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Empathy to Experience:

Student Journey Mapping Project
Executive summary

Project approach
PROJECT STRUCTURE

Phase 1 of the Empathy to Experience:
Student Journey Mapping project was
completed internally in Quarter 4 2018 and
focused on understanding the current experience
of domestic students for the following journey
stages: Apply, Offer, Enrol, and Timetable.

a resource to help ACU identify opportunities to
improve the student experience, a current state
and ideal state journey map, and a collection of
recommendations. The insights from the project
are already being leveraged for current projects,
such as the re-design of the timetabling system.

The following stages of the Student Journey
Mapping project begun at the end of 2019 and
was completed in Q1 2020. The purpose of the
project was to further validate the insights from
Phase 1 as well as uncover actionable insights for
the remaining stages of the journey, for all student
cohorts. The insights from the project will allow
ACU to make tangible improvements to the
student experience.

It is important to note that the insights from this
project reflect the students’ perspective, and what
they see as reality. They might not always describe
the full picture, or reflect what we as staff believe
to be true. Because of this, the opportunity areas
and recommendations center around student
desirability. Staff will be engaged to explore and
shape the opportunities arising from this work.

Using deep ethnographic research with 120
students across all campuses we uncovered a
multitude of opportunities for improvement,
most importantly around helping students design
and track their courses more smoothly, ensuring
consistency of information across all channels,
removing sequencing issues, and fostering a
sense of belonging from the start.
The outcomes of this project are captured in a
searchable insights library which will be continually
updated by the UX team and made available as

120
We spoke to:

The project was divided into the following phases: Set up,
Iterative research cycles, and Production. The Set up phase
focused on immersing into existing ACU student experience
research, and looked at the outcomes of Phase 1 of the
Journey Mapping project, a Lapsed offer study, an Attrition
study, a Communication Channels and Research Behaviour
study, and a Graduation Experience study. The outcomes of
these pieces of work are incorporated into the deliverables of
this project.
The Research and Synthesis phase was divided into three
rounds. The first research round focused on the highlevel student experience, the second round looked at how
students seek information and their digital, learning,
assessment and on-campus experiences, and the third
round zoomed into settling in and belonging, as well as
key moments such as timetabling, course completion and
becoming an Alumni.

Additionally, there are some areas of the student
experience that are not captured yet, as well as
moments and cohorts that would benefit from
deeper exploration. The outcomes of the work
will continue to be built upon as we learn more
about our students.

The Production phase focused on consolidating all findings
and recommendations into the final deliverables.
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7 students
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1. SET UP
Project
immersion
and set up

2. ITERATIVE RESEARCH CYCLES
Research Focus:
High level endto-end journey
Synthesis
and pivot

Research Focus:
Information
seeking and
digital, learning,
assessment
and on-campus
experiences

3. PRODUCTION

Synthesis
and pivot

Research Focus:
Enrolment,
timetabling,
course completion
and belonging

Production
of final
deliverables

METHOD

BALLARAT

8 students

BRISBANE

24 students
7 students

CANBERRA

Across all Faculties:

53

HEALTH SCIENCES

To gain a deep understanding of the student experience, we
used a Human-Centred Design (HCD) approach. HCD uses
qualitative research methods to uncover people’s behaviours,
needs, and expectations. Overall, we conducted 120
60/90min interviews with 1-3 students in the room. The
breakdown of participants can be found on the right.

39
EDUCATION AND ARTS

18

LAW AND BUSINESS

10

2

THEOLOGY AND PHILOSOPHY

Overarching insights
and opportunities
Through our research, we discovered overarching
insights that manifest themselves as multiple pain
points throughout the student journey. Below is a
summary of those insights, and top opportunity
areas we identified.

TOP INSIGHT 1

TOP INSIGHT 2

TOP INSIGHT 3

TOP INSIGHT 4

Information is inconsistent, or
inadequate across channels

Staff pull strings and students
hack the system

Sequencing and timing issues
happen all across the journey

It takes students a long time to
feel a sense of belonging

Students find inconsistent information across channels,
which results in low trust and cross-checking. One of the
reasons for inconsistencies is that students believe systems
are slow to reflect changes. If students cannot find the right
information on their own or with the help of peers, they
resort to asking staff for help or reassurance. This often
means that information flows in informal ways, and some
students miss out.

When a problem arises, students often resort to asking staff
for help, as they find staff extremely helpful. Staff often go
above and beyond to help students, which is fantastic for
one-on-one interactions, but it is not easily scalable, as staff
have different approaches to solving the same problems.
Asking for personal support is just one way students try to
get around obstacles - over time they learn tricks they can
do on their own e.g. they swap placements with peers, or
enrol for units just to get unit outlines and then un-enrol.

Students often experience things happening out of order,
or too late. From a sequencing point of view, issues with
enrolment are the root cause of units happening at the
wrong time, or in the wrong sequence. When it comes
to timing, placement is the biggest source of stress, with
preparations feeling last minute. There are also more
specific instances of sequencing issues - for example
feedback coming too late, meaning students are unable to
use it to improve their next assessment.

Overall, students find the ACU culture positive, warm,
and inviting. However, many students take a long time to
settling in and feel a sense of belonging. It is difficult for
them to find like-minded people, it takes time to develop
relationships with staff, and there are not enough physical
spaces that foster connections. Students who study online
full time find it even more difficult to connect with others.

