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Learner engagement and employer satisfaction surveys 
 

RTO No. RTO legal name 

4687 Box Hill Institute 

 

1. Survey response rates 
 

 Surveys issued (SI) Surveys received 
(SR) 

% response rates  
= SR *100 / SI 

Learner 
engagement 

9189 985 11.0 

Employer 
satisfaction 

1150 125 11.0 

 

 

Trends of response statistics: 

• which student/employer cohorts provided high/low response rates 
• how did response rates compare with previous years (if applicable) 

Response rates varied with an increased response rate for Learner engagement this year, and 
similar to previous years from employers. 

 

2. Survey information feedback 
 

What were the expected or unexpected findings from the survey feedback? 

Box Hill Institute has enjoyed a steady improvement across all Scale indices since first implemented 
in 2009, with all indices showing improvements in 2014 over 2013.   

A focus of improvement for learner satisfaction in 2014 was "clear expectations", identified as an 
issue in both internal course evaluations and NQI questionnaires in 2013. Improvements in 
promotions and customer information, pre-enrolment and enrolment processes and student 
induction is reflected in a significant improvement in this area. 

Variations from last year in the Employer Satisfaction results are small, following a significant 
improvement in 2013. It is pleasing so see no drop off here, and a slight increase in overall 
satisfaction 
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What does the survey feedback tell you about your organisation’s performance? 

Box Hill Institute's overall improvement across all Learner engagement measures, and 5 of the 7 
Employer satisfaction measures reflects positively on the Institute's quality and continuous 
improvement practices. This program is based on the NQI questionnaires, combined with the 
derived internal Course Evaluations (more than 6000 completed questionnaires in 2014). 

A strong improvement in overall learner satisfaction reflects an Institute-wide focus on improving the 
student experience. 

A strong improvement in "effective support" for employers reflects an Institute-wide focus on 
improving customer support. 

 

Satisfaction ratings 

Learner 
engagement   

Scale 
2013 2014 2013 2014 

Training Quality 
89% 91% 87% 87% 

Overall Satisfaction 
84% 88% 74% 83% 

Effective Assessment 
84% 85% 87% 89% 

Clear Expectations 
85% 92% 

  
Learning Simulation 

86% 85% 

  
Training Relevance 

87% 88% 89% 84% 

Competency Development 
84% 86% 79% 78% 

Training Resources 
85% 88% 88% 88% 

Effective Support 
85% 87% 80% 79% 

Active Learning 
84% 89% 

   

3. Improvement actions 
What preventive or corrective actions have you implemented in response to the feedback? 

NQI data combined with extensive Course Evaluation data using a subset of the NQI questions 
representing the 10 Scales, and Course Completion data, is used to identify where improvement 
plans need to be developed, either in a specific course or across a range of courses in a particular 
measure.  

As a consequence, and as mentioned above, this has lead to an institute-wide focus in 2014 on 
student concerns about "clear expectations". Those improvements have resulted in a strong 
increase in satisfaction in that area. Improvement plans for the remainder of 2015 will be developed 
based on this feedback and the internal course evaluations for semester 1. 

 

How will/do you monitor the effectiveness of these actions? 

The effectiveness of improvement plans will be measured through improved satisfaction in a range 
of customer satisfaction surveys, including both the LQ and EQ, and internal course evaluations, 
contributing measures to a broad-based continuous improvement process. 
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