ual.adamgbanks.co.uk

Report for UAL Internal Technology
Team:

Meeting Spaces and Technology User
Feedback

This report synthesises feedback from five UAL administrative staff
members regarding their experiences with meeting rooms, booking
systems, meeting room technology, and Microsoft Teams.

The aim is to highlight key areas for improvement to inform future
development and renovation efforts.

1. Meeting Rooms (Physical Spaces & Availability)

Lack of Availability (perceived or actual)

Despite the number of rooms, users frequently struggle to find available
spaces, particularly on busy days like Tuesdays, Wednesdays, and
Thursdays. This is often attributed to booking practices rather than an
actual shortage of rooms.

"If we walked around now, | guarantee you you will find four or five rooms
that have been booked that are not being used."
(Participant 1, 3m 49s)

"People moan that there's not enough meeting rooms. But this
fundamentally, it's about how they're being used. Someone will say, can you
book this? Because I'm doing that. And they won't tell their PA that they've
actually cancelled the meeting or it's been rescheduled. So the room just
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sits there, you know, and no one else can book it."
(Participant 1, 4m 9s)

"The biggest criticism we get is not enough meeting room space. There is.
We don't do it on Monday, we don't do it on Friday. And people book rooms,
don't use them. But that's it."

(Participant 1, 30m 17s)

"Trying to book a meeting room, you just have to do it quite a bit in
advance. But if you've got an impromptu meeting, it's very difficult to find
space these days."

(Participant 5, 2m 12s)

Acoustics and Soundproofing

There are significant issues with sound quality and leakage in many
meeting rooms, particularly those with glass walls.This impacts the quality
of meetings and confidentiality.

"Some of the rooms. No, because I'm in Here, there's one on the fifth floor
and it's quite a long room and you've got. So you got the unit and you've got
obviously the TV at the end of the camera, but there's glass on one side,
windows on the other. So the sounds, it sounds very sort of hollow, very
tinny."

(Participant 1, 21m 10s)

"The acoustics aren't great because. Purely because it's glass, you know, it's
a thin room, you've got glass on the side.’
(Participant 1, 22m 32s)

"l think some of the rooms need to be soundproofed better. Especially on
fourth floor. There's not a lot of soundproofing between those rooms."
(Participant 3, 18m 33s)

Room Design & Furniture

Users expressed a desire for larger rooms to accommodate big meetings
and adaptable furniture that can be easily rearranged for different session
formats.
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"One of the complaints, some of the feedback we get is that there are some
meetings that are massive and there aren't enough rooms that can
accommodate that."

(Participant 1, 24m 37s)

"Desks that are easy to move. Sometimes they're just not. And often
different facilitators want different things. Like some people want to have
those different separate desks with like three or four chairs around them.
Sometimes people want them all together. Sometimes people don't want
desks at all, they just want a circle of chairs. So things are really easy to
move."

(Participant 2, 28m 1s)

Booths and Pods: There is a critical shortage of functional private booths
and pods for individual or small-group calls, which often impacts staff's
decision to come into the office. Many existing pods are reportedly faulty,
lacking working air conditioning, lights, or power sockets.

"The lack of meeting rooms and particularly the lack of booths and pods
really does impact people's behavior. And when they come in or not, you'll
often hear people be like, oh, | was going to come in that. | was going to be
in a bubble pod all day. So because they were team, back to back teams
calls, they're not that inspiring to be in all day. There's just not enough of
them.'

(Participant 4, 3m 59s)

"Nearly all of them. The air con fan system doesn't work, so they get very
warm after a while. Half of the lights don't work, half of the power sockets
often don't work."

(Participant 4, 5m 11s)

"People hate using the standing booths. Yes. It kind of makes sense to
have another couple on the night floor if people quickly want to just quickly
take a call when they're working up there for example. But yeah, people
would way way rather remove them and have sit down booths.’
(Participant 4, 25m 37s)
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"The trouble is if people use the pods, some people who come into the
office will use the pods as a desk."
(Participant 5, 11m 36s)

2. Room Booking Systems

Inconsistency and Fragmentation

Users report a fragmented booking landscape with multiple, disparate
systems (Matrix, ?Cell CAT?, direct emails to college timetabling teams).
This leads to confusion and inefficiency.

"The problem is that there's a lot of like separate moving parts. It's not all
brought onto one system. So even when you're trying to book. So for
example, if you're booking a room here, you do it by this website called
Matrix. But then if you do it one of the different colleges, there's different
emails for all the different colleges, the different timetabling services, but
then can't book the college rooms yourself, you have to contact someone."
(Participant 2, 8m 55s)

"Not all meeting rooms are on Matrix, so that's where it gets a bit
confusing. You're having to like message individual teams to try and get
them booked."