TOP OPPORTUNITIES

TOP OPPORTUNITIES

TOP OPPORTUNITIES

TOP OPPORTUNITIES

How might we provide consistent, timely, and easy to
access information, to establish trust and empower
students to find information independently?

How might we set students up for success with
every interaction, by ensuring that the students can
independently solve their enquiries and know where to
look for help in more complex cases?

How might we identify root causes of major
sequencing and timing issues, to ensure that the
student experience is not negatively impacted by
things within our control?

How might we help students feel a sense of belonging
to ACU early in their journey?

― How might we identify and eliminate the most

― How might we simplify the enrolment process for

― How might we ensure all information is correct and

consistent across channels, and that changes can be
easily reflected in real time?

― How might we build consistent ways to structure and

organise key information so that students can find what
they need quickly and confidently?

― How might we streamline information to reduce

clutter for crucial channels and minimise overwhelming
communications?

― How might we provide students with a single place to

go for everything they need, in a channel and interface
that suits them?

common system and process problems that arise, so that
students’ needs are met seamlessly.

― How might we anticipate students needs and

proactively offer them help and support in a scalable way
at moments we know they seek help and reassurance?

― How might we create a baseline for solving the most

common problems that students face, so that staff across
ACU know how to consistently help students?

― How might we ensure that students are aware of all

support services, so that they know where to look for
different or specific types of help?

― How might we amplify the positive impact of the
3

course coordinator role, and ensure they can focus on
supporting students who need most help?

students so their degrees are not prolonged due to
mistakes early on?

― How might we help students connect with each other

earlier in the journey, before they even start their course?

― How might we help students by creating structured

ways to find like-minded people?

― How might we empower students to design and track

― How might we facilitate introductions and meetings

― How might we help students feel more prepared for

― How might we help students find the informal

their own progress through their course?
placements?

― How might we make it easy for ACU to identify

specific sequencing on timing issues through the student
journey?

within the crucial first few weeks of starting classes?

networks others create online to support each other?

Journey Map
Chapters

RECEIVE OFFER

ENROL

TIMETABLE

LEARNING

First moments that
potential students
interact with ACU.

Students wait to
receive their offer,
the moment they
receive it, and how
they act on it.

Process of
understanding unit
options, enrolling,
and tracking
course progress.

Students build
a timetable and
re-shuffle classes
to make it work
for them.

Students attend
orientation and
slowly settle into
university life.

ORIENTATION
& SETTLING IN
Academic
experiences and
navigating
day-to-day study.
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Below is an overview of the journey stages that
we refer to as ‘chapters’ that the Student Journey
Mapping project focused on.

8

9

10

ASSESSMENT

PLACEMENT

STUDENT LIFE

Students’
experiences with
assessment.

Preparing for
and attending
placement.

Non-academic
aspects of
student life.

COURSE
COMPLETION &
GRADUATION
The last steps
of the university
journey and
becoming
an alumni.

Deliverables overview
Overview pages

Journey map

Insights library

EXECUTIVE SUMMARY

DELIVERABLES OVERVIEW

CHAPTER SUMMARIES

SEARCHABLE INSIGHTS LIBRARY

The executive summary page provides an overview of the
project purpose and outcomes. It also outlines the project
structure and method.

Th s page prov des an overv ew of pro ect de verab es and
exp a ns how to nav gate them

The chapter summaries act as an introduction - they aim
to summarise the detailed map stages into top insights and
opportunity areas. The chapter summaries can be used as a
top line overview of the journey end to end.

The searchable insights library is a collection of all insights
from the project as well as previous pieces of work (Phase
1 of the Journey Mapping project, a Lapsed offer study,
an Attrition study, a Communication Channels and
Research Behaviour study, and a Graduation Experience
study) captured in Airtable - a searchable online platform.
The insights are structured into: a top-line description,
a detailed description, quotes, navigational tags, and by
journey stage.

Empathy to Experience:

120

Project approach

The Research and Synthesis phase was divided into three
rounds. The first research round focused on the highlevel student experience, the second round looked at how
students seek information and their digital, learning,
assessment and on-campus experiences, and the third
round zoomed into settling in and belonging, as well as
key moments such as timetabling, course completion and
becoming an Alumni.

The executive summary page provides an overview of the
project purpose and outcomes. It also outlines the project
structure and method.
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Empathy to Experience:

72

UNDERGRAD

UG

32

16

PG

A

POSTGRAD

Synthesis
and pivot

Synthesis
and pivot

a resource to help ACU identify opportunities to
improve the student experience, a current state
and ideal state journey map, and a collection of
recommendations. The insights from the project
are already being leveraged for current projects,
such as the re-design of the timetabling system.

The following stages of the Student Journey
Mapping project begun at the end of 2019 and
was completed in Q1 2020. The purpose of the
project was to further validate the insights from
Phase 1 as well as uncover actionable insights for
the remaining stages of the journey, for all student
cohorts. The insights from the project will allow
ACU to make tangible improvements to the
student experience.

It is important to note that the insights from this
project reflect the students’ perspective, and what
they see as reality. They might not always describe
the full picture, or reflect what we as staff believe
to be true. Because of this, the opportunity areas
and recommendations center around student
desirability. Staff will be engaged to explore and
shape the opportunities arising from this work.

