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About us

Nick Pidgeon
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▪ Tribal Group  |  i-graduate

▪ Surveys & Benchmarking

▪ The Student Barometer – running since 
2005, SH and NH waves
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Nick Pidgeon (Head of Surveys & Benchmarking)

Robin Hallows (Lead consultant)

Mellissa Oliver (Client services team lead)

THE-ICE i-graduate Project Team
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Mellissa Oliver

Highlights from THE-ICE Report
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All participating universities
ISB (68,294), SB (53,457), ISBSB (78,445)

Algonquin College Deakin University Jönköping University

Auckland University of Technology DTC - Bangkok Kaplan Business School, Adelaide

Australian National University DTC - Pataya Kaplan Business School, Brisbane

BMIHMS - Leura Durham University Kaplan Business School, Melbourne

BMIHMS - Suzhou Edith Cowan University Kaplan Business School, Perth

BMIHMS - Sydney EHL Swiss School of Tourism and Hospitality Kaplan Business School, Sydney

Breda University of Applied Sciences - Academy for Tourism Emirates Academy of Hospitality Management Lincoln University

Breda University of Applied Sciences - Academy of Hotel & 
Facility Management

Fleming College LPU - Batangas

Centennial College Free University of Bozen-Bolzano LPU - Cavite

Charles Darwin University Griffith University LPU - Davoa

Charles Sturt University Haaga-Helia University of Applied Sciences LPU - Laguna

Coventry University
Hong Kong Community College (HKCC)/School of Professional 

Education and Executive Development (SPEED)
LPU - Manila

CQUniversity Australia Hotel Institute Montreux Mae Fah Luang University

CRCS - Brig Hotelschool The Hague Mahidol University

CRCS - Le Bouveret Institut of Paul Bocuse MCI Management Center Innsbruck

CRCS - Luzern International Medical University Melbourne Institute of Technology (MIT) - Melbourne

Curtin Singapore Iowa State University Melbourne Institute of Technology (MIT) - Sydney

Curtin University James Cook University Miami University

Curtin University, Malaysia James Cook University (Singapore) Murdoch University

De Montfort University James Cook University Brisbane National Kaohsiung University of Hospitality and Tourism

Institutions in bold surveyed all students



Tribal Confidential 8

All participating universities

ISB (68,294), SB (53,457), ISBSB (78,445)
NHL Stenden University of Applied Sciences, Academy of 

Leisure and Tourism
Tampere University University of Santo Tomas

NHL Stenden University of Applied Sciences, Stenden Hotel 
Management School

Teesside University University of Saskatchewan

North Metropolitan TAFE The Hong Kong Polytechnic University University of South Australia

Prince of Songkla The University of Adelaide University of Southern Queensland

PSB Academy The University of New England University of Tasmania

Queen's University Belfast The University of Queensland University of Technology Sydney

Queensland University of Technology The University of Sydney University of Texas at Austin

RMIT University University College Dublin University of Twente

Saxion University of Applied Sciences, Hospitality Business 
School

University of Adelaide College University of Waikato

Sheridan College University of Amsterdam University of Wollongong

SHMS - Caux University of Auckland University of York

SHMS - Leysin University of Canberra USP

SIM Global Education (SIM GE) University of Helsinki USP - Pacific TAFE

Singapore Institute of Technology University of Leicester Utrecht University

South Metropolitan TAFE University of Nottingham - China Vistula School of Hospitality

Southern Cross University University of Nottingham - Malaysia WAI - Melbourne

Stenden University Qatar University of Otago WAI - Singapore

Swinburne University of Technology University of Oulu WAI - Sydney

Swinburne University of Technology (Sarawak Campus) University of Oxford
Zuyd University of Applied Sciences, Hotel Management School 

Maastricht

TAFE Queensland University of Pittsburgh

Institutions in bold surveyed all students
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Response rate breakdown

34%
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90%

100% Response Population Response Rate

THE-ICE 2021 11,558 34,214 33.8%

Global ISBSB 2021 78,445 396,839 19.8%

THE-ICE 2020 4,889 22,776 21.5%

Each dot represents an institution in the global benchmark. THE-ICE 2021 response rate is highlighted in dark blue.
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67%

86%

3%

7%

19%

3%

12%

3%

Global ISBSB
(78,445)

THE-ICE (11,558)

UG Other non-degree level studies PGT Other

Study level breakdown
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16

-4

38%

27%

39%

42%

22%

31%

THE-ICE (11,558)

Global ISBSB (78,567)

Promoters Passive Detractors

How likely is it that you would recommend this institution to family or a friend?

?

