
Benchmarking of Services in IISc – 2009

Introduction

Hello and welcome to this year’s edition of Benchmarking! For those of you who tuned in late,
Benchmarking was a concept that the Voices Team set rolling almost an year ago, the aim being
to rate the various services available to the students on campus on various parameters, the notable
ones being satisfaction and frequency of utilization. A few changes were made this time from the
last year, various services being grouped based on similarity of nature and with additional questions
designed to gauge the reaction of the public to the Centenary Celebrations in the Institute.

The survey, hosted by www.kwiksurveys.com was opened to the public for a week from 6th to
13th March, 2009. Broadcast mails were sent out and posters put up at the most visible locations
across campus, encouraging people to participate in the survey. Which brings us to our only grouse,
that only around 197 people participated in the survey, which at a rough estimate is approximately
10% − 20% of the Institute’s student population. For those of you who didn’t participate in the
survey, (and are reading this), we’d really like to know how we could have attracted your attention
better. Like we said last year, we intended to make the surveys an annual feature and we have. It
is for this reason that we ask you for your feedback, for we would really like to reach a much larger
audience the next time around. And for those of you who did take the time out to do the survey, a
big Thank You shout goes out to all of you and may the Gods of Research grant you your degrees
that little bit faster! (which in itself is a good enough reason to look out for the next edition of
Benchmarking or beg for a reopening of this year’s survey!) In percentage terms, the number of
people we have reached this year is almost the same as last year, which is neither a good nor a bad
thing.

As mentioned in the preceding lines, a few changes were made in the format of the survey from
the previous year with similar services being grouped together; this means that all the cafeterias on
campus were rated against each other rather than myriad comparisons against all other services on
campus such as the banks and the Admin offices, etc.; which in turn find themselves in leagues of
their own. Additionally, a few services which had been inadvertently overlooked last time such as
the tailor-shop, the general computing facility in SERC, etc. have been incorporated this time.

The respondents in a nutshell

The survey this year elicited 197 responses across the campus over a span of a week. A graphical
representation of the classification of the respondents is as shown in Figure 1(a). A heartening fact
was that this time we managed to reach different people on campus, including Project Assistants,
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Project Associates, Research Associates, Post-Docs, Alumni and even Faculty! The acceptance of
our endeavour by people outside the immediate focus of the target audience is a matter of pride
and gives us new directions to work on the next time, possibly with more questions or sections
focusing on the services more relevant to the lives of these respondents in addition to the usual
student-centered services. Once again, we request your feedback for the same.

Figure 1: (a) Break-up of respondents based on course registered for (b) Duration of residence of
respondents

Profiling based on the course registered for
Among the student respondents, as we saw last year, the greatest number of people were from
among the Ph.D. candidates enrolled in the engineering faculties with 31% of the participants
coming from this group. These were closely followed by the Ph.D. candidates from the science
faculties, the exact percentage being 24%. These are then followed by the M.E. students, the
M.Sc. students, the Integrated Ph.D. students, the M.Tech. students and the M.Des. students in
decreasing order of number of participants with the M.B.A. students bringing up the rear with 4%
of the respondents.

Profiling based on the duration of residence
In accordance with the above data, the largest number of all respondents turned out to have spent
between 1 and 2 years in the Institute. This is an interesting outcome considering the fact that
last year’s responses to the same question indicate a median duration of residence between 2 and 3
years. The complete display of the results to this query is as shown in Figure 1(b).

Overall results

Before we plunge into the nitty-gritties of all the results that we obtained, we present a macro-
scopic view. One of the queries in the survey asked the respondents to rate the quality of services in
IISc in general on a 5-point scale, with 1 being the worst rating while 5 represented the highest. The
average answer to this question was an Average rating with the mean numerical rating turning
out to be 2.964. These results are shown graphically in the Figure 2.

