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What we'll cover

The Emotional SignatureTM model and methodology

Key findings for University of Sunderland in London

Practical applications for teaching, induction, and student support

Q&A



The Challenge

▪Everything is impactful, everything is improving!

▪Some brilliant performance results, some 
challenges...

▪What matters to us AND to students? 

▪How do we prioritise?

▪Inspired by customer experience thinking...





“Organisations are frequently deceived by customers and 
fail to act on what they fail to notice - thus are missing the 
biggest driver of profitable customer behaviour!”

The Big Miss – How Organisations Overlook the Value of 
Emotions





Satisfaction Not Guaranteed
20 emotions that drive or destroy value

Presentation Interaction!

• Emotions can drive or destroy value…

• For the next FOUR slides – make a note…

• What attributes, processes, systems, interactions with (and/or 

for) students that provoke or evoke these emotions?



DESTROYING

Stressed

Neglected

Frustrated

DisappointedUnhappy

Hurried

Irritated



ATTENTION

Stimulated

Interested

ExploratoryEnergetic

Indulgent



RECOMMENDATION

Valued

Cared For

Safe
Focused

Trusted



ADVOCACY

Happy

Pleased



• Define our value

• Understand touchpoints

• Highlight attributes

Attributes Workshop Survey Design

Data AnalysisFieldwork

Applying the theory

Value Indicators

Recommendation

Continue Studies

Career Prospects

Connected to Community

Coming to Campus



• Define our value

• Understand touchpoints

• Highlight attributes

Attributes Workshop

• Translate indicators into questions

• Translate attributes into statements

• Test survey with student voice reps

Survey Design

Data AnalysisFieldwork

Applying the theory Survey Questions from Value Indicators

How likely are you to recommend the 

University to a friend, colleague or relative?​

How likely are you to continue with your 

studies until completion of your course?​

To what extent do you believe that studying 

at the University will improve your career 

prospects?​

To what extent do you feel connected to the 

University community?​

To what extent do you look forward to 

coming to the University campus?​



• Define our value

• Understand touchpoints

• Highlight attributes

Attributes Workshop

• Translate indicators into questions

• Translate attributes into statements

• Test survey with student voice reps

Survey Design

Data AnalysisFieldwork

Applying the theory



• Define our value

• Understand touchpoints

• Highlight attributes

Attributes Workshop Survey Design

Data Analysis

• Launch survey

• Incentivise participation

• Collaborate

Fieldwork

Applying the theory

• Translate indicators into questions

• Translate attributes into statements

• Test survey with student voice reps



• Define our value

• Understand touchpoints

• Highlight attributes

Attributes Workshop

• Translate indicators into questions

• Translate attributes into statements

• Test survey with students

Survey Design

• Home / International

• 3 dimensions

• 378 hypotheses

Data Analysis

• Launch survey

• Incentivise participation

• Collaborate

Fieldwork

Applying the theory



By Faculty

Age

0 50 100 150 200 250 300 350 400

Home

International

562 responses

Results & Key Findings

41 nationalities











So what?

Home International

1. Use of contemporary technology by 

teaching staff​

1. Teaching and academic support 

meets my needs​

2. I feel valued by the University 

teaching staff​ 

2. The University prepares me for the 

next step in my career / business​

3. Quality of teaching
3. My understanding of how to use the 

library in my studies​ 

4. My understanding of how to use the 

library in my studies​  

4. The University reinforces that I 

made the right decision to study here​

5. Availability of information about 

accommodation​

5. The University prepares me for life 

in the UK

6. Teaching and academic support 

meets my needs​ 
6. Quality of teaching
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So what?
Accommodation 

partnership

New technology

PositioningEnhancement

Continuous 

improvement

SVFF

Academic 

development

Hubs



Thank You!
Questions?
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