The project was divided into the following phases: Set up,
Iterative research cycles, and Production. The Set up phase
focused on immersing into existing ACU student experience
research, and looked at the outcomes of Phase 1 of the
Journey Mapping project, a Lapsed offer study, an Attrition
study, a Communication Channels and Research Behaviour
study, and a Graduation Experience study. The outcomes of
these pieces of work are incorporated into the deliverables of
this project.
The Research and Synthesis phase was divided into three
rounds. The first research round focused on the highlevel student experience, the second round looked at how
students seek information and their digital, learning,
assessment and on-campus experiences, and the third
round zoomed into settling in and belonging, as well as
key moments such as timetabling, course completion and
becoming an Alumni.

Additionally, there are some areas of the student
experience that are not captured yet, as well as
moments and cohorts that would benefit from
deeper exploration. The outcomes of the work
will continue to be built upon as we learn more
about our students.

Using deep ethnographic research with 120
students across all campuses we uncovered a
multitude of opportunities for improvement,
most importantly around helping students design
and track their courses more smoothly, ensuring
consistency of information across all channels,
removing sequencing issues, and fostering a
sense of belonging from the start.

STUDENTS IN TOTAL

PROJECT STRUCTURE

The Production phase focused on consolidating all findings
and recommendations into the final deliverables.

93

DOMESTIC STUDENTS

27

INTERNATIONAL STUDENTS

72

32

UG

PG

UNDERGRAD

16

POSTGRAD

Project
immersion
and set up

2. ITERATIVE RESEARCH CYCLES
Research Focus:
High level endto-end journey

Research Focus:
Information
seeking and
digital, learning,
assessment
and on-campus
experiences

3. PRODUCTION

Synthesis
and pivot

Research Focus:
Enrolment,
timetabling,
course completion
and belonging

Production
of final
deliverables

Where do I need
to look to find the
information I’m
looking for?

The library is managed by the UX team and will be built
upon as more research is completed. Anyone at ACU can
reach out to the UX team with insight enquiries.

A

22 students
7 students
52 students

MELBOURNE

1. SET UP

Non-School
Leaver: Where
do I start? Can I
even do this?

I wonder how
it will feel to
be a university
student…

ALUMNI

Across these campuses:
NORTH SYDNEY
STRATHFIELD

Synthesis
and pivot

BALLARAT

8 students

BRISBANE

24 students
7 students

CANBERRA

Across all Faculties:

53

METHOD

HEALTH SCIENCES
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1. Navigating information when deciding
where/what to study is overwhelming.

ACU STUDENT JOURNEY KEY

Previous Research
Student type specific

Map icons

page 2 of 3

CAMPUS MINISTRY

Students
engage in
campus
ministry
meetings.

WHAT ARE
STUDENTS
DOING?

USE CAMPUS FACILITIES

Students
attend
mass.

Students get
involved in
the campus
ministry e.g.
join the choir.

WHAT MINDSETS DO STUDENTS HAVE?
a I am Catholic and I am deeply engaged with the campus ministry.

EDUCATION AND ARTS

a I am not religious but I enjoy the morals and ethics of the Catholic
students and staff.

a I respect the Catholic culture, but I appreciate that I’m not pushed to
engage with it.

WHAT WORKS FOR STUDENTS?
d Students who do not wish to engage with the Catholic culture at ACU
do not feel pressured to do so.

18

WHAT DOES NOT WORK FOR STUDENTS?
c Some students feel that the Catholic culture is not strong enough at
ACU.

c Some students feel that the morals and ethics associated with Catholic
culture are the reason why the party culture is missing at ACU.

c A few students felt that the campus ministry students form a tight
group that is difficult to break into.

c Some students feel that the communications from campus ministry
could be improved.

Students
use the
library.

A moment that matters

Mature age

Ideal state already happening

International

Needs further expoloration

Post graduate

ACCESS SUPPORT

Students
go to the
campus cafe/
canteen.

Students learn
about support
services available
to them.

Students
engage with
support
services.

ACU-led student journey map pilot
Attrition and lapsed offer insights report
Communication channel and research
behaviours report
Graduation experience insights report

LIVE IN STUDENT ACCOMMODATION

Students go through
the Complaints and
Appeal Process.

WHAT WORKS FOR STUDENTS?

d Small campuses make it easier to feel a sense of belonging, as students
make connections faster with each other and with staff.
d Many students find the library space and resources good and the staff
friendly.
d Ballarat students truly enjoy their campus facilities. They especially
love the food canteen.

WHAT DOES NOT WORK FOR STUDENTS?
activities, simply spaces to ‘hang out’. This directly affects their sense
of belonging.
students end up hanging out in the library, which makes it loud and
cramped.

c Many students feel that the classrooms are too small.

Some students
in Sydney live in
the off-campus
accomodation.

d Students see the academic skills unit as a valuable resource to help
them succeed.

c International students wish that there was more student accomodation
available. Especially when they arrive in Australia, they are seeking a
‘transition’ accomodation that gives them reassurance that they will
have a home before they find their place.

d Students consider the counselling service on campus to be of excellent
quality.
d Disability support is seen as excellent, and the ability to create an EIP
takes the pressure off students.

WHAT ARE STUDENTS SAYING?
b “I wish there was cheap accommodation.” UG, International,
Strathfield

c Across the board, students feel as though the support available to them
is not communicated well enough, or early enough.

b “I wish I knew more about accommodation before coming to Australia.”
UG, International, Brisbane

c Counselling and disability services are considered excellent, but
sometimes difficult or time consuming to access.

