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Service Design – mapping the student journey 
 

 F2 
Stage  

Programme 
welcome 
session 

 
Faculty hosted 

central 
induction 

 
Academic 

counselling 

 
 

Target time 
 

 
Participants 

 
 
 
 
 
 
 
 
 
 
 

Tangible/ 
intangible 

evidence 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Line of visibility 

 
 
F1 
 

Programme 
leader, 

related staff 
 
 
 
 
 
 
 
 

Greeter, running 
of session, 

schedule of session, 
module choices, 

programme 
handbooks, 

appearance of staff, 
knowledge, 

attitude, 
visibility/access 

to staff 
 

 
 
 
 
 
 

Programme 
handbook, 

staff 
training/briefing 

 
 
 

Central services, 
ambassadors, 
programme 

leaders, 
Student Union, 

Student 
Experience Team 

 

 
 
 
Talks about services, 

such as library, 
careers office, 

campus tours, social 
inductions, attitude, 

knowledge, 
appearance of staff, 

visibility/access 
to staff 

 
 
 
 
 
 
 
 

 
Timetabling, 

rooming, 
staff rotas, 

student 
communication, 

staff training/briefing 

 
 
 
 

Programme 
leader, 

module leader, 
academic 
counsellor 

 
 
 
 
 
Completion of module 
selection, guidance on 

module choices, 
programme overview, 

qualification check, 
programmes and 
module available, 

Accreditation of Prior 
Learning, attitude, 

knowledge, appearance 
of staff, visibility/access 

to staff 
 
 
 
 
 

Staff 
training/briefing 

 
 
 
 

 
Faculty 

and 
programme staff 

 
Faculty and 

central services 
staff 

 
Faculty 

and 
programme staff 


