group 4 attending Certificate of High Skills for the Workplace. Questionnaire method was chosen to collect primary data because it is a relatively quick and efficient way to get the data from the students. This method cam be an effective way to measure students’ satisfaction more quickly than other methods and data can be analysed easier. With questionnaire method it is possible to compare findings with results from the national student survey (NSS).
The questionnaire was given to 20 students. They were invited to respond to some questions. Likert scale was used to determine student’s satisfaction. Likert scale is used to calculate a perception, attitude or opinion of a person or group towards a certain aspect or event (Likert, 1932). Respondents were asked to corelate statements a with a five-point Likert scale ranking from “strongly agree” to “strongly disagree”.
The questionnaire consists of 11 questions. First seven questions are related to students’ experience regarding their learning experience at UWTSD – the content of the course, quality of teaching, lecturers and assignments. Question eight asks students to give their overall satisfaction at UWTSD, and question nine requests students to rate whether they would recommend UWTSD to future students. At the end of the questionnaire, students were asked demographic questions about their gender and age. 

[bookmark: _Toc534587537]Findings
Data collected from interviewed students were introduced in a excel spreadsheet and analysed. A summary of those results can be seen in Figure 1 where all nine statements were included. 

Figure 1 – Summary responses by question at UWTSD – London Campus
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Source: Established from questionnaire data

When analysing data collected by questionnaire, findings showed that students from London Campus are overall more satisfied than dissatisfied. Respondents who agree and those who strongly agree that they are satisfied with their educational experience at university represent 60 percent from all respondents. However, if results are compared with findings from NSS survey, there is a big difference in the level of satisfaction. NSS survey found that the level of overall satisfaction for UWTSD is of 86 percent and 84 percent at national scale. Consequently, students from UWTSD – London Campus are less satisfied with only 60 percent overall satisfaction –   see figure 1.
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Source: Established from questionnaire data

When analysing overall satisfaction for each group of age, it is evident that students with more than 45 years are the group with the higher rate of satisfaction. All of them are satisfied with their experience at UWTSD London Campus, 33 percent of them strongly agree that they are satisfied and the rest of students from this group agreed with this statement. This may be because obtaining a certificate is a big opportunity for their career development. Less satisfied group of students seem to be those between 25 and 34 years old. Nevertheless, the results showed that 37.5 percent of students from this group strongly agreed that they are satisfied with their educational experience, but the 25 percent of students that seems to be dissatisfied with their educational experience make this group to be the most unsatisfied from all – see figure 2 and table 1.

           Figure 2

Source: Established from questionnaire data

Table1
	Age group
	25 - 34
	35 - 44
	45+

	strongly agree
	37.5%
	
	33%

	agree
	0
	63%
	67%

	neither
	37.5%
	37%
	0

	disagree
	25%
	0
	0


Source: established from questionnaire data

Students have been asked if they will recommend CertHE Skills for the Workplace to others. Clearly, a very high proportion will recommend the programme to others (25 percent strongly agreed that they will recommend, and 35 percent agreed). The 5 percent of students that stated that they will not recommend this programme can be a concern, but it could also be argued that they could change their opinion during the program. When analysing primary data on age groups, the group that will recommend CertHE Skills for the Workplace is those with more than 45 years old (33 percent strongly agreed with the statement and 67 percent agreed). Moreover, the group formed with students between 34 and 45 years old agreed that they will recommend the programme (63 percent of respondents agreed with the statement and 37 percent undecided). Results separated for age groups can be seen in table 2.

Table 2 
	Age group 
	strongly agree
	agree
	neither
	disagree

	25-34
	38%
	0%
	38%
	24%

	34-45
	0%
	63%
	37%
	0%

	45+
	33%
	67%
	0%
	0%


Source: Established from questionnaire data

More than half of students interviewed agreed that they are developing their skills from modules learned in university (60 percent), while 35 percent of students interviewed are undecided. Only 5 percent of students are feeling that they do not improved their skills agreed that they did not developed their skills by attending university. These findings provide an actual evidence of the importance of students’ experience in university. Contrary, in a US research, Arum and Roksa (2011) found that 45 percent of students had less improvement in their skills after two years at university. The results from this research are encouraging compared with the US research (see results in figure 1).

Regarding assessments tasks, 80 percent of students found these useful for improving their skills within the workplace. There is no doubt that assessments help students to develop their skills and learning new ones. 10 percent of responds neither agree or disagree that assessments tasks are improving their skills and only 10 percent from respondents think that assessments are not developing their skills.

Every lecturer should bring the content to the level of each student understanding. Results showed that 60 percent of respondents think that lecturers explain topics in a clear and simple way, so that students can understand and develop their knowledge. Contrary, 15 percent of respondents disagree with the fact that lecturers are explaining topics for everyone’s understanding and 25 percent of respondents neither agree or disagree. Furthermore, lectures have an important role when it comes to helping or support students to their learning process. Although 5 percent of students did not agree that lecturers are helpful and supportive, 65 percent of respondents have positive experiences regarding lecturers’ attitude towards them and, find them helpful and supportive (see results in figure 1).