Students get overwhelmed with choice and struggle to
navigate information when seeking to understand what
applying for and going to university would mean for
them. At the same time, they feel that the information
provided is insufficient to make the right decision.

3. Entry pathways are confusing for nonschool leavers.
Non-school leavers find entry pathways unclear, and
are often unsure what they need to have ready to apply
(documents or requirements). They value face-to-face
support from ACU to get advice and reassurance at
this stage. Once they know which path to take, the
application process itself is straightforward.

2. Open day can be a game changer.
Open day is a pivotal moment for prospective students,
as it helps them imagine themselves in the university
context. Students who miss open day need other
opportunities to imagine what their student life might
look like.

b “I failed my subjects and went to academic skills unit throughout

b “Mental health counsellors are fantastic, but could be a 2 week wait to

How might we make entry pathways clear for NSLs?

my learning experience. It would have been helpful to have such
information at an early stage, e.g. orientation.” UG, Brisbane

How might we help students understand what the
application process entails and where and how to reach for
help if needed?

get in, which isn’t good.” UG, Strathfield

b “Student services has a bunch of cool stuff, but they don’t promote it so
it’s often late or poorly communicated.” PG, Mature Age, Melbourne
Sydney

WHAT ARE STUDENTS SAYING?
b “There are no places to relax. The library is too loud, even the security
b “The library is too small, there are no group rooms.” UG, Strathfield

Canberra

b “Once I came here I realised that the Catholicism wasn’t a big deal.” UG,
Melbourne

staff chat amongst themselves.” UG, Melbourne

b “The library were a great support with my assessment.” UG, Sydney

b “The ladies at academic skills are great but the process of booking with
them is horrible.” UG, Mature Age, Brisbane

b “OSS is fantastic but I think it’s important to make people more aware
of this service. Maybe counsellors can come to classes and say hi.” UG,
Canberra

b “The rooms are small and they overbook them, you can’t fit tables.” PG,

b “The initial thought is that it’s all going to be religion, but it’s a

misconception. The values and ethics are so high, it’s beautiful.” UG,
Melbourne

b “If I had to physically be on campus the single most beneficial thing

ACU could do is have traditional latin mass, not just the English one. It
would make me feel very welcome.” PG, Melbourne

Interested students
receive regular
communications from
the campus ministry.

Students engage with
campus ministry and
find the experience
rewarding.

How might we help students understand course options
and outcomes in engaging ways?
How might we help students feel a sense of belonging
when engaging with online content at this stage?
e.g. re-creating the campus feel online

b “It would have been good to promote academic services in first year.” UG,

Melbourne

b “There was no choir opportunities and no emails about mass.” UG,
b “Catholicism isn’t pushed on you.” UG, Brisbane

How might we provide students with as much detailed
course information as possible, to help them make an
informed decision and to help them understand what to
expect from an ACU degree?
CONSIDERATION This will vary by student type
CONSIDERATION Students wish they had information like
weekly schedules and assessment methods

WHAT ARE STUDENTS SAYING?

c Students find that there are not enough food options on campus,

c Some students don’t understand the library system.

especially healthy, affordable food. (Especially in Melbourne &
Brisbane)

Some students
in Ballarat
live in campus
accomodation.

WHAT DOES NOT WORK FOR STUDENTS?

WHAT DOES NOT WORK FOR STUDENTS?

c Students feel that there are not enough spaces that encourage social

c Some students find that due to the lack of social spaces on campus,

Many also complain that when lectures run over, they end up with
parking tickets.

b “I went to a catholic school, I like the spiritual side of ACU.” UG,

10

Students
use
parking
facilities.

c Students find that there is not enough parking space available to them.

WHAT ARE STUDENTS SAYING?

LAW AND BUSINESS

Students
use the
spaces on
campus.

WHAT WORKS FOR STUDENTS?

TOP OPPORTUNITIES
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WHAT WORKS
FOR STUDENTS

What do students like about
this part of the experience?
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FOR FURTHER DETAIL:

Student Life
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Further insight in this chapter can be found in the detailed
journey map, which provides an understanding of student
actions, mindsets, delight points, pain points, and ideal
state experience.

HEALTH SCIENCES

To gain a deep understanding of the student experience, we
used a Human-Centred Design (HCD) approach. HCD uses
qualitative research methods to uncover people’s behaviours,
needs, and expectations. Overall, we conducted 120
60/90min interviews with 1-3 students in the room. The
breakdown of participants can be found on the right.
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DETAILED MAP
The detailed map is a comprehensive collection of all
findings from the research and is divided into the following
categories: Student steps, student mindsets, what works for
students, what doesn’t work for students, example quotes,
and ideal experience. The map can be read end to end, or
in a ‘modular’ way - by putting together a chapter summary
and its relevant detailed p

53

2

1

ble

pp

Across all Faculties:

METHOD

tt

DETAILED MAP
The detailed map is a comprehensive collection of all
findings from the research and is divided into the following
categories: Student steps, student mindsets, what works for
students, what doesn’t work for students, example quotes,
and ideal experience. The map can be read end to end, or
in a ‘modular’ way - by putting together a chapter summary
and its relevant detailed pages.
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of final
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To gain a deep understanding of the student experience, we
used a Human-Centred Design (HCD) approach. HCD uses
qualitative research methods to uncover people’s behaviours,
needs, and expectations. Overall, we conducted 120
60/90min interviews with 1-3 students in the room. The
breakdown of participants can be found on the right.

