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Date  Monday, 08/02/2016 
Time  2.30-4.30pm 
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User Needs Committee 
 
Dr Rachael Padman (Chair), Mr Andrew Aldridge, Dr Martin Bellamy, Prof P John Clarkson, 
Ms Priscilla Mensah, Mr John Norman, Prof Graham Virgo 
 
In attendance: Dr Mark Ferrar (Chief Architect, UIS), Dr Ian Cooper (Secretary) 
 
Apologies:  Dr Alan Blackwell, Mr Chris Edwards 
 
AGENDA 
 
1. Welcome, apologies for absence 

(a) Welcome Prof John Clarkson. 
(b) Apologies were received from Dr Alan Blackwell and Mr Chris Edwards. 

 
2. Minutes 

(a) The minutes of the meeting held on 3 November 2015 were circulated (UNC-14) 
 
3. Actions from previous meetings 
 
4. Committee Membership 

Consideration of a further co-opted member (Class vi) and discussion of recommendations for 
a Class ii member for the ISC. A copy of the Committee’s constitution on 1 February 2016 is 
attached. 

 
5. User Centric Design events (UNC-15)  

Mr Norman will provide feedback from the event with Tom Loosemore on 4 December and a 
verbal update on plans for other events during 2016. Members of the Committee are invited to 
comment on the value of bringing similar speakers to the University and the potential of paying 
speaking expenses and/or fees. 
 

6. User satisfaction metrics & user survey 
Mr Norman will provide an update on progress developing user satisfaction metrics (UNC-16a) 
and a user survey (INC-16b). Members of the Committee are invited to comment on the 
desirability of implementing user satisfaction metrics in the proposed method, and to endorse 
the data storage principles to enable user survey activity to progress. 
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7. Chief Architect 
Dr Ferrar will provide an overview of plans for the future, including authentication and the roll-
out of services enabled by the Microsoft Enrolment for Education Services agreement, and 
how these enhance the user experience. 

 
8. Any Other Business 
 
 
Dates of future meetings 
All meetings will be held in the Huntingdon Room at the Roger Needham Building unless 
otherwise indicated: 

• Tuesday, 29 March 2016, 10.00-12.00 
• Tuesday, 17 May 2016, 2.00-4.00 

 

 



 Unconfirmed Minutes 

Our Ref: UNC.151103.Minutes 
 

 

 
 
Tuesday 3 November 2015, 10.00am Huntingdon Room, Roger Needham Building 
 
Present: Dr Rachael Padman (Chair), Prof Graham Virgo, Dr Alan Blackwell, Mr John Norman, 
Dr Martin Bellamy, Mr Chris Edwards 
 
Apologies: Prof Ian Leslie, Ms Priscilla Mensah 
 
In Attendance: Dr Ian Cooper (secretary) 
 
USER NEEDS COMMITTEE 
 
1. Welcome and apologies 
Dr Padman welcomed members to meeting. Apologies had been received from Prof Leslie and 
Ms Mensah; Prof Clarkson is on leave until the New Year. 
 
2. Minutes of previous meeting 
The minutes of the meeting held on 8 September 2015 (UNC-10) were accepted with a minor 
amendment clarifying Ms Alison Allden’s role. 
 
3. Actions and matters arising 
The number of ongoing actions was a concern but it was noted that the agenda included an item 
to discuss how papers to support the committee’s work might be generated. 
 
Action point 1.4 (closed) – A discussion on user panels was on the agenda, see minute 4. 
 
Action point 1.5 (closed) – There had been no progress on the review of project board 
constitution and it was noted that the Committee does not own project boards. It was suggested to 
add a standing item on the agenda to ensure that users were being included as project boards are 
established. It was suggested that UIS review and revise earlier ISSS documentation on project 
board constitution and to include the Committee in consultations before taking a proposed revision 
to the ISC. 

Action point 4.1 – CE 
 
  
Action point 1.6 (on hold) – Work on the development of a user experience portal was on hold 
pending wider review by the Chief Architect. 
 
Action point 2.1 (closed) – Dr Padman had not received any recommendations for further 
membership of the committee. There was a need to identify an appropriate individual to serve 
under Class ii of the Committee’s membership following Prof Leslie’s term. The Committee has an 
opportunity to co-opt one further member under Class vi. 

