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Please print out the text copy of the questions provided in the accompanying e-
mail and discuss the content with your colleagues working on the project to 
ensure you capture the full picture. You can then paste or enter your responses 
into this questionnaire but we suggest you save a master copy in case the upload 
fails! 
 
Please note that almost all of the questions are required and that you will be 
unable to upload the form unless all those questions marked with an asterisk 
have been completed. 
 
This questionnaire will close at 17:00 on Friday 20th April, so please try and 
complete it by then. If this deadline will cause you problems or if you have any 
problems filling in this survey, please e-mail Sharon (s.perry@bolton.ac.uk) at 
JISC CETIS. 

 

Section 1: Your Details 

 

1. Project and Contact Details 
Project Title: Students FIRST  
First Name: Raegan 
Last Name: Hiles 
Role: Project manager 
Lead Institution: University of East London   
Email Address: r.hiles@amosshe.org.uk 

 

mailto:s.perry@bolton.ac.uk
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Section 2: Progress and Benefits 

2. Is the project on schedule as per the submitted project plan? 
Please comment on any areas of concern you may have with regard to either 
meeting the schedule or deviating from the project plan. 
The project is pleased to have been granted a delivery extension until August 
2012.  The Olympics schedule may make the full range of focus group analysis 
more difficult for the project. 
 

Work package 1 has been extended through the life time of the project, because: 
a. the service design process created living documents which are being returned 
to until the end of the project – even then they will be ‘as is’ maps rather than 
final processes; and 
b. despite contacting several HEIs, we have not received sample SLAs for 
working with external technology providers.  John Smiths and Aspire are meeting 
shortly to develop a list of items that need to be considered and/or included in 
developing these, so that sample guidance will be produced as a project output 
(see question 16). 
 

Work package 3 has not progressed as planned, as some of the technology was 
not available to use as the project originally envisaged.  However, lessons 
learned from this experience and tips for how to best address such issues will be 
included in the final Students FIRST report to inform other work in the sector.  

3. Does the expenditure reflect the budget plan and is the latter 
still on track? 
Please list any deviation from the budget and give reasons. 
We are waiting for full confirmation of staff expenditure at each partner 
organisation.  We are conscious that more staff time has been required than 
originally envisaged; some may be reimbursed through the contingency 
allocation and others will be considered as further ‘in kind’ contributions from the 
partners. 
‘Cash’ expenditure (or direct purchases) are within the budget allocation. 
Some small purchases to enable recording the focus group meetings (not 
included in the original budget) are being considered but will be absorbed within 
the contingency element of the budget. 

4. What are the three key deliverables, activities or achievements 
since the last report? 

 Deliverables/Activities/Achievements 

1 Data sharing between technology providers and HEIs, including the 
transfer of data from John Smiths to the research team (till and web sales 
for 2006-2010 at both HEIs) 

2 Consortium agreements agreed 

3 Service design maps (current state)for both HEIs agreed, including 
improvements to process as a result of the service design mapping 
exercise 
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5. What progress has been made on the path towards realising 
benefits to the sector? 
In your project plan, you identified anticipated benefits to the sector and various 
stakeholders in a high level format.  Please identify whether any of these benefits 
have been realised or state what progress has been made. 
Benefits realisation is now a standing item on the project board agenda, and we 
blog about this.  Benefits realised include: improvements to the service design of 
bursary provision and addressing potential fail points; improved understanding of 
the bursary process; establishing a legitimate evidence base around technology 
delivered bursary provision; clear articulation of lessons learned about the 
environment needed to blend technology in service provision. 

6. Have there been new and additional opportunities for 
benefits? 
The relationships between the HEIs and the main commercial partner have 
solidified as a result of the project working.  This is not to suggest any preferential 
treatment for that provider, but the creation of a genuine partnership across 
private and public boundaries to investigate best provision for the student 
experience.  All of the project participants have embraced the collaborative 
nature of the project, been keen to discuss ideas and best practice for the future. 
 
AMOSSHE and the University of Sheffield will share a workshop session at the 
2012 AMOSSHE annual conference to present their projects from the JISC 
Cluster (see question 17) – this allows a greater audience appeal and wider 
dissemination of the work. 
 
At a similar time to Students FIRST reporting, NASMA will report on research into 
loan-sharks and student finance.  There may be opportunities to send joint 
messages to the combined AMOSSHE and NASMA memberships about these 
projects’ findings, thus increasing the potency of the message to student financial 
advisors in UK HE. 
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Section 3: Issues 
 
7. Is the risk analysis that you initially carried out still current? 
Select just one option from the following list and add any further comments in 
Question 8: What's Changed and Question 9: How These Risks Have Been 
Mitigated. 

 Yes (Now go to Question 10) 
 No (Now go to Question 8) 

 Maybe (Now go to Question 8) 

8. Regarding the Risk Analysis, what's changed? 
Then go to Question 9: How These Risks Have Been Mitigated. 
a.  Data security of student information – especially as the research team is 
based at a university, but holds data about another institution’s students for the 
Students FIRST project.  It may not be appropriate to store this on the research 
team’s servers. 
 
b.  The Olympics are being hosted in East London in summer 2012.  This 
may cause issues with internet access, and University of East London will be 
unavailable as a site for much of the summer period. 