Across these campuses:
NORTH SYDNEY

eta

3. PRODUCTION
Research Focus:
Enrolment,
timetabling,
course completion
and belonging

This chapter is about the first
moments that potential students
interact with ACU - when
they are considering going to
university and trying to navigate
the available information to
make the right decision.

Le
a

Research Focus:
Information
seeking and
digital, learning,
assessment
and on-campus
experiences

The searchable insights library is a collection of all insights
from the project as well as previous pieces of work (Phase
1 of the Journey Mapping project, a Lapsed offer study,
an Attrition study, a Communication Channels and
Research Behaviour study, and a Graduation Experience
study) captured in Airtable - a searchable online platform.
The insights are structured into: a top-line description,
a detailed description, quotes, navigational tags, and by
journey stage.

ek

Research Focus:
High level endto-end journey

The chapter summaries act as an introduction - they aim
to summarise the detailed map stages into top insights and
opportunity areas. The chapter summaries can be used as a
top line overview of the journey end to end.

120

Project approach

Phase 1 of the Empathy to Experience:
Student Journey Mapping project was
completed internally in Quarter 4 2018 and
focused on understanding the current experience
of domestic students for the following journey
stages: Apply, Offer, Enrol, and Timetable.

The outcomes of this project are captured in a
searchable insights library which will be continually
updated by the UX team and made available as

The Production phase focused on consolidating all findings
and recommendations into the final deliverables.

2. ITERATIVE RESEARCH CYCLES

1. Seek and
Apply

We spoke to:

Student Journey Mapping Project
Executive summary

ALUMNI

MELBOURNE

Project
immersion
and set up

SEARCHABLE INSIGHTS LIBRARY

m

INTERNATIONAL STUDENTS

STRATHFIELD

1. SET UP

The outcomes of this project are captured in a
searchable insights library which will be continually
updated by the UX team and made available as

CHAPTER SUMMARIES

J

Tim

Additionally, there are some areas of the student
experience that are not captured yet, as well as
moments and cohorts that would benefit from
deeper exploration. The outcomes of the work
will continue to be built upon as we learn more
about our students.

w

EXECUTIVE SUMMARY

DOMESTIC STUDENTS

En
ro

It is important to note that the insights from this
project reflect the students’ perspective, and what
they see as reality. They might not always describe
the full picture, or reflect what we as staff believe
to be true. Because of this, the opportunity areas
and recommendations center around student
desirability. Staff will be engaged to explore and
shape the opportunities arising from this work.
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The following stages of the Student Journey
Mapping project begun at the end of 2019 and
was completed in Q1 2020. The purpose of the
project was to further validate the insights from
Phase 1 as well as uncover actionable insights for
the remaining stages of the journey, for all student
cohorts. The insights from the project will allow
ACU to make tangible improvements to the
student experience.

The project was divided into the following phases: Set up,
Iterative research cycles, and Production. The Set up phase
focused on immersing into existing ACU student experience
research, and looked at the outcomes of Phase 1 of the
Journey Mapping project, a Lapsed offer study, an Attrition
study, a Communication Channels and Research Behaviour
study, and a Graduation Experience study. The outcomes of
these pieces of work are incorporated into the deliverables of
this project.

Se

a resource to help ACU identify opportunities to
improve the student experience, a current state
and ideal state journey map, and a collection of
recommendations. The insights from the project
are already being leveraged for current projects,
such as the re-design of the timetabling system.

De verab es overv ew

STUDENTS IN TOTAL

PROJECT STRUCTURE

Phase 1 of the Empathy to Experience:
Student Journey Mapping project was
completed internally in Quarter 4 2018 and
focused on understanding the current experience
of domestic students for the following journey
stages: Apply, Offer, Enrol, and Timetable.

Using deep ethnographic research with 120
students across all campuses we uncovered a
multitude of opportunities for improvement,
most importantly around helping students design
and track their courses more smoothly, ensuring
consistency of information across all channels,
removing sequencing issues, and fostering a
sense of belonging from the start.

ACU STUDENT JOURNEY CHAPTER 1

We spoke to:

Student Journey Mapping Project
Executive summary

Melbourne

b “There’s not enough food options and they’re expensive.” UG, Brisbane
b “The cafe is too expensive, and there is not enough choice.” UG,
Strathfield

b “Parking is very stressful, you get fines when tutorials run over.” UG,
Ballarat

Students can easily find
a space to relax and
meet others.

Students can easily find
a spot at the library and
they find the library
quiet.

Students can
easily park on
campus.

Students feel there are
enough, varied food
options on campus.

Students find
classrooms spacious and
practical.

All students are aware
of support services
available to them.

All students
are aware
of support
services
available to
them.

Students use support
services and feel listened
to and cared for.

IDEAL
EXPERIENCE

THEOLOGY AND PHILOSOPHY

2

TOP INSIGHTS AND RECOMMENDATIONS

HOW TO READ PAGES

DETAILED MAP

This page summarises top-level insights and
recommendations. It is a good place to start before
digging into the journey map.