Action point 4.2 – RP, GV 
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Action point 2.2 (ongoing) – Mr Edwards reported that activity on the finance system design, for 
reports required by users, was ongoing and would bring a paper to the committee in due course. 
There was a dependency on other items within the project and the project manager was aware 
that there was a user-centric element to the work. 
 
Action point 2.3 (closed) – Included on the agenda, see minute 4. 
 
Action point 2.4 (ongoing) – A meeting had been scheduled to take place shortly after the 
Committee’s meeting. 
 
Action point 2.5 (on hold) – Work was on hold pending discussions with Mr Norman on the 
scope of activity and outputs from the Digital Transformation Consultancy. 
 
Action points 2.6 and 3.1 (closed) – Mr Riley was happy to engage with appropriate individuals 
from the Government Digital Service but wanted to understand the scope and purpose of the 
proposed events. There was a need to better understand the purpose of the proposed events, 
when they would take place and how they would be facilitated. Mr Norman felt that the facilitation 
aligned with that of the proposed Advisory Board (see minute 6) and was seeking to recruit an 
individual to support this work. In addition a tender to acquire a consultant’s advice to raise 
awareness internally was under way. An initial event was tentatively booked for 4 December. 

Action point 4.3 – MB, JN 
 
 Action point 3.2 (closed) – Included on the agenda, see minute 4. 
 
4. Creating a listening organisation (UNC-11) 
Mr Norman introduced a paper that proposed four channels of communication that were in the 
process of being developed or being discussed: user satisfaction metrics, regular and ad-hoc 
surveys, representative groups and committees, and relationship management. Establishment of 
satisfaction metrics would help to focus attention on issues and provide a means to measure 
improvements following any change. The functionality provided in the Qualtrics platform – for 
which the UIS holds a licence on behalf of the University – could support this activity and would 
potentially assist in the administration, enabling panels of users to be established for individual 
pieces of work. Where possible the detailed survey findings would be available to all, and certainly 
to survey participants. 
 
Where representative groups already exist (for example, CITMG and the Schools/UIS 
Engagement Group) these should be used where possible, rather than forming new groups 
 
The Committee was supportive of the proposals but cautioned on the potential for survey fatigue. 
The choice of the Qualtrics platform was hoped to aid in this area by tracking respondent invitation 
and participation across multiple activities. Prof Virgo stressed the importance that any survey 
activity does not interfere with the successful completion of the NSS, PTES, or PRES. 
 
There was a short discussion on the need for UIS to be a communicating organisation, not just 
listening, and reference was made to an overarching communications plan being developed within 
UIS. However, it was noted that the Committee did not own responsibility for communications. 
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The Committee asked Mr Norman to return a paper with proposed activity for review at the next 
meeting. 

Action point 4.4 – JN 
 
Proposed questions for the initial survey should be circulated to Committee members by 
circulation with the intention to pilot with one college and one department. 

Action point 4.5 – JN 
 
 
5. Funding for user needs activity (UNC-12) 
Prof Virgo and Prof Leslie declared interests in this area through their involvement in the Planning 
Round process. 
 
The outline structure for the Digital Transformation Consultancy had been presented at the 
Committee’s meeting on 8 September. The paper covered a proposal that would be built into the 
UIS Planning Round 2015 submission for additional resource initially of £220k for 2016-17, which 
Mr Norman outlined would bring the team up to the level of competence required for the aspired 
emphasis on user experience. This is an area that is gaining interest across the higher education 
sector and was larger than other HE institutions might have in place at present. 
 
The Committee was aware of the forthcoming Comprehensive Spending Review and the 
consequences for additional funding through the Planning Round but nevertheless noted that 
development of this area of activity was perceived of primary importance to enable UIS to build 
capacity in this area and recognised that it would be challenging to delivery to Principle A2 of the 
IT Review of 2013 that, “the management and delivery of those services must be driven by the 
needs of our users for support of their teaching, research, learning or administration.” 
 
[At the subsequent meeting noted in action point 2.4 a discussion also took place to examine how 
best to use the UIS’s currently defined allocation in the light of the likely outcome from the 
Planning round.] 
 
6. Digital Advisory Board (UNC-13) 
The Committee discussed proposals to form a Digital Advisory Board, which would provide advice 
and input from external experts in a way that Martha Lane Fox’s advice led to the “Digital by 
Default” programme in Government. Care would be needed to ensure that any advice had 
appropriate context and emphasis for the higher education sector. 
 
