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Executive Summary
Sacred Heart University created a web portal too quickly and efficiently communicate
to its student body, faculty and other staff, and vice versa. The portal consists of multiple digital
tools for both students and faculty to utilize. It features access to the Sacred Heart email system,
Blackboard, WebAdvisor and a variety of other services. Due to the frequent use of this tool by
students, faculty and employees, we believed that this was an opportunity to solicit feedback
with the goal of providing actionable recommendations.
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Introduction
As a requirement for the Marketing Research course within the Digital Marketing
Master’s program at Sacred Heart University, we were asked to execute both a qualitative and
quantitative research study. The contents herein include our quantitative findings. The goal was
to identify a topic of interest and source a pool of respondents that could provide feedback and
insight into this area of focus. Our chosen topic was utilization of the Sacred Heart University
Portal. This topic was chosen based on a common interest in the subject as well as varying
opinions based on our personal and educational backgrounds. Some background information on
the portal indicated that the portal, in some form, has been in existence for approximately 7
years. There are various purchased software applications that all dock into the central portal.
The level of financial spending on this platform both year-over-year as well as its total history is
an unknown at this time.

Our specific interests about the platform were measurement of the user experience, user
satisfaction, usage of the application, frequency, and overall opinion and sentiment. To achieve
this, we designed a multi-variate quantitative survey that would allow us to gauge the above
mentioned topics. Our respondent pool consisted of both undergraduate and graduate students.
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Qualitative Research
The value proposition of the Sacred Heart portal is understood by all respondents. All
respondents made note of the fact that it had valuable features and functions that they utilized
either by choice or necessity. There were three main features of the portal that were used with
email and Blackboard as the top 2 and WebAdvisor as a third.
The enhanced needs of the respondents were centered on convenience and immediacy.
While they understood why there was a Sacred Heart email system, there was a concern about
the restrictions it placed on those students (graduate students in particular) who primarily utilized
other email applications in the daily course of their lives. This affected those who worked full
time and were seeking swift and easy ways to communicate during business hours with their
professors and classmates. Other students, primarily undergraduates, noted a desire to increase
the mobile email capabilities to support their “on-the-go” needs.
Personalization was another common theme that came through in the responses. Many
respondents requested the ability to customize their view by altering what features, services,
calendars, programs,
etc., they saw upon
logging into the portal.
This seemed to be a
way to resolve another
issue that was noted,
which was that the
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main page was cluttered and disorganized.
The research team noted, in numerous instances, that respondents were providing
feedback and comments about areas that they would like adjusted or added when in fact, the
portal was operating in just that manner. For example, there were requests to add calendars to
the home page when currently there are numerous calendars featured. This, coupled with the
various comments regarding the portal being disorganized and cluttered, leads the team to
believe that by embarking on a dashboard redesign would significantly enhance the student
experience. A thorough review of all accessible areas is recommended to ensure utilization
enough to warrant its place in the portal and thus potentially clouding a student’s view.
Additionally, a more intuitive interface, inclusive of new taxonomy, might allow more students
to feel that they can quickly and easily complete their desired transaction.
This work allowed the team to identify areas that they would like to probe further in the
quantitative portion of project. Satisfaction is one area that was difficult to gauge in this
assessment as the portal was seen as utilitarian and not subject for change. This seemed to
dampen the respondent’s opinion. Our hope is that we can better measure this in the quantitative
review. Also, measured awareness about how the site functions and integrates across many
platforms is another area that we will review in greater detail.
Overall, the portal served most of the needs of the respondents but could be altered in a few
aesthetic and integrative ways. These alterations could greatly impact the perception of the
portal – if they were ever executed, it would be recommended that this study was executed again
to re-assess if the improvements positively impacted the responses.
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Quantitative Research Method
For our research method, we developed a survey utilizing Qualtrics. The questions that
we devised for our survey were primarily based upon our qualitative study (see appendix). Our
goal was to expand upon the findings from the qualitative survey and further delve into the areas
which exposed an interesting area of interest or a perplexing data set.

Our primary method for collecting the data was to setup a booth with the main university
commons building, outside of the cafeteria. We were able to solicit over 65 undergraduate and
graduate students, as well as faculty, who took the survey on-the-spot. Additionally, we solicited
our graduate student colleagues via email.