(Participant 3, 3m 47s)

"It's a pain availability booking it itself if it's available, not too bad. But if you
have any problems with the matrix system, the tech support is non
existent."

(Participant 4, 8m 34s)

"We ended up with. | think we ended up with a lecture theatre and another
big room. | can't really remember, | don't know, | don't think it was Chelsea.
But smaller breakout rooms where you want to go and do workshops, so
that people aren't just sitting listening to people the whole time in the
lecture theatre, because people switch off after a while. So that's why they
try and organise breakout sessions, you know, workshops and things. We


https://ual-research-82m2.dovetail.com/p/XI9qFL4bmIgg
https://ual-research-82m2.dovetail.com/p/88k9uv3MAGLn
https://ual-research-82m2.dovetail.com/p/FW7VGHUpTy3E
https://ual-research-82m2.dovetail.com/p/IyfeFBavUUVO

just couldn't get small spaces.”
(Participant 5, 19m 57s)

Lack of Information & Visibility

Staff struggle to find basic information about rooms (e.g., photos,
accessibility details, available resources like flip chart paper, room
capacity) and who to contact for rooms not listed on central systems.

"There's a bit of a lack of understanding what's actually available at the
different colleges because you kind of email them and they might ask you
what your room you want because you don't know that college.
(Participant 2, 10m 22s)

"There's no, like, clear descriptions of the rooms being like, oh, this is
accessible school by lift, or like X, Y and Z. And there's also not clear sort of
descriptions to what's in the room. So you might like email be like, oh, we
need some flip chart paper. And they're, oh, you can't. We haven't got that.
We don't offer that as a college. You have to organize yourself."

(Participant 2, 11m 15s)

"I don't find ?cellcat? very easy to use."
(Participant 3, 20m 25s)

"Even if there was just like information on there about. About rooms that
you maybe can't book on Matrix, but they still had information about, like,
you know, this is. Here's a room, here's the capacity, etc. If you want to book
this, this is who you contact. Just there's a bit more visibility about rooms.
What rooms are actually there actually are in Holburn."

(Participant 3, 20m 52s)

Booking Practices

The issue of rooms being booked but not used is a significant problem,
leading to artificial scarcity. Attempts to implement automatic release
systems have failed or created new issues.

"I know one time there was. There was some talk about having it. So you.
There'd be a, like an iPad probably outside screen and you yeah, you know.
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You know, you basically, when you come in for your booking, you sign in.
And if you don't sign in, then it releases the booking, which is great to a
point. But if you forget to sign in and then someone else books the room,
you've then got two groups of people both claiming they booked the room
together.”

(Participant 1, 4m 55s)

"This new system whereby you have to literally log in to start the meeting
through something on the door. And | think there was something on the
table. She hadn't done that. She didn't realise it was brand new and the
room thought, oh, you haven't turned up. So cancelled the meeting because
she was actually using her laptop, not the main screen and somebody else
booked the room."

(Participant 5, 7m 50s)

"It's just frustrating when people book a room, don't cancel it because
they're not using it. And then you, you don't realize and you think, well, | can
see the room's empty."

(Participant 5, 9m 28s)

System Reliability & Support

While Matrix is generally functional, it had significant "teething problems”
upon rollout. Crucially, there's a perceived lack of clear technical support for
the booking system itself.

"If you have any problems with the matrix system, the tech support is non
existent."
(Participant 4, 8m 34s)

"No one really knows who to go to for support. Like back end on that
anytime everyone was like oh that's actually wrong, we need to get the map
updated or something like that. Just there wasn't anyone responsible so |
don't know who it is now but.’

(Participant 4, 8m 575s)
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"I don't know whether Matrix is one of the best systems. | mean there was a
lot of grumbling about it because it had quite a few teething problems.”
(Participant 5, 21m 37s)

3. Meeting Room Technology

Technical Glitches

Users report frequent technical issues with meeting room equipment,
including screens freezing, connectivity problems, and particularly issues
with sound and microphones.

"There's often issues with the sound, actually, especially with hybrid
meetings where you're trying to get everyone dial people in and then the
sound just doesn't work or they can hear you, you can't hear them and that
kind of thing."

(Participant 2, 18m 7s)

"I did have a message on what day was it? It must have been last Thursday,
| think, because in 704 we had digital board booked in there and my
colleague turned up early, which was good to set up the presentation and
none of the screen or anything wasn't working, so they had to get
somebody to come have a look at it."

(Participant 3, 7m 25s)

"They are finding there's microphone issues with connecting on these big
screens and. And people. | can't remember what way around it was. They
can hear people, but people can't hear them using these things."
(Participant 4, 20m 15s)

"We have had other problems and there were times when we were in a
crackingly long meeting, it was two hour meeting and all of a sudden it just
froze and | don't know whether luckily it's still recorded. So I've got the
meeting recorded in the room, but literally the people who were online
somehow got kicked out and we got them back in again. But it's a bit of a
panic, it's just trying to get them back in."