Detailed exposition of Results

In this section we describe our methodology to analyze your responses which is then followed by
the actual results.
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Methodology
The survey, as we offered it, presented a list of various services to the respondents, classified based
on the nature of the service. The participants were expected to rate how frequently they made
use of a particular service and were then asked to quantify the degree of satisfaction they derived.
While quantification of something like satisfaction is a hazy topic, the fact that each participant
had to rate all the services is cited to validate the credibility of the results.

Figure 2: Overall rating

The data from the survey was then converted into numerical ratings based on the answers to
both the questions by a simple algorithm. We gave a numerical value (E.g. 4 for Excellent, 0 for
Very Poor and so on) to all the options in the survey questionnaire. Thereafter, using this index we
computed a weighted average for each of the services. The computation did not include the people
who did not evaluate that particular service. Then, we scaled the number to 100 to get the rating
which has been used as the metric to evaluate services throughout this section.

To present the results in a more readable form, we resort to a star-based system with each service
being awarded stars on the basis of the numerical ratings, comparisons being made meaningfully
within each group of services. 5-star (*****) rating means Excellent, 3-star (***) rating means
Average and 1-star (*) rating means Very Poor. The Star Ratings of all services is given in the
Table on the next page.

Note from the Star Ratings Table that none of the services were rated Excellent or Very Poor.
Services like Tea Board, F&H Coffee Shop and Estate Office really need improvement. 3-star
services have a lot of scope for improvement and 4-star services should strive hard to reach the
coveted 5-star spot.
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Star Ratings of All Services.

None *****

Tata Book House ****
Campus Xerox centre (TMC) ****
Campus Xerox centre (TBH) ****

State Bank of India ****
Gymkhana ****

Health Centre ****
JRD Tata Memorial Library ****
SERC (Computing Facility) ****

Hostel Mess ****
Juice Centre ****

Medical Store ****
Stationary store ****

Jaybee Travel Agency ****
Watch Repair Shop ****

Tailor shop ***
Thomas Cook Travel Agency ***

Varsha Travels ***
Faculty Club ***

Gym Cafe ***
Kabini canteen ***
CEDT canteen ***

Nesara ***
Cycle repair shop ***

Grocery shop ***
Hair Saloon ***

Janata Bazaar ***
Laundry service ***

Canara Bank ***
Academic Section ***
Admission section ***

Alumni Association ***
Complaints cell ***

Foreign travel grant section ***
Scholarship Section ***

Hostel Accomodation (regular) ***
Guest Accomodation ***

Placement Cell ***
Schemes Section ***
Security Services ***

Students’ Council ***

Campus Development Centre (Estate office) **
Fresh and Honest **

Tea Board **

None *

Analysis based on frequency of access
Each of the services included in this year’s survey, after classification, was rated on the basis of
frequency of access and the satisfaction levels. Following the methodology in the previous paragraph,
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the survey results to this question were converted to numerical scores for each of the services on a
scale of 100, with 100 being the most frequent and 0 being the least frequent. The classification of
results was as shown in Table 1.

Numerical score Rating

Greater than 90 Highly Frequent
70-90 Frequent
50-70 Often
30-50 On-a-need-basis
10-30 Occasional

Less than 10 Rarely

Table 1: Frequency rating

Interestingly, food appears to be the one thing that’s topmost on every research student’s mind
(Figure 3(a)) since the top 5 spots in the most accessed list were bagged by the various cafeterias on
campus with the Hostel Messes coming out on top with an Access Index in excess of 94 points,
followed closely by the Tea-and-coffee-Kiosk. The two services are the only ones which have
been rated as being visited Highly Frequently by the respondents. The ones making up the rest of
the top 5 are the Juice centre, Kabini canteen and Gym Cafe. What is interesting is that Nesara
makes an appearance only at number 10; apparently the attractions of better hygiene and ambience
have not been able to offset the higher prices. The F&H coffee-shop and the CEDT canteen appear
much lower down the scale, being used only When Necessary, going by the rating-scale.