9. What have you done or what will you do to mitigate any 
changed risks? 
a. The project has purchased hard drives for the exclusive use of Students 
FIRST data.  The information will not be stored on institutional servers. 
 
b. Several mitigations are being put in place to ensure data security including 
potential temporary storage of information on hard drives at the AMOSSHE 
office.  The university has work at home arrangements for its staff. 

10. Can you foresee any problems that will impact on the project 
in the next three months? 
None that are not addressed in questions 8 and 9. 

11. Are there any particular areas of risk/problems with which 
JISC can help? 
n/a 
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Section 4: Project Clusters 
 
12. Have you held a Project Cluster meeting over the past few 
months? 
Select just one option from the following list. 
 Yes (Now go to Question 13) 

 No (Now go to Question 14) 

13. What is the one piece of important learning that has come 
out of the clustering approach? 
The shared experience and knowledge that others are dealing with many of the 
same issues as you is reassuring. 

14. Comments on Project Clustering  
Please enter any comments relating to the approach, etc. 
Different organisations take different approaches to organising the meetings: it is 
difficult only receiving confirmation of dates and times at short notice when 
canvassing took place several months ago.  The meetings are very valuable 
once they are in full flow but take a while to ‘creak’ into action.  Participants’ 
different understanding or interpretation of action learning can be frustrating.   
 
Students FIRST has several partners whereas other projects are usually one 
institution only.  It can be difficult to ensure consistent representation at the 
cluster meetings from Students FIRST – both in finding diary availability and in 
not wanting to privilege one partner to attend over another – but this has potential 
issues for the continuity and flow of discussions.  Action learning requires 
participants to be comfortable in each other’s company, which can prove difficult 
when the membership frequently changes (this doesn’t appear to have been a 
problem for this cluster, but could be). 
 
The cluster is working well together to develop their session for the end of JISC 
RM programme meeting.  However, this meeting clashes with the AMOSSHE 
annual conference, despite the programme being advised of this clash on several 
occasions.  This means that several key participants cannot attend the JISC 
meeting.  The meeting was announced in a similar way to many JISC events: at 
short notice and seemingly as an additional requirement on participants that was 
not clearly set out at the start of the programme strand. 
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Section 5: Planned Work 

 

16. What are the three key things you will be doing over the next 
three months in terms of the project plan? 

 Planned Work for the Next 3 Months 

1 Formal data analysis 

2 Focus groups with students and staff 

3 Technology providers and AMOSSHE to meet to: 

 ‘blue sky’ how technology assists student financial literacy, 
bursary provision, retention and success 

 identify/suggest what systems and structures needed to be in 
place at HEIs for an ideal technology roll out  

 identify/suggest what issues might need to be addressed in 
contracting and MoUs between HEIs and commercial partners, 
especially around data protection and sensitive student 
information 
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Section 6: Dissemination 

16. Are you presenting anything about the project, or submitting 
a paper at/for any kind of event (both internal and external) in 
the next three months? 
Select just one option from the following list. 
 Yes (Now go to Question 17) 

 Maybe (Now go to Question 17) 
 No (Now go to Question 18) 

17. Please provide details of dissemination opportunities 
(project presentations, paper submissions, etc) here. 
Karina Berzins and Raegan Hiles will present a joint workshop session with the 
University of Sheffield’s Well Connected project at #amosshe2012, ‘Greater 
Expectations.’  The workshop details are: 

‘Well Connected Students FIRST 
‘Ever wondered how to use technology enabled change to ensure that 
students are at the centre of Students Service delivery? Videos from the Well 
Connected and Students FIRST work at the Universities of Sheffield, East 
London and Anglia Ruskin will introduce some of these ideas and findings in 
the context of mental wealth and bursary provision. Project leaders from each 
of these JISC funded projects will then guide delegates through their work 
and the lessons learned 
‘Greater Expectations: Students want to be online, not in line; universities 
want to be streamlined, not out of line. This session explores whether 
technology can aid departments to meet the Greater Expectations of the 
changing HE landscape, and how colleagues might use technology based 
tools to improve Student Services and the student experience, in the interest 
of student resilience in mental health and financial capability.’ 

 
Students FIRST is contributing to the cluster session at the end of JISC RM 
programme meeting in July.  Michele Capes will represent the project at the 
programme meeting which conflicts with the AMOSSHE annual conference.  
Other team members have to attend the AMOSSHE event, where the 
presentation set out above will be delivered to a wider Student Services audience 
about the project. 

18. What are the key headlines that we can tell people about 
your project as a result of recent work? 
Please include anything likely to resonate beyond your institution. Include things 
you didn't expect as well as things you've planned for. 

 The initial hypothesis that targeting bursary spend on academic support 
materials and provision seems to be bearing true; this is a tentative finding and 
may change with the full data analysis 
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 The NUS has made several high profile statements favouring bursaries over 
fee waivers; it is more critical than ever to understand the best ways of 
providing bursaries to enable student success and support the student 
experience 

 Service design was burdensome at first, but has enabled immediate and rapid 
improvements to the bursary provision process at HEIs and highlighted critical 
fail points and gaps that each HEI was able to take action to address – the 
process enabled real time, effective changes at the ‘coalface.’ 


