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Journey Maps

“Diagrams that visualize
the actions, thoughts and feelings
of a person or group

over time.”
(K. Bodine)



| MEDIA & DESIGN

Student Journey M

Prospective Undergraduate Timeline

PS

FH

JOANNEUM

University of Applied Sciences

Phase Awareness Considerati Tacth Ad & Intent Apply In limbo Accep Evaluation 2 Purct Point Pre-Arrival Pioneer Pride Loyalty
Curcsty Goming Escomont Brand ambassadr Gommg soal Phow Brctod Prasitie Inratmeont Exctod Conbdost foe—
Possbibiy Mok Sl Lt Foous cnchokns Koalty T foe somo un Honosd Voo Propost.on Rght Choicn f— Evetod Contxhont
[ Fisamaol Reolty anaton Growang Aree cl choie [r— Porvcas Propeared Moo abrakos
User Becbomwnl Stroun :w Con kst
Emotions c
Campus VISIT | : Moo critical to Apply docision VISIT 2 : Holp 1n School Choios VISIT 3: Owontotion > Coduaton
Visit
High School = A
Age Sophomore (15 / 16 yrs) Junior (16/17 yrs) Senior (17/18 yrs) DU Freshman (18/19 yrs)
SEP 1AH TUNE sEP AN TUNE sep AN JUNE s
T [ H [ T l [ I ] T I T____.____' ______ )
|
Timeline
l l l l Lysen l ‘
PEAT EAT1 NOW | Sperg AN 1S FASTA MAY 1 & Summor Mok
Student Mamos AT Early Docision 1/ SATZ/ Bogpubas Docision | Fcl Dopost 1%
Action Fobousod Loy Ation | ACT 2 Eanly Doncision 1| e
Appboation Dua Apphontion Diso
REAT Spocialty DEC 15 FEB 1 MARCHS APRILZ
Hamon Juror ED1/EAI €35 Mo ol Foguilor Dotsion [ Vet bt
Contact Rolocasod Progsme Aoptod A 2 s foouptanco
Fokasest + Do Robocanixd
Mot § Fokoasd MARCH 15
Masti $ FAFSA Fnancal Ad

!IDJTIEH ts

I 1. Intreduction 2. Support

S.Digitnl Tour 4. Schedule Visit 5. Resca

6. Apply _Essuy

7. Submit Application

itted d
: . 9. Selection

Pl baumod] Poschots.
fovand §

10. D_cposn

11. Pre-Arrival 12,

13, Gruduale 14. Alumni +
Dcaan:m

Transfer to
eer Web

(rTOT “49%029)

L 1L
e I ; | — e —
Concepling
Stages | Tacuby owvarch Paroris Toouly Toreria Paroria | [Akomes Prionda &
Storyboards Dooss

ISy




| MEDIA & DESIGN FH |JOANNEUM

University of Applied Sciences

Warum Student Journey Maps?

e Ermoglicht Bildungseinrichtungen, einzigartige Einblicke aus der
Perspektive ihrer wichtigsten Zielgruppe zu gewinnen (“in den
Schuhen der Nutzerlnnen wandern”)

e Empathisches Verstandnis ihrer Bedirfnisse und Herausforderungen

® Sind nicht nur ein “Inventar von Interaktionspunkten”, sondern
offenbaren auch die Motivation und die Einstellung der Studierenden

(Rains, 2018; Kalbach, 2016)
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Applicant User Journey

e Empathy Mapping/Proto-Personas
e User Journey fir Bewerberlnnen (intern/extern)
e Benutzerfreundlichkeit testen

e (Content der einzelnen Interaktionspunkte analysieren und
optimieren)
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Persona

Lisa Lang

The External Applicant

b I want to study again to advanee
my career. yy

Profile

Education: MA

further

aintance

Lisa’s Story

Lisa has been working in a level B role since graduating from university a few years ago.
Generally, she is satisfied with her current position but she is afraid that she could be
passed over for promotion in future. However, she is also thinking about starting a family
and is unsure if it is a good time to return to university. Additionally, she is concerned that
her income would be reduced. Thus, if she decides to study again, it would have to be at a
wark-friendly or part-time degree programme. Therefore, the information provided on the
website must be convincing. Additionally, it must be easy to find and quickly accessible as
she does not want to spend too much time on research besides her work.

Goals Pain Points

- To determine if she should - Balance partner/family with
advance her career studies

» To do research efficiently - Possible pre-requisite

- To explore other careers coursesirequirements

- Toimprove career prospects - Financial loss

- To find a work-friendly or part- - Missing information
time degree programme - Presence limes

- MA + Website that is not intuitive

Ideal Experience

FH

JOANNEUM

University of Applied Sciences
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Analysephase

Durchsicht vorhandener Informationen:

e Evaluierungen

e E-Mails

e Social Media

e Marktforschung

e Gesammeltes Feedback von Studierenden
o

(Kalbach, 2016)
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Analysephase

Stakeholder Interviews

User Testing

Interviews innerhalb der Organisation (mit offenen Fragen)
Feldforschung

Workshop

(Kalbach, 2016)
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Student Journey Workshop
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Students Journey Workshop
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Touchpoints
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Empfehlungen / Learnings

e Student Journey Maps als iterativer Prozess, bei dem

@)

@)
@)
@)

Bedurfnisse erkannt,
Strategien entwickelt und umgesetzt,
ihre Auswirkungen gemessen und

von neuem begonnen wird, um weitere Verbesserungen
vorzunehmen.

e Student Journey Maps als Treiber fir die Entwicklung von User

Stones (Becker, 2014; Behance, 2014)
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