Demographic/Sample Pool:
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- We were very pleased and rather stunned to find that we had a near perfect mixture of male and
female students to take our survey
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- Based on our two methods of getting survey data, (email & soliciting) as well as our current
position as graduate students we did expect demographic results to be somewhat like these.
Soliciting in the hall around dinner time would typically yield more undergraduate respondents,
where emailing fellow grad students would only produce as many results as students we knew
who are willing to take the survey for us.

Age Frequency

5% 1%
7%

55%
32%

17 - 20

21 - 25

26 - 30

31 - 40

51 and above

- Based on the fact that a majority of our respondents were undergraduate students, the
dispersion of age groups is also no surprise where a little over 80% of the students are under the
age of 25.
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Quantitative Results (Hypothesis)
Several hypothesis were developed pre conduction of the quantitative survey based on
results that we received after our initial qualitative research study. We determined three construct
levels to group the style and ordering of which the quantitative survey questions would be asked
to better analyze and asses the data we gathered allowing us to draw conclusions on possible
relationships or correlations based off of the preliminary questions we asked regarding age,
gender, usage, familiarity, and undergraduate vs. graduate statuses. The first construct relating to
the overall level of satisfaction with current and available features of the Sacred Heart portal
system; construct two presented questions regarding customization and/or personalization and
desire to have the ability if any to personalize My SHU portal; the last construct we wanted to
gain further insight had to do with mobile access of the Sacred Heart portal, if it existed, was
desired, or would be used.
The following is a list of the hypothesis created/developed, the testing of said hypothesis,
SPSS output data, and conclusions based off results as to whether the hypothesis were
significant, valuable, and if any relationships or correlations were discovered post survey.
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Tested Hypothesis: (Construct 1 - Level of Satisfaction)

Hypothesis #1 - Overall satisfaction is influenced by age:
H0: Same level of satisfaction independent of age group.
HA: Different level of satisfaction depending on age group.

Conclusion - The correlation between age and satisfaction is negative. Meaning if the age group
goes up, the satisfaction goes down, and the other way round. However, the p test shows that the
results are not significant with a p value of .188. We refused to reject the null on hypothesis #1.
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Hypothesis #2 - Overall satisfaction is influenced by the status undergraduate/graduate:
H0: Same level of satisfaction for undergraduate and graduate students.
HA: Different level of satisfaction for undergraduate and graduate students.

Conclusion - The mean is not significantly different, and the p test shows again that the null
would be refused to be rejected.

Hypothesis #3 - Overall satisfaction is influenced by the gender of the user:
H0: Same level of satisfaction independent of gender.
HA: Different level of satisfaction depending on gender.

Conclusion - The results shows about the same mean for male and female students. The p value
of .493 shows that the slight difference is not significant. We refused to reject the null.
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Hypothesis #4 - Overall satisfaction is influenced by the frequency of use:
H0: Same level of satisfaction independent of gender.
HA: Different level of satisfaction depending on gender.
- The frequencies for the question how often the SHU portal is used are
blow. Only one value is missing. The frequency of use was split into
three categories: (1) Never; (2) Sometimes; (3) Very Often.

More than 50% of the
respondents use the SHU
portal very often. Only 11.5% never use the SHU portal. 35.9% use the SHU portal sometimes.
Our hypothesis is based on the assumption that the frequent users are more satisfied with the
portal overall than the users that are only logging in sometimes.

All significant values are shown in the table above, even though some rows are cut off.
Conclusion - The mean of the satisfaction of frequent users is .63 higher than for not frequent
users. The p test shows that there actually is a difference in satisfaction: with a p value of .000
we rejected the null and the hypothesis was confirmed: satisfaction increases with frequent use.
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Hypothesis #5 - The user experience and therefore the level of satisfaction is influenced by a
point-of-reference:
H0: The experience and satisfaction with the SHU portal is the same for students with
prior experience with other eLearning platforms and for students without this experience.
HA: The experience and satisfaction with the SHU portal is different for students with
prior experience with other eLearning platforms than for students without this experience.

All significant values are shown in the table above, even though some rows are cut off.
Conclusion - The mean of satisfaction is slightly lower for those students who have a point-ofreference, i.e. have used another eLearning platform before the SHU portal. However, the p test
shows that this is not significant; with a p value of .683, we refused to reject the null.