The Committee noted that the scope of such an advisory board was potentially much wider than 
just the UIS and would require appropriate sponsorship, likely involving the UAS. Dr Padman 
would consult with the Registrary to seek his views. 

Action point 4.6 – RP 
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7. Any other business 
7a) Sourcing committee papers 
The Committee had a brief discussion on its expectations for future discussions to be supported 
by appropriate papers. At present it was felt that one of the key teams to deliver this from UIS was 
missing and the incorporation of Mr Norman’s group would help. The expectation was that UIS 
would table papers across its various areas of activity, primarily from Build & Development, Digital 
Transformation Consultancy, and Service Operations. 
 
7b) Future meeting dates 
The Committee’s meeting scheduled for Tuesday, 9 February would be rescheduled to Monday, 
8 February at 2.30pm in the Thetford Room, Roger Needham Building. 
 
7c) Out of hours cover – user needs 
Dr Bellamy was interested to gain the views of the Committee Members on what user needs there 
might be to support services during non-office hours. Prof Virgo observed that the University is a 
24x7 organisation and that there will be someone working somewhere at all times. It was noted 
that there are particular points in the year where there are higher levels of support required of IT 
systems that support the academic and administrative activities of the University. The Committee 
supported targeting of the limited resource available at mission-critical services and understood 
that UIS already has some insight into critical business periods for the University. 
 
 
Dates of future meetings 
All meetings will be held in the Huntingdon Room at the Roger Needham Building unless 
otherwise indicated: 

• Tuesday, 15 December 2015, 10.00-12.00 
• Monday, 8 February 2016, 2.30-4.30, Thetford Room, Roger Needham Building 
• Tuesday, 29 March 2016, 10.00-12.00 
• Tuesday, 17 May 2016, 2.00-4.00 

 
Summary of action points 
Ref. Action Who Status 
Actions from previous meetings 
1.4 Deputy Directors for Research & Institutional Services, 

and Education, Administration & Student Services to 
develop consultation methodology for user panels 

MB Closed 

1.5 Review of project board constitution to be considered 
by the committee 

IC Closed (but see 4.1) 

1.6 Determine appropriate next steps for the User 
Experience Portal – assigned to Dr Ferrar, 
Chief Architect 

MB On hold 

2.1 Recommendations for UNC membership to be passed 
to Dr Padman 

All Closed (but see 4.2) 

2.2 Review benefit of engagement with users of the 
finance system in designing a system considering 
users’ needs 

CE 8 February 2016 
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Ref. Action Who Status 
2.3 Provide a discussion paper for the Committee, to 

consider an outline proposed engagement plan and 
user groups 

MB Closed 

2.4 Draft PD33 for the user experience specialist to be 
provided to the Committee prior to being raised and 
advertised. 

CE Ongoing 

2.5 Provide a paper to the Committee to give an update 
on the library of resources, and data-driven design, 
being developed within the UIS 

CE, 
JN 

On hold 

2.6 Suggestions for design seminars to be passed to 
Dr Padman or Dr Bellamy. Mr Riley to explore an 
invitation to the Government Digital Service 

All, IC Closed 

3.1 Dr Padman to pass suggestions of design seminars to 
Dr Bellamy. Dr Bellamy to discuss approaching 
Mike Bracken, or another contact at the Government 
Digital Service, with Mr Steve Riley. 

RP 
MB 

Closed 

3.2 Table a paper with a proposal on user surveys and 
user panels 

MB Closed 

New actions from 3 November 2015 meeting 
4.1 Include the Committee in consultation while UIS 

reviews and revises project board constitution 
documentation 

CE Interim update for 
15 December 2015 

4.2 Identify an appropriate individual to serve on the 
Committee under Class ii following Prof Leslie’s term 

RP, 
GV 

15 December 2015 

4.3 Identify a schedule and scope for user centric design 
events and the facilitation resource required to plan 
and book them. 