The other honourable-mentions on this list go to State Bank of India, which comes in sixth
by a whisker (obviously Academia seems to be a good place to be now with the current global
economic climate being what it is, judging by how often the students appear to be visiting the bank
and the ATM!). Tata Book House, the Gymkhana and the JRD Tata Memorial Library have also
been ranked as being visited highly frequently by the students which suggests that the students
seem to be as serious about staying in shape as they are about studying and working!

The various Admin offices seem to be among the least frequently used services with Schemes
section, Placement section, Student Council and Foreign Travel section appearing near
the bottom of the list as is evident from Figure 4(b). What is worth some introspection is that in
spite of the existence of wide-ranging problems that have been plaguing the student body at large
over the last year, the Student council ranks at seventh from the bottom on the Frequency of Access
ranking. The bottom of the list is taken up by Thomas Cook Travel Agency. The above results, in
a tabular form are as shown in Table 2.

Analysis based on Satisfaction Index
Again, as in the foregoing sections, an identical method was followed here as well in order to obtain
numerical scores for the satisfaction levels derived from each of the services utilized. While we make
a brief discussion of all the results together here, following the cue from the survey where services of
a similar nature were grouped together, the graphical results showing both the Frequency of Access
and the Satisfaction Index on a 100-point scale have also been accordingly organized.

In order to put things in perspective, the following Table (3) lists the rating scale we used while
classifying services as good or bad, etc.
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Most-used services Least-used services

Hostel Mess Thomas cook travel agency
Tea-board Foreign travel grant section

Juice-centre Estate office
Kabini canteen Alumni Association

Gym cafe Jaybee travels

Table 2: The top and bottom of the Frequency of Access list

Numerical score Rating

Greater than 87.5 Excellent
62.5 - 87.5 Good
37.5 - 62.5 Average
12.5 - 37.5 Poor
0 - 12.5 Very poor

Table 3: Satisfaction index

The results to this part of the survey threw up some fairly interesting results which one may
even go on to call paradoxical. In reasonable coherence with the Frequency of Access results were
the facts that Tata Book House and the Juice Centre came out on top, with neither getting an
Excellent score however but being Good nonetheless. Coming up next was the General Computing
Facility in SERC which also scored almost as well the former two. The Frequency of Access to
SERC was not very high (bordering on the Need-based), but this can probably be attributed to the
nature of research being carried out by the students, not all of which warrants the use of heavy
computational facilities. The JRD Tata Memorial Library, the Campus Xerox centre (near TBH)
and the Campus Xerox Centre (near TMC) were close finishers too, with near-identical scores as is
visible from the Figure 3(b).

Near the end of the list are the Guest accommodation, Schemes section, the Cycle
Repair Shop, Varsha Travels, the Campus Development Centre (Estate Office) and the
F&H coffee shop. And now for the paradoxical part. Right at the very bottom of the list, firmly
in the Poor category as rated by us, is Tea-board; which ranks almost at the top in terms of
number of footfalls. Paradoxical is probably not the right word here, ironical is. That a place
which ranks at the bottom in terms of satisfaction but is on top in terms of Frequency of Access on
account of Location and Convenience and lack of other viable options (speculation) is something
that is definitely worth pondering over. And begs the question that what exactly went wrong in the
process of setting up a feedback-form system and drop-box at Tea Board last year for customers to
vent their grievances after repeated complaints to the Management. Incidentally, last year’s results
show that Tea-board was the highest ranked service in all of IISc on the basis of Satisfaction levels.
This can probably be accounted for by the fact that it was almost the only place last year that
would serve a person late into the night but the drastic or almost calamitous drop from last year
still needs to be explained.

The management however has reason to smile with the Health Centre and the Hostel Messes
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Figure 3: (a) Rating of eatouts (b) Rating of miscellaneous services.