(Participant 5, 18m 45s)
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Inconsistent Equipment
While not referenced as a major issue for users, the mix of Crestron and
Yealink systems presents a challenge for the IT support team.

"We have a mixture of Crestron and Yealink. So it's still teams but with
different kit in there, which does tend to throw people a little bit."
(Participant 1, 13m 57s)

"From a support point of view, my guys have to know how to deal with all of
these different things. And so we need schematics and we need to know,
you know, so it's not the same in there. There's a sound bar rather than
speakers. There's this, there's that, and it's. So for an end user, not a
massive issue because they see a screen and it's got the change. So it
doesn't really matter how, you know, what equipment looks like. They've got
a big screen and they've got a small screen and they look the same as, you
know, it's teams. If we had a mixture of teams and zoom for argument's
sake or something like that, then that would get very confusing because
then, you know, that's a different interface. It's more of a support issue than
it is an issue for users, | think, to be honest."

(Participant 1, 16m 48s)

Missing Accessories
Adapters and other necessary cables are often missing from meeting
rooms, requiring users to bring their own or to scramble to find them.

"The other thing on these is. | mean | know that they didn't have put the
adapters on because it's all went missing. So | have with my laptop bag. |
carry them. I've got lend them out and then get them back. But obviously a
lot of people don't have these anymore. Particularly Mac users.”
(Participant 4, 21m 55s)

"Everyone has their own HDMI adapter. Yes. Or all runs around like E1 five
minutes before a meeting."
(Participant 4, 22m 32s)

IT Support for Room Technology
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While IT support is available, response times for issues with meeting room
technology can be slow, sometimes forcing users to implement
workarounds or book backup rooms for important meetings.

"There has been instances where I've done that and the person that I'VE got
help from has been, oh, you have to log it with it and call help desk and log
it first. And it's like, well, haven't we got time? It's about to startin 10
minutes. There's a bit of time pressure, so that creates a bit of stress."
(Participant 2, 7m 31s)

"I reported to. | reported it to IT Service desk. Now, the only problem with
that is, is how long their task list is and if they can get in there to fix it. |
think we were two or three weeks before they could get in to fix it, so we
had to keep doing it because | don't continuously book that particular
room."

(Participant 5, 6m 45s)

"l always, | think for me, when it comes to kind of those big, quite important
meetings, the whole idea of booking backup rooms is just. I've always done
that, even before | worked at ual, when | worked at previous universities, |
just always book it back up room just in case.’

(Participant 3, 12m 1s)

4. Microsoft Teams

User Experience (General)

While generally viewed as functional, some users find that using Teams in a
dedicated room system can be less immediate or “clunky” to set up
compared to using it directly on a laptop.

"Laptops, obviously a lot quicker. Whenever you do teams calls on these,
there's usually like, you know, you might have to adjust the sound or mute
something."

(Participant 3, 16m 19s)
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"I mean, it's obviously just a different atmosphere when you've got some
people in the room. You've got loads of people that you can't really see in
that tiny little screen. That's. That's just a teams thing."

(Participant 2, 19m 56s)

"If it's hybrid, it is much more difficult because we have tried to do that with.
If you're doing something like a senior management forum, you've got
people in the room and people who can't come, but they want to join the
meeting is very difficult.”

(Participant 5, 18m 44s)

"I think hybrid is brilliant, but it's still. It's a bit clunky, if you know what |
mean."
(Participant 5, 19m 51s)

Hybrid Meeting Dynamics

In hybrid meetings, there's a noted tendency for participants in the physical
room to dominate the conversation, leading to online attendees feeling "left
out" or less able to engage spontaneously.

"l find that a little bit, yeah. But again, | don't know if that's my personal kind
of way of talking to people, but. Yeah, but it just depends on what needs to
be discussed about meeting, | guess, and how many people as well.
Especially if there's like 25 plus people..."

(Participant 2, 24m 10s)

"l think if there's mainly people in the room, people struggle. If it's not the
lead on the screen, | think those people probably feel a bit left out because
there's little small comments that are made like you know, make to each
other. It depends on the style of meeting."

(Participant 4, 26m 44s)

"When we have the building user group, that's a good example. If everyone
sat around the table, those people generally have the conversation and then
the other people just pipe in when they've got something to say rather than
it being more ad hoc conversation. Whereas if everyone's online everyone
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pipes in the right amount, the same amount of ad hoc."
(Participant 4, 27m 14s)

"For a start, they can't join in the physical activities. So that makes it very.
You know, it's great that they join in for the discussion, but they can't join for
the. If they've got physical activities in it."

(Participant 5, 19m 2s)
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