Service Design —mapping the student journey

Stage
Programme
welcome
session

Target time
F1
Participants
Programme

leader,
related staff

S T A G E

Tangible/
intangible
evidence

Greeter, running
of session,
schedule of session,
module choices,
programme
handbooks,
appearance of staff,
knowledge,
attitude,
visibility/access
to staff

F R O N T

Line of visibility

Programme
handbook,
staff
training/briefing

S T A G E

Faculty
and
programme staff

B A C K

Faculty hosted
central
induction

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

Faculty and
central services
staff

Academic
counselling

various

Programme
leader,
module leader,
academic
counsellor

Completion of module
selection, guidance on
module choices,
programme overview,
gualification 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