Figure 4: (a) Rating of general services (b) Rating of administrative services
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sitting on the Average-Good fence at positions 12 and 14 respectively. The other intuitive results
are services like the Gymkhana and SBI appearing just outside the top 5 or 6 positions, a fact which
is borne out by their relatively high Frequency of Access ratings. The top and bottom of the list
are as shown in the Table 4.

Subjective query results

The questions in this section asked the participants to share their views on some topics which
cannot be answered on a Yes-No or a quantitative scale, such as ’Why do Ph.D.s take more time
in IISc?’, ’Why are some services doing better than the rest?’ and ’How can students’ problems in
IISc be solved?’ and ’How can students contribute to improving the services?’, etc. Given a free
rein, the answers to these queries ranged from idealistic to thoughtful to downright cynical!

To the question of why the duration of a Ph.D. degree in IISc seems to be much longer than
elsewhere, the students were unanimous (almost 32%) in placing the blame on the fact that most
students are unable to define their thesis problem till the end of almost two years or even
later. About half that number felt that the lack of training on research methodology and issues
with supervisors (18% and 17%) were more to blame. Some of the other interesting answers to this
query that we received were ’Lack of motivation’, ’Over-enthusiasm of students’ and ’Inability to
ask the right questions’. As to the question on why some service-providers do a better job, people
said, ’Accountability to students’ and ’Service providers which care for students’ were responsible
for the same with some people, however, going as far as saying that ’Anything not related to IISc
management is fine.’ ! We reiterate at this point that the responses reproduced here are as obtained
and do not necessarily reflect the views of the Editorial board of Voices.

Towards solving of students’ issues, most students voted in favour of ’Peaceful discussions’ or
’Official/ written protests’ with a very small number in favour of agitations, etc. which on a jocular
note implies that the students who were a part of the protests a few months ago either made up
this 7% or were a part of the 80% of the population that we failed to reach! Towards this end
people were in favour of ’Open online processing of services’, ’Transparency’, ’Active supervision
by students and Student Council’, ’Students being included in the decision loop by representation’
and ’Half-yearly appraisals for officials’. As for the students’ role in this, the responses varied from
’Via Students’ council’, ’Forming of a committee headed by a younger Professor’, ’By holding more
protests’ to ’Students should focus on technical matters rather than wasting time on fixing non-
technical issues’, ’It cannot be done due to a lack of common opinion’ to the disillusioned ’The
system is as old as the Institute itself and will never change’. The most common answer to this was
that ’Students can make a difference since they form the largest community on campus’
which is indeed heartening.

Best services Worst services
Tata Book House Tea Board

Juice centre F&H coffee shop
SERC (General computing facility) Estate office

JRD Tata Memorial Library Varsha Travels
Campus Xerox Centre (near TBH) Schemes Section

Table 4: The top and bottom of the Satisfaction levels list
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A graphical display of some of the other results of these queries with the Frequency of Access
and Satisfaction levels plotted in tandem as shown earlier, based on the grouping of services, is as
appears in the Figures 4(a) and 4(b).

Service Access

Frequency

Hostel Mess 94.97
Tea Board 93.33

Juice Centre 88.75
Kabini canteen 81.26

Gym Cafe 80.73
State Bank of India 80.63

Tata Book House 80.20
Gymkhana 78.93

JRD Tata Memorial Library 78.21
Nesara 78.02

Campus Xerox centre (TMC) 74.03
Faculty Club 71.20

Cycle repair shop 68.54
SERC (Computing Facility) 56.47

Stationary store 56.06
Health Centre 54.21

Hair Saloon 51.93
Laundry service 50.88

Campus Xerox centre (TBH) 50
Hostel Accomodation (regular) 47.54

Medical Store 44.39
Academic Section 40.54

Grocery shop 40.42
Fresh and Honest 37.31

Janata Bazaar 34.21
CEDT canteen 30.43

Admission section 30.16
Canara Bank 29.57

Varsha Travels 29.42
Complaints cell 28.46

Tailor shop 25.36
Scholarship Section 21.97

Guest Accomodation 21.88
Security Services 21.09
Schemes Section 17.03
Placement Cell 15.02