Hypothesis #6 - The level of satisfaction is different for students who have received training
versus those who don’t:
H0: The experience and satisfaction with the SHU portal is the same for students that
received training and those who did not receive training to use the SHU portal.
HA: The experience and satisfaction with the SHU portal is different for students that
received training and those who did not receive training to use the SHU portal.
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There are two different aspects to this hypothesis. One is the level of satisfaction, and the other is
the perceived importance of the training for the academic career. It has to be considered that the
SHU portal might also be used for student life purposes and not just for the pursuit of the
academic career, however the results point towards an interesting assumption: while most
students, no matter if they received training or not, do not think has a big impact on their
academic career, the overall satisfaction goes up significantly for those who received training.
The tables above show that the mean is .5 higher in satisfaction for the students who received
training versus those who don’t. The p test confirms that the difference is significant. With a p
value of .000 we rejected the null and confirmed the hypothesis that the training changes the
satisfaction with the portal.
Going back to the other aspect, the perceived value of the training, neither those who received a
training nor those who did not feel like it would make a difference in their academic career.
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Conclusion - Even though the mean is significantly higher for students who did not receive
training thinking that training would be essential to their academic career, the difference is not
significant according to Levene’s test: with a p value of .965, we had to refuse to reject the null.
Recommendation: Mandatory training for every student. Even though the value might not be
perceived as high as it should be, the difference in the satisfaction level confirms the importance
of the training.

Hypothesis #7 - Users are more satisfied with frequently used functions and widgets.
H0: The experience and satisfaction with specific widgets of the SHU portal is the same
for frequent users and students who do not use the widget frequently.
HA: The experience and satisfaction with specific widgets of the SHU portal is different
for frequent users and students who do not use the widget frequently.
The tables below give an overview over the frequency of use of the five main functions of the
SHU portal. It shows that Blackboard is used most frequently, followed by Office for emails,
then Web Advisor, Kronos and SHU Square. Our hypothesis is that users are more satisfied with
the frequently used functions, which are BlackBoard, Office and WebAdvisor.
Because of the coding, we had to look for a negative correlation. While for the frequency of use
question a lower value indicated higher use, the values are going up with the level of satisfaction
on the other question. To give an exact overview, here is the coding:
Q3: Which functions of the SHU portal (widgets) do you use most?
- Web Advisor
- Blackboard
- Kronos
- Office 365 (Email)
- SHU Square
The values 1 through 5 were assigned for most frequent (1) to least frequent (5).
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Q8: Satisfaction with SHU portal available functions. (7-point Matrix Scale)
- Very Dissatisfied (1)
- Dissatisfied (2)
- Somewhat Dissatisfied (3)
- N/A (4)
- Somewhat Satisfied (5)
- Satisfied (6)
- Very Satisfied (7)
Web Advisor:

The Pearson coefficient has
a value of -.165. However,
the p test shows that there is
no actual correlation: with a
p value of .251, we had to
refuse to reject the null.
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Blackboard:

The Pearson coefficient was positive this time, which points to the opposite direction in regards
to the correlation of satisfaction and frequency of use that we expected. However, with a p value
of .254, it showed no correlation. We had to refuse to reject the null.
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Kronos:

* Kronos shows the highest
Pearson coefficient so far.
We tested for the
correlation with our
hypothesis:

H0: The experience and satisfaction with Kronos is the same for frequent users and students who
do not use this widget frequently.
HA: The experience and satisfaction with Kronos is different for frequent users and students who
do not use this widget frequently.
With a p value of .044, we rejected the null and confirmed that satisfaction goes up for frequent
use, with a correlation of -.286.
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Email:

The p test shows with a p value of .094 that there is no correlation. We
had to refuse to reject the null.
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SHU Square:

The p test shows with a p value of .899 that there is no
correlation. In addition, even the Pearson coefficient is close
to 0.
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Tested Hypothesis: (Construct 2 – Personalization)
Hypothesis #8 - More graduate students think the SHU portal should be different for
undergraduate and graduate students.
H0: Same percentage of undergraduate and graduate students think that the interface of
the SHU portal should be different for undergraduate and graduate students.
HA: Different percentage of undergraduate and graduate students think that the interface
of the SHU portal should be different for undergraduate and graduate students.