MB 
JN 

15 December 2015 

4.4 Table a paper with proposals on an initial user survey JN 15 December 2015 
4.5 Circulate proposed initial survey questions to the 

committee by correspondence and identify one 
college and one department to pilot the initial survey 

JN Prior to 15 December 
2015 meeting 

4.6 Discuss the proposed formation of a Digital Advisory 
Board with the Registrary 

RP 15 December 2015 

 

  





 

Constitution of the User Needs Committee 
Class Constituency Member Notes 
i Chairman, appointed by the ISC from 

amongst its membership 
Dr Rachael Padman  

ii Two members appointed by the ISC as 
representative of the constituency of IT 
users across the University and 
Colleges 

  

Prof Graham Virgo  

iii Two members appointed by the ISC to 
provide specialist insight, knowledge or 
experience relevant to the provision of 
exemplary IT services, usability design 
or communications 

Dr Alan Blackwell  

Mr John Norman  

iv Two members of UIS staff nominated by 
the Director of the UIS 

Dr Martin Bellamy  
Mr Chris Edwards  

v One student representative co-opted by 
the Committee 

Ms Priscilla Mensah  

vi Up to three additional members co-
opted by the Committee 

Prof P John Clarkson  
Mr Andrew Aldridge Communications Office 
  

 
 
Last updated 1 February 2016 
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User centric design events 
Mr Tom Loosemore spoke at the Norwich Auditorium of University Information Services on the 8th 
of December, 20151. Tom was the Deputy Director of the Government Digital Service in the Cabinet 
Office until October 2015. He spoke about the history and the lessons learned from 5 years with the 
GDS and the challenges of implementing Digital by Default in the public sector. The Financial Times 
recently reported that GDS was generated £1.7 billion in savings on a budget of £58 million in 2014-
15 alone. The talk should be of interest to anyone concerned with maximising the potential of Digital 
to provide better services at lower cost. 
 
About 80 people attended, including members of the User Needs Committee. The event was 
considered a great success by most attendees and subsequent discussion has raised the 
suggestion of an official University lecture series to be held once a term on the topic of Great 
[Digital] Design. Members are invited to comment on the value of bringing similar speakers to the 
University and the potential for paying speaking expenses and/or fees. 
 
 
 
John Norman 
2 February 2015 
 

1 Recording available at http://www.sms.cam.ac.uk/media/2130919 
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User satisfaction metrics 
A proof of concept has been implemented for collecting Net Promoter Score1 using the Qualtrics 
Site Intercept product. 

The screenshot below illustrates the test question in use: 

 
The proof of concept test is now being extended to establish that it can be administered on 
enterprise systems via the load balancer. If this test is successful, we anticipate being able to start 
collecting data before the summer. This is a single question that will be asked as a user finishes 
using a system. Thus it is different to the longitudinal customer satisfaction survey that is also 
planned. Net Promoter Scores can be compared to external systems to benchmark user satisfaction 
and the evolution of the metric can be monitored on a continuous basis. 

1 http://www.qualtrics.com/research-suite/net-promoter-score/  
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Now that we have a certain confidence that we can monitor this metric, the User Needs Committee 
is invited to comment on the desirability of doing so. 

 
 
John Norman 
2 February 2015 
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User survey 
Progress is behind plan due to staff turnover. 

The intention is to develop a longitudinal survey for use in Easter Term. Development work is at an 
early stage and there is a desire for some more immediate input to the work of the User Needs 
Committee. 

With this in mind, an interim survey has been designed with a single open question to identify 
priority issues. This design will require more analysis time, but will not prejudge which issues are 
most important. It can help with the development of the longitudinal survey alongside stakeholder 
inputs. 

The survey is in test and may be significantly modified. An introductory passage will need to be 
approved by the Chair of UNC. We will be following up an initial sample of 20 invited respondents 
after 1 week. Those who have responded within the week will be asked if the survey can be 
improved and whether they have other suggestions that might increase response rate. Those who 
have not responded will be asked what prevented a response and how we could have addressed 
those issues better. 

Depending on the nature of the issues identified, we anticipate running the survey with a larger test 
group in February, and University-wide in late-February or early-March. The form of the survey is 
reproduced below: 

 

 
 

Preparation has involved work with the ‘Panels’ functionality of Qualtrics. This provides for random 
selection of staff with particular demographic profiles. In order to take full advantage of this 
functionality it would be helpful to populate the panels database with full staff and student profile 
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information. We are confirming the data privacy implications of this as part of our preparations for 
the longitudinal survey work, but it would be helpful for the User Needs Committee to endorse the 
desirability of entering user profile information into software like Qualtrics so that it can form the 
basis of panel selection. 

 
 
 
John Norman 
2 February 2015 
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