Teaching quality is an important aspect of students’ experience. Most of the students (55 percent) agree and strongly agree that the quality of teaching is high. However, some of the respondents disagree with this statement (15 percent), while 30 percent of respondents remain undecided. In addition, when asked if attending university is developing their knowledge most of them agreed with the statement, while 20 percent were unsure. There is no doubt that students from UWTSD (London campus) are improving their knowledge by attending classes. 

Meeting students’ expectation is an important aspect of each university. When asked if CertHE Skills for the Workplace matches their expectation, most of the students questioned agreed with this statemen (15 percent strongly agree, and 45 percent agree). The other students were undecided – 45 percent from respondents. Overall, the results are satisfactory, but the university should focus in the 40 percent that are undecided and find out reasons why they are unsure. If the expectations are not met, then future research to establish those reasons can be done.

[bookmark: _Toc534587536]Research limitations
There are several limitations with this research. The sample size was small and included only students from Certificate of High Skills for the Workplace. Only students from group 4 were asked to complete the questionnaire. Consequently, the results cannot be generalized to all students from UWTSD – London Campus.

[bookmark: _Toc534587538]Conclusion
Student satisfaction is an important aspect of higher education. More and more universities are looking to improve students’ satisfaction by introducing ways and innovations to help students understanding how to progress and develop. Therefore, teaching quality and learning should be a priority for further research about this topic, to show if this is associated to students’ expectations, and which factors are contributing to this. Improving perception about teaching quality must be a future action for university. 

The level of satisfaction for UWTSD – London campus is low compared with the level of satisfaction found by The National Student Survey in 2018 (60 percent compared with 86 percent). Consequently, the university should find out which factors are making some students unsatisfied and come up with ways of improving satisfaction among students, since satisfaction is such an important factor in students’ retention. 

Data analysis showed that satisfaction towards learning, teaching quality, lecturers’ attitude and content, is a critical dimension of students’ overall satisfaction. Further, when focussing on high quality of learning, and when offering students means to develop their skills, the university will achieve high level of satisfaction. Moreover, students with more than 45 years seem to be more satisfied compared with other categories. For this category, attending university is a big opportunity for their career development.  The least satisfied category is those students between 25 and 34 years. University should focus on finding ways to improve satisfaction among this category.
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	Statement
	Strongly Agree
	Agree
	Neither
	Disagree
	Strongly Disagree

	The content fo CertHE Skills for the Workplace matches my expectations
	3
	9
	8
	0
	0

	This course is developing my knowledge
	9
	7
	4
	0
	0

	The quality of teaching is high
	3
	8
	6
	3
	0

	Lecturers are helpful and supportive
	3
	10
	6
	1
	0

	Lecturers are explaining things so that everyone can understand.
	4
	8
	5
	3
	0

	I have found the assessments tasks useful for improving my skills in the workplace
	5
	11
	2
	2
	0

	I am gaining the skills I want to lear from my courses.
	5
	7
	7
	1
	0

	I will recommend CertHE Skills for the workplace to others
	5
	7
	7
	1
	0

	Overall, I am satisfied with my educational experience at UWTSD.
	4
	8
	6
	2
	0










[bookmark: _Toc534587541][bookmark: _GoBack]Appendix 2 - Questionnaire

Please thick if you agree or disagree with the following statements:  

	[bookmark: _Toc534587542]Statement
	Strongly agree
	Agree
	Neither agree or disagree
	Disagree	
	Strongly disagree

	1. The content of Certificate of High Skills for the Workplace matches my expectations.
	
	
	
	
	

	2. This course is developing my knowledge
	
	
	
	
	

	3. The quality of teaching is high
	
	
	
	
	

	4. Lecturers are helpful and supportive
	
	
	
	
	

	5. Lecturers are explaining things so that everyone can understand.
	
	
	
	
	

	6. I have found the assessments tasks useful for improving my skills in the workplace.
	
	
	
	
	

	7. I am gaining the skills I want to learn from my course
	
	
	
	
	

	8. I will recommend Certificate of High Skills for the Workplace to others?

	
	
	
	
	

	9. Overall, I am satisfied with my educational experience at UWTSD.
	
	
	
	
	




10. Gender:  □ Male        □ Female


11. Age:     □ 18 – 24          □ 25 – 34          □ 35 – 44           □ 45+
Overall satisfaction for group ages

25 - 34	strongly agree	agree	neither	disagree	0.375	0	0.375	0.25	35 - 44	strongly agree	agree	neither	disagree	0	0.625	0.375	0	45+	strongly agree	agree	neither	disagree	0.33333333333333331	0.66666666666666663	0	
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