Conclusion - The p value of .331 shows that the groups are not significantly different in their
results. This is confirmed by the means being almost the same, with a value of 1.69 for
undergraduates and 1.70 for graduate students. The data was coded with 1 for yes and 2 for no.
This means that the majority of the students, both undergraduate and graduate, do not think that
the SHU portal should be different for graduate and undergraduate students.
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Hypothesis #9 - Users who are not very satisfied with at least one function of the SHU portal
would appreciate the ability to personalize the SHU portal.
H0: Independent of their level of satisfaction, students would appreciate the ability of
customizing the widgets on the SHU portal.
HA: Depending on their level of satisfaction, students would appreciate the ability of
customizing the widgets on the SHU portal more if they are less satisfied with certain
functions.
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Only in the case of BlackBoard, the p value is low enough to reject the null. With a p value of
.046 for BlackBoard, we rejected the null:
H0: Independent of their level of satisfaction, students would appreciate the ability of
customizing the widgets on the SHU portal.
This leads us to the alternative:
HA: Depending on their level of satisfaction, students would appreciate the ability of
customizing the widgets on the SHU portal more if they are less satisfied with certain
functions.
Conclusion - Students who responded that they would like
the ability to customize the widgets had a mean of
satisfaction of 5.25, while students who responded that they
would not like the ability to customize the widgets had a
mean of satisfaction 6.11.
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Hypothesis #10 - Most graduate Sacred Heart Students would appreciate the ability to
personalize the SHU portal to suit their needs, while less undergraduate students are looking for
this.
H0: Same number of undergraduate and graduate students would like to personalize the
SHU portal.
HA: Different number of undergraduate and graduate students would like to personalize
the SHU portal.

Conclusion - The p test shows with a p value of .614 that the results are not statistically
significant. We had to refuse to reject the null. In addition, the value of the mean differs only by
.02 for graduate versus undergraduate students.

Hypothesis #11 - More graduate than undergraduate students would like the ability to opt-out of
mass emails.
H0: Same number of undergraduate and graduate students would like the ability to optout of mass emails.
HA: Different number of undergraduate and graduate students would like the ability to
opt-out of mass emails.
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The p test shows that the difference in the mean is statistically significant. With a p value of
.040, we rejected the null:
H0: Same number of undergraduate and graduate students would like the ability to optout of mass emails.
And confirmed the alternative:
HA: Different number of undergraduate and graduate students would like the ability to
opt-out of mass emails.
The mean for undergraduate students was 1.20, the mean for graduate students 1.10.
Coding:
1 = yes
2 = no
Conclusion - This leads us to the result that more graduate students would like the ability to
customize the SHU portal to better suit their needs.
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Tested Hypothesis: (Construct 3 – Mobile Access)
Hypothesis #12 - The younger a student is, the more likely he/she has tried to access the portal
via a mobile device.
H0: Same distribution of attempts to access the SHU portal from a mobile device between
all age groups.
HA: Different distribution of attempts to access the SHU portal from a mobile device
between all age groups.

Conclusion - The p test shows with a p value of .537 that the difference in the mean is not
statistically significant. In addition, the means are very close to each other. We refused to reject
the null and found no correlation between age and the attempt to access the SHU portal from a
mobile device.

Hypothesis #13 - More undergraduate than graduate students would use the mobile app, if there
was one.
H0: Same number of students would use mobile app between undergraduate and graduate
students.
HA: Different number of students would use mobile app between undergraduate and
graduate students.
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The p test shows with a p value of .568 that the difference in the
means is not statistically significant. However, is has to be
considered that the number of responses was very low number for
this particular question:

Amongst those who answered, the distribution is very high on maybe, as shown in the table
below.

We counted the maybes as no, which leads to the conclusion that neither graduate nor
undergraduate students would really use the app, or want to.
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To compare, we also asked who would download the app, and found the same results, as shown
in the two tables below.

Hypothesis #14 - More undergraduate students are familiar with the Ellucian Go app than
graduate students.
H0: Same number of students are familiar with the Ellucian Go App between
undergraduate and graduate students.
HA: Different number of students are familiar with the Ellucian Go App between
undergraduate and graduate students.
Number of students that are familiar with the Ellucian Go App 

* Only 10 respondents were familiar with the Ellucian Go App.

Page 28 of 41

Conclusion - The p test shows that with a p value of .880 the difference is not statistically
significant. In addition, the means are very close to each other. Based on the p test, we had to
refuse to reject the null.
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Hypothesis #15 - Students who use mobile devices more frequently are more successful in the
attempt to access the SHU portal with a mobile device.
H0: Same number of students are successful with the mobile login between frequent and
less frequent mobile users.
HA: Different number of students are successful with the mobile login between frequent
and less frequent mobile users.

