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/ Case Study — my Berkeley Application \

The undergraduate “onboarding” experience
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Research Questions & Methodology

Replacing myBerkeleyApp (mBA) and the Student Experience
(yellow = workshop focus areas)

Research Questions

Perspectives ‘

Student Experience | [ Student satisfaction?

1 Gaps or unmet needs?

1 Service “hot spots”?

J Improvement opportunities?

Technology (mBA I Functional requirements?
replacement) I Interfaces / integration requirements?
I Replacement options?

Functional I Will Admissions continue to be the functional

Ownership owner?

1 Who owns the overall “student experience”?

1 How can we extended to include the 4-year
experience?
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Preparation Workshop | Analysis &
: . Share interview data i 5 Report Out
. Research | :
- ® 15xstudent Build the Map Map Analysis
| Interviews e Post-it notes . ® Synthesized map
| ) e Map - doing, ® "Hot Spot”
. Review . : ' thinking & feeling examples
@ Functional map of | :
mBA ' Student experience? Opportupltles
. ® Satisfaction? e ?erwce
improvement

. e Gaps and needs?
e “Hot Spots” -

' emotional highs and
. lows '
. e Opportunities?

opportunities

_______________________________________________________________________________________________________________________________

RESEARCH POSTER PRESENTATION DESIGN

www.PosterPresentations.com

Experience Mapping

Find out what your users think, do & feel about your service

Bernadette Geuy, CalCentral Service Manager

Workshop: Mapping Students’ Experiences

Analysis of the students’ interviews - Major activities: Thinking, Doing and Feeling
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Results

Quantifying qualitative data

Onboarding Experiences

20

; - VM ’WO -
(s U e ) (S
PYRE) ol

vl 23

T oty el -
EE:." ':muﬂo- S"‘. ':_. :\
et ™ W:ﬂ _7.5:" =

P
Slaudh >

e .
b 2 3

- -
~erm

@ (3

o e 1t

Ay vt .

-y ——

How To PAY

S"’f’( nrhuelia, +
infemdan gu Te
MBA Aime frame

AT As
ONE crmpus

FREEFS |

+
IN
I
Yoo Bruts ‘ friseridc
N veri €Y
1

15

10 -

Mentions Counted and Calibrated
(0]

vauw

10N suoiss.

-10

abpug Jseww

Experiences Mentioned by Students

Happy

M Neutral

m Confused /

Frustrated
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/ Results

Are exploratory

o |Inquiries via interviews / subjective

Are not...

o A thorough assessment of a particular service

Identify

o Service opportunity areas to focus on

o Investment priorities for improving the student
onboarding experience

Recommendations

Continue investing in an online onboarding
tool
o CalCentral as the post-SIR User Interface (Ul)

o Replace mBA components with the SIS project

o ldentify a post-SIR functional owner

Sponsor a program that focuses on
improving the student experience

o Functional and technical resources charged with

m Developing a vision, metrics and service delivery

goals
m Assessing student journeys

m Working with campus partners to identify and
prioritize improvement opportunities

More Information

Bernadetteg@berkeley.edu

N