These pages prov de a breakdown of the e ements w th n
both the ourney map and searchab e ns ghts brary and
nstruct ons on how to nav gate them

The detailed map is a comprehensive collection of all
findings from the research and is divided into the following
categories: Student steps, student mindsets, what works for
students, what doesn’t work for students, example quotes,
and ideal experience. The map can be read end to end, or
in a ‘modular’ way - by putting together a chapter summary
and its relevant detailed pages.

Overarching insights
and opportunities

How to read the
student journey map

Through our research, we discovered overarching
insights that manifest themselves as multiple pain
points throughout the student journey. Below is a
summary of those insights, and top opportunity
areas we identified.

CHAPTER SUMMARIES

DETAILED MAP

The chapter summaries act as an introduction - they aim
to summarise the detailed map stages into top insights and
opportunity areas. The chapter summaries can be used as
a top line overview of the journey end to end.

The detailed map is a comprehensive collection of all
findings from the research and is divided into the following
categories: Student steps, student mindsets, what works for
students, what doesn’t work for students, example quotes,
and ideal experience. The map can be read end to end, or
in a ‘modular’ way - by putting together a chapter summary
and its relevant detailed pages.

ILLUSTRATION
INTRODUCTION

A visual that helps capture students’
feelings/needs/expectations around
the given part of their experience. The
speech bubbles are not direct student
quotes - they are a summarised
sentiment.

A short explainer that helps
understand the focus of the
given chapter.

HIGH LEVEL STEPS

Commonly experienced stages in
the student journey

tion
dua
Students
engage in
campus
ministry
meetings.

USE CAMPUS FACILITIES

Students get
involved in
the campus
ministry e.g.
join the choir.

students and staff.
engage with it.

d Students who do not wish to engage with the Catholic culture at ACU
do not feel pressured to do so.

c Some students feel that the Catholic culture is not strong enough at
ACU.

c Some students feel that the morals and ethics associated with Catholic
culture are the reason why the party culture is missing at ACU.

c A few students felt that the campus ministry students form a tight
group that is difficult to break into.
could be improved.

― How might we streamline information to reduce

clutter for crucial channels and minimise overwhelming
communications?

― How might we provide students with a single place to

go for everything they need, in a channel and interface
that suits them?

― How might we simplify the enrolment process for

― How might we empower students to design and track

― How might we facilitate introductions and meetings

― How might we help students feel more prepared for

― How might we help students find the informal

proactively offer them help and support in a scalable way
at moments we know they seek help and reassurance?

― How might we create a baseline for solving the most

common problems that students face, so that staff across
ACU know how to consistently help students?

― How might we ensure that students are aware of all

support services, so that they know where to look for
different or specific types of help?

― How might we amplify the positive impact of the
3

course coordinator role, and ensure they can focus on
supporting students who need most help?

students so their degrees are not prolonged due to
mistakes early on?
their own progress through their course?
placements?

― How might we make it easy for ACU to identify

specific sequencing on timing issues through the student
journey?

networks others create online to support each other?

Students learn
about support
services available
to them.

Students
engage with
support
services.

Mature age
International
Post graduate

ACU-led student journey map pilot
Attrition and lapsed offer insights report
Communication channel and research
behaviours report
Graduation experience insights report

LIVE IN STUDENT ACCOMMODATION

Students go through
the Complaints and
Appeal Process.

WHAT WORKS FOR STUDENTS?

Some students
in Ballarat
live in campus
accomodation.

Some students
in Sydney live in
the off-campus
accomodation.

WHAT DOES NOT WORK FOR STUDENTS?

d Students see the academic skills unit as a valuable resource to help
them succeed.

c International students wish that there was more student accomodation
available. Especially when they arrive in Australia, they are seeking a
‘transition’ accomodation that gives them reassurance that they will
have a home before they find their place.

d Students consider the counselling service on campus to be of excellent
quality.
d Disability support is seen as excellent, and the ability to create an EIP
takes the pressure off students.

WHAT ARE STUDENTS SAYING?
b “I wish there was cheap accommodation.” UG, International,

WHAT DOES NOT WORK FOR STUDENTS?

Strathfield

c Across the board, students feel as though the support available to them
is not communicated well enough, or early enough.

b “I wish I knew more about accommodation before coming to Australia.”
UG, International, Brisbane

c Counselling and disability services are considered excellent, but
sometimes difficult or time consuming to access.

Non-school leavers find entry pathways unclear, and
are often unsure what they need to have ready to apply
(documents or requirements). They value face-to-face
support from ACU to get advice and reassurance at
this stage. Once they know which path to take, the
application process itself is straightforward.

a I am not religious but I enjoy the morals and ethics of the Catholic
students and staff.

a I respect the Catholic culture, but I appreciate that I’m not pushed to
engage with it.

WHAT WORKS FOR STUDENTS?
d Students who do not wish to engage with the Catholic culture at ACU
do not feel pressured to do so.

WHAT DOES NOT WORK FOR STUDENTS?
c Some students feel that the Catholic culture is not strong enough at
ACU.

Interested students
receive regular
communications from
the campus ministry.

2. Open day can be a game changer.
Open day is a pivotal moment for prospective students,
as it helps them imagine themselves in the university
context. Students who miss open day need other
opportunities to imagine what their student life might
look like.

c Some students feel that the morals and ethics associated with Catholic
culture are the reason why the party culture is missing at ACU.

c A few students felt that the campus ministry students form a tight
group that is difficult to break into.

c Some students feel that the communications from campus ministry
could be improved.