Conclusion - The p
test shows that with
a p value of .822
there is no
correlation between
the frequency of use
of a smart phone
and the success
when logging on to
the SHU portal. We
had to refuse to
reject the null and
found no
correlation.

Hypothesis #16 - The most important ranked function for a mobile app (if there was one) for
graduate students is different for undergraduates.
H0: Same functions ranked as important
for a mobile app between
undergraduate and graduate
students.
HA: Different functions
ranked as important for a
mobile app between
undergraduate and graduate
students.
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Based on the coding, we were not able to conduct a complete analysis. However, we found that
even though most students did not seem to have an interest in downloading or using a mobile app
for Sacred Heart, they would be interested in using the functions of it. We concluded that, for an
unknown reason, the prior question was not understood right or skipped in the questionnaire for
other reasons.
Looking at the graph above showing the distribution between graduate and undergraduate
students and which functions they would use in a mobile app, we found that because of the fact
that more undergraduates answered question, we could not test our hypothesis. However, what
we did find was that the three main components for the app should be the ability to check grades
(which Ellucian Go does provide), to send and check emails (which is not currently a function of
Ellucian Go) and to register for classes (which also is not possibly with Ellucian Go).
The table below show the exact frequencies for all five functions.
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Discussion of Results
As mentioned in our research method, our questions were formulated based upon our
initial findings from the qualitative study. We specifically crafted our quantitative questions to
further our findings from our qualitative report. In general, most of our believed hypotheses
proved to be incorrect. Our belief that there would be a high level of dissatisfaction and user
confusion proved to be generally incorrect across the board.

One of the main outcomes from our findings was the correlation between education and
satisfaction. We found that those students who used the portal with a high frequency of usage,
thus self-educating, and those that attended some type of portal training exhibited a high degree
of satisfaction. Those that were infrequent users or who did not receive some form of training or
orientation to the portal had a lower rate of satisfaction. That said, one of our primary
recommendations was to enhance the portal education strategy to train more students and
enhance overall satisfaction.

Another area that offered unexpected findings was the lack of variance in satisfaction
between age (undergraduate v graduate) and gender. In general, across many hypotheses, where
we thought that there would response variances between different, defined groups, we found that
the variance was insignificant, if there were a variance at all. Generally, all students, regardless
of age or gender had a similar experience and level of satisfaction. Given this, we cannot
recommend that any customized work to adjust the view of the portal for undergraduate vs
graduate should be undertaken.
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The research group who took on this specific topic had such strong negative feelings
about the SHU portal experience. It was this shared opinion that drove us to choose this topic for
our research studies. That said, we were most surprised to find that there was a general apathy to
the portal. Across ages and genders, the satisfaction didn’t vary and was mostly neutral. There
wasn’t any significant interest in changing or customizing the portal nor was there any expressed
interest in increasing access to the portal via mobile. These findings have lead us to finally
conclude that investing financial or technical resources in updating the portal would not be wise.
We can advise, however, that educating on the existing portal would be the best course of action
for maintaining or enhancing the portal experience.
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Appendix:
“My SHU Portal” Survey flow & guide
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Qualitative Survey Questions:
1. How often do you use the SHU portal?
2. Do you feel the portal and its functions are easy to use/navigate in order to get things
done?
3. What do you find useful/not so useful?
4. Which functions of My SHU do you use most frequently?
5. Are you familiar with the following functions? WebAdvisor; Black Board; Kronos;
Office (email); SHU Square
6. How often do you use other mediums outside of the services offered through the SHU
portal (text, alternate email) to communicate with students/faculty?
7. Do you ever use any of the following functions? Academics, Athletics, Campus Life,
Finances, Jobs, My Account, Social Network, and Student Services
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8. How often do you participate and act upon extra-curricular activities you hear about
through the SHU portal, like Student Surveys, Newsletters, Sporting events, Career fairs,
Lectures, etc.?
9. If you have attended other universities before that utilized an e-learning platform, how
would you compare My SHU to the other online learning platforms you have used
before?
10. What do you think about the design and/or layout of the platform?
11. If there was 1 to 2 things that you could change about the design/layout/function of the
SHU portal what would it be?
12. Would you add and/or delete any features?
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