Students’ Council 14.56
Watch Repair Shop 12.29

Jaybee Travel Agency 9.52
Alumni Association 8.85

Estate office 6.63
Foreign travel grant section 5.93

Thomas Cook Travel Agency 4.29

Service Satisfaction

Index

Tata Book House 76.83
Juice Centre 75.66

SERC (Computing Facility) 74.45
Campus Xerox centre (TBH) 72.51
JRD Tata Memorial Library 72.44

Campus Xerox centre (TMC) 71.38
Gymkhana 70.54

State Bank of India 69.33
Watch Repair Shop 68.83

Medical Store 67.76
Stationary store 63.63

Health Centre 63.41
Jaybee Travel Agency 63.23

Hostel Mess 63.23
Janata Bazaar 62.25

Nesara 61.90
CEDT canteen 61.01

Hair Saloon 60.66
Admission section 60.03

Laundry service 59.78
Placement Cell 59.25

Faculty Club 58.53
Kabini canteen 58.11

Canara Bank 57.55
Grocery shop 57.39

Alumni Association 57.35
Academic Section 55.06

Scholarship Section 53.22
Thomas Cook Travel Agency 53

Security Services 52.68
Foreign travel grant section 50.80

Tailor shop 50.23
Hostel Accomodation (regular) 50

Gym Cafe 49.29
Students’ Council 48.92

Complaints cell 45.87
Guest Accomodation 43.81

Cycle repair shop 42.16
Schemes Section 42.04

Varsha Travels 40.76
Estate office 36.84

Fresh and Honest 33.08
Tea Board 30.23
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Centenary section

And finally the last part of the survey, the Centenary section. The Institute began it’s Cente-
nary celebrations in the early part of the last year and the peak was the Centenary Conference
that was held in the middle of December, 2008. We asked the students how they felt about the
Centenary itself and what they took away from the celebrations. The answers to this reaffirmed
our faith in the students’ loyalty and love towards the Institute.

To the first question on what the centenary meant to them, almost an equal number voted for
the euphoric ’I feel extremely proud’ response and the more balanced option, ’It’s a good thing but
not such a big deal.’ Only a handful (7%) said that it didn’t matter at all since it didn’t have
any bearing on their work. To the second question on what the Celebrations meant to them, the
largest number (about 32%) felt that it was a great learning experience though slightly smaller
sections maintained that the organization could have been better and that students should have
been treated better. A very small number again, probably corresponding to the ones who chose the
last option to the previous query, did not attend the celebrations at all.

Conclusions

This brings us to the end of this year’s Benchmarking effort. We are extremely happy that the
endeavour kicked off last year could be continued into this year which was possible thanks to the
appreciation and support of you, the reader. Thank you for that. We also believe that while
this year’s version was probably better and more streamlined than last year’s, it could be a lot
better and possibly more relevant to a wider spectrum of respondents by incorporating more ques-
tions or a different angle. We invite your feedback for the same and all you have to do is mail
us as usual at voices.iisc@gmail.com with your suggestions/complaints/reservations/ apprecia-
tion(!)/doubts/ideas and we will definitely get back to you. Alternatively, all you have to do is
catch one of us on the road or in the hostel or at the messes and tell us what you think and your
voice will be duly conveyed to the rest of the Voices Team!

Signing off on this note, we thank you for your support and look forward to you continued in-
terest in the future.

Cheers!

Voices Team.

VOICES Team
Madhurima(MGMT) Editor-in-Chief, Arun(CSA) Working Editor,

Deepti(MRDG), Madhusudan(CHEMENG), Maneesh(MECHENG), Mukta(BIOCHEM),
Rupesh(CSA), Shyam(MGMT), Smrithi(MRDG), Srishti(ECE),

Sudhira(CES), Vinay(CEDT).
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