How might we help students understand what the
application process entails and where and how to reach for
help if needed?

b “The ladies at academic skills are great but the process of booking with
them is horrible.” UG, Mature Age, Brisbane

b “OSS is fantastic but I think it’s important to make people more aware
of this service. Maybe counsellors can come to classes and say hi.” UG,
Canberra

Melbourne

b “There’s not enough food options and they’re expensive.” UG, Brisbane
b “The cafe is too expensive, and there is not enough choice.” UG,
Strathfield

b “Parking is very stressful, you get fines when tutorials run over.” UG,
Ballarat

Students can easily find
a space to relax and
meet others.

Students can easily find
a spot at the library and
they find the library
quiet.

Students can
easily park on
campus.

Students
use the
library.

WHAT WORKS FOR STUDENTS?

Students feel there are
enough, varied food
options on campus.

Students find
classrooms spacious and
practical.

All students are aware
of support services
available to them.

All students
are aware
of support
services
available to
them.

Students use support
services and feel listened
to and cared for.

d Many students find the library space and resources good and the staff
friendly.
d Ballarat students truly enjoy their campus facilities. They especially
love the food canteen.

WHAT DOES NOT WORK FOR STUDENTS?

TOP INSIGHTS

A summary of the top findings
about the given aspect of the
student experience.

TOP OPPORTUNITY SPACES

An outline of the top
opportunity spaces for
improving the given aspect of
the student experience.

activities, simply spaces to ‘hang out’. This directly affects their sense
of belonging.

c Some students find that due to the lack of social spaces on campus,

students end up hanging out in the library, which makes it loud and
cramped.

c Many students feel that the classrooms are too small.
c Students find that there are not enough food options on campus,
especially healthy, affordable food. (Especially in Melbourne &
Brisbane)

Many also complain that when lectures run over, they end up with
parking tickets.

The library is managed by the UX team and will be built
upon as more research is completed. Anyone at ACU can
reach out to the UX team with insight inquiries.
A breakdown of the elements that make up the insights
library can be found below.

ACU-led student journey map pilot
Attrition and lapsed offer insights report
Communication channel and research
behaviours report
Graduation experience insights report

Some students
in Sydney live in
the off-campus
accomodation.

WHAT DOES NOT WORK FOR STUDENTS?

d Students see the academic skills unit as a valuable resource to help
them succeed.

c International students wish that there was more student accomodation
available. Especially when they arrive in Australia, they are seeking a
‘transition’ accomodation that gives them reassurance that they will
have a home before they find their place.

d Students consider the counselling service on campus to be of excellent
quality.
d Disability support is seen as excellent, and the ability to create an EIP
takes the pressure off students.

Interested students
receive regular
communications from
the campus ministry.

Student Life

Students engage with
campus ministry and
find the experience
rewarding.

Strathfield

is not communicated well enough, or early enough.

b “I wish I knew more about accommodation before coming to Australia.”
UG, International, Brisbane

c Counselling and disability services are considered excellent, but

CAMPUS MINISTRY

sometimes difficult or time consuming to access.

WHAT ARE STUDENTS SAYING?

get in, which isn’t good.” UG, Strathfield

it’s often late or poorly communicated.” PG, Mature Age, Melbourne
Sydney

them is horrible.” UG, Mature Age, Brisbane

of this service. Maybe counsellors can come to classes and say hi.” UG,
Canberra

WHAT ARE
STUDENTS
DOING?

b “There’s not enough food options and they’re expensive.” UG, Brisbane
Strathfield
Ballarat

Students can
easily park on
campus.

Students feel there are
enough, varied food
options on campus.

Students find
classrooms spacious and
practical.

All students are aware
of support services
available to them.

All students
are aware
of support
services
available to
them.

Students
engage in
campus
ministry
meetings.

Students
attend
mass.

Students get
involved in
the campus
ministry e.g.
join the choir.

a I am not religious but I enjoy the morals and ethics of the Catholic
students and staff.

Supporting quotes to help
empathise with the students.
The quotes on the map are
examples, not a comprehensive
list of all quotes around a given
experience.

a I respect the Catholic culture, but I appreciate that I’m not pushed to
engage with it.

WHAT WORKS FOR STUDENTS?
t Students who do not wish to engage with the Catholic culture at ACU
do not feel pressured to do so.

A DETAILED DESCRIPTION:

WHAT DOES NOT WORK FOR STUDENTS?
c Some students feel that the Catholic culture is not strong enough at
ACU.

c Some students feel that the morals and ethics associated with Catholic
culture are the reason why the party culture is missing at ACU.
QUOTES:

Supporting student quotes

c A few students felt that the campus ministry students form a tight
group that is difficult to break into.

c Some students feel that the communications from campus ministry
could be improved.

Tags that help filter the
information into topics such as
JOURNEY STAGE:

To help navigate the insight
back to the journey map

Students
go to the
campus cafe/
canteen.

Students learn
about support
services available
to them.

Students
engage with
support
services.

Students go through
the Complaints and
Appeal Process.

WHAT WORKS FOR STUDENTS?

Some students
in Ballarat
live in campus
accomodation.

Some students
in Sydney live in
the off-campus
accomodation.

t Students see the academic skills unit as a valuable resource to help
them succeed.

t Many students find the library space and resources good and the staff
friendly.

t Students consider the counselling service on campus to be of excellent
quality.

t Ballarat students truly enjoy their campus facilities. They especially
love the food canteen.

t Disability support is seen as excellent, and the ability to create an EIP
takes the pressure off students.