S t u d e n t s  t h a t  g i v e  y o u  a  6  o r  b e l o w  a r e  D e t r a c t o r s ,  a  s c o r e  o f  7  o r  8  a r e  c a l l e d  P a s s i v e s ,  a n d  a  9  o r  1 0  a r e  P r o m o t e r s .  
T o  c a l c u l a t e  y o u r  N e t  P r o m o t e r  S c o r e ,  d e t r a c t  t h e  p e r c e n t a g e  o f  D e t r a c t o r s  f r o m  t h e  p e r c e n t a g e  o f  P r o m o t e r s

Net Promoter score

NPS
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38%

27%

38%

26%

40%

26%

43%

34%

39%

42%

40%

43%

40%

45%

39%

40%

22%

31%

23%

31%

20%

30%

18%

26%

THE- ICE  (11 ,558)

Globa l  ISBSB (78 ,567)

THE- ICE  UG (9 ,968)

Globa l  ISBSB UG (52 ,443)

THE- ICE  Other  non -degree  
lev e l  s tud ies  (8 6 0 )

Globa l  ISBSB Other  non -
degree  leve l  s tudies  (2 ,346)

THE- ICE  Other  (3 5 7 )

Globa l  ISBSB Other  (812)

Promoters Passive Detractors

16

-4

15

-5

20

-4

24

7

S t u d e n t s  t h a t  g i v e  y o u  a  6  o r  b e l o w  a r e  D e t r a c t o r s ,  a  s c o r e  o f  7  o r  8  a r e  c a l l e d  P a s s i v e s ,  a n d  a  9  o r  1 0  a r e  P r o m o t e r s .  
T o  c a l c u l a t e  y o u r  N e t  P r o m o t e r  S c o r e ,  d e t r a c t  t h e  p e r c e n t a g e  o f  D e t r a c t o r s  f r o m  t h e  p e r c e n t a g e  o f  P r o m o t e r s

Net Promoter score

How likely is it that you would recommend this institution to family or a friend?

?

NPS
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THE-ICE
(9,991)

2021 vs 2020
Global ISBSB

(64,650)
UG

(8,671)

Other non-
degree 

level 
studies

(705)

Other
(314)

28% 0% I would actively encourage people to apply 21% 28% 29% 37%

48% 2% If asked, I would encourage people to apply 50% 49% 48% 45%

20% 0% I would neither encourage nor discourage people to apply 23% 20% 18% 13%

3% -1% If asked, I would discourage people from applying 5% 3% 4% 4%

1% -1% I would actively discourage people from applying 2% 1% 1% 1%

Propensity to recommend

Would you recommend the institution to others thinking of applying here?
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17%

23%

67%

64%

13%

8%

4%

5%

Global ISBSB (78,568)

THE-ICE (11,558)

Very satisfied Satisfied Dissatisfied Very dissatisfied

Overall, how satisfied are you with all aspects of your experience at your institution?

Overall satisfaction
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COVID-19 overall response

18%

16%

62%

63%

15%

15%

5%

5%

Global ISBSB (33,329)

THE-ICE (6,633)

Very satisfied Satisfied Dissatisfied Very dissatisfied

Overall, how satisfied were you with this institution's response to COVID-19?
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Online learning experience

87%

76%

87%

86%

83%

84%

82%

83%

87%

89%

89%

90%

Online learning resources and
library facilities

Online Group work

Online Assignments

Online Lectures

Online Tests and exams

Online Tutorials

THE-ICE (8,758) Global ISBSB (47,799)

86%

14%

73%

27%

THE-ICE (9,091, inner circle) vs Global ISBSB (47,276, outer 
circle)

Face-
to-face

Online

Overall, do you prefer 
studying online or face-to-

face?How satisfied are you with the following aspects of your ONLINE LEARNING experience:
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21%

12%

34%

20%

30%

40%

16%

28%

Global ISBSB
(58,636)

THE-ICE (8,892)

Not concerned at all Not concerned Concerned Very concerned

COVID-19 concerns

Are you concerned about completing your studies at this institution due to COVID-19?
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92%93%93%93%93%93%94%95%95%95%

82%
89%

76%

92%93%90%91%93%90%
96%

0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%

THE-ICE (3,101) Global ISBSB (33,686)

Top 10 factors in study decision 
(% Important or Very important)

How important were the following factors when deciding where to study?
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73% 69% 62% 61% 60% 58% 58% 38% 35% 5%

63%

71%

58%
63%

60% 60%

42%
47%

29%

8%

0%

10%

20%

30%

40%

50%

60%

70%

80%

THE-ICE (2,577) Global ISBSB (27,261)

%
 s

el
ec
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d

Employment/careers expectations

What employment/careers support do you expect from the institution? Tick all that apply
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90% 88% 87% 87% 87% 86% 86% 86% 85%81% 76% 75% 77% 75% 72% 72% 69% 67%
0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100% THE-ICE (6,760) Global ISBSB (23,473)

Careers support

How satisfied are you with the following types of employment/careers support from your university? (excludes first year students)



Tribal Confidential 21

37%

21%

39%

42%

20%

28%

4%

9%

THE-ICE (1,744)

Global ISBSB
(13,895)

Very well Well Moderately well Not well

How well has your experience prepared you for your career goals? (final year only)

Career goals
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Nick Pidgeon

Global Insights from the ISB
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Happiness & Wellbeing
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Transition to Online
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Online versus Face to Face

Learning Experience Support Services Orientation & Onboarding
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Online versus Face to Face

All Aspects of Student Experience Programme Value for Money
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Online versus Face to Face
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Survey Customisation - Refresher

Mellissa Oliver
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Secure login, actions and self service page
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Prize, benefits, wellbeing and population data
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Optional question blocks
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Local customisations
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Response rate monitoring
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Q&A



Contact:

EMAIL

WWW.TRIBALGROUP.COM   

@TRIBALGROUP   

Mellissa.oliver@i-graduate.org
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