WHAT DOES NOT WORK FOR STUDENTS?
activities, simply spaces to ‘hang out’. This directly affects their sense
of belonging.

c Some students find that due to the lack of social spaces on campus,

students end up hanging out in the library, which makes it loud and
cramped.

c Many students feel that the classrooms are too small.

Strathfield

c Across the board, students feel as though the support available to them
is not communicated well enough, or early enough.

a “I wish I knew more about accommodation before coming to Australia.”
UG, International, Brisbane

c Counselling and disability services are considered excellent, but
sometimes difficult or time consuming to access.

WHAT ARE STUDENTS SAYING?

c Students find that there are not enough food options on campus,

a “I failed my subjects and went to academic skills unit throughout

c Some students don’t understand the library system.

a “Mental health counsellors are fantastic, but could be a 2 week wait to

especially healthy, affordable food. (Especially in Melbourne &
Brisbane)

available. Especially when they arrive in Australia, they are seeking a
‘transition’ accomodation that gives them reassurance that they will
have a home before they find their place.

a “I wish there was cheap accommodation.” UG, International,

WHAT DOES NOT WORK FOR STUDENTS?

c Students feel that there are not enough spaces that encourage social

c International students wish that there was more student accomodation

WHAT ARE STUDENTS SAYING?

my learning experience. It would have been helpful to have such
information at an early stage, e.g. orientation.” UG, Brisbane
get in, which isn’t good.” UG, Strathfield

a “Student services has a bunch of cool stuff, but they don’t promote it so
it’s often late or poorly communicated.” PG, Mature Age, Melbourne

a “It would have been good to promote academic services in first year.” UG,

a “I went to a catholic school, I like the spiritual side of ACU.” UG,
Melbourne

Sydney

WHAT ARE STUDENTS SAYING?

a “There was no choir opportunities and no emails about mass.” UG,

a “There are no places to relax. The library is too loud, even the security

a “Catholicism isn’t pushed on you.” UG, Brisbane

a “The library is too small, there are no group rooms.” UG, Strathfield

a “Once I came here I realised that the Catholicism wasn’t a big deal.” UG,

a “The library were a great support with my assessment.” UG, Sydney

Canberra

Melbourne

staff chat amongst themselves.” UG, Melbourne

a “The ladies at academic skills are great but the process of booking with
them is horrible.” UG, Mature Age, Brisbane

a “OSS is fantastic but I think it’s important to make people more aware
of this service. Maybe counsellors can come to classes and say hi.” UG,
Canberra

a “The rooms are small and they overbook them, you can’t fit tables.” PG,

misconception. The values and ethics are so high, it’s beautiful.” UG,
Melbourne

a “If I had to physically be on campus the single most beneficial thing

ACU could do is have traditional latin mass, not just the English one. It
would make me feel very welcome.” PG, Melbourne

Interested students
receive regular
communications from
the campus ministry.

IDEAL
EXPERIENCE

WHAT DOES NOT WORK FOR STUDENTS?

t Small campuses make it easier to feel a sense of belonging, as students
make connections faster with each other and with staff.

Many also complain that when lectures run over, they end up with
parking tickets.

a “The initial thought is that it’s all going to be religion, but it’s a

5

Students
use the
library.

c Students find that there is not enough parking space available to them.

WHAT ARE STUDENTS SAYING?
TAGS:

Students
use
parking
facilities.

WHAT WORKS FOR STUDENTS?

a I am Catholic and I am deeply engaged with the campus ministry.

EXAMPLE QUOTES

Students
use the
spaces on
campus.

Students use support
services and feel listened
to and cared for.

WHAT WORKS FOR STUDENTS?

IDEAL EXPERIENCE

What is the comprehensive
learning?

LIVE IN STUDENT ACCOMMODATION

my learning experience. It would have been helpful to have such
information at an early stage, e.g. orientation.” UG, Brisbane

b “The ladies at academic skills are great but the process of booking with
b “OSS is fantastic but I think it’s important to make people more aware

b “The cafe is too expensive, and there is not enough choice.” UG,

IDEAL
EXPERIENCE

What would students ideally
like to happen? This is a pure
desirability view and it requires
staff input to understand
feasibility and viability. The
purpose of ideal state is to act
as inspiration
- or the
ultimate
A TOP-LINE
DESCRIPTION:
goal.
What is the insight about in
once sentence?

ACCESS SUPPORT

b “Student services has a bunch of cool stuff, but they don’t promote it so

b “Parking is very stressful, you get fines when tutorials run over.” UG,

Students can easily find
a spot at the library and
they find the library
quiet.

USE CAMPUS FACILITIES

b “I failed my subjects and went to academic skills unit throughout

Melbourne

Students can easily find
a space to relax and
meet others.

ACU STUDENT JOURNEY

page 2 of 3

WHAT ARE STUDENTS SAYING?
b “I wish there was cheap accommodation.” UG, International,

c Across the board, students feel as though the support available to them

b “It would have been good to promote academic services in first year.” UG,

staff chat amongst themselves.” UG, Melbourne

b “The library is too small, there are no group rooms.” UG, Strathfield
b “The library were a great support with my assessment.” UG, Sydney

WHAT DOESN’T WORK
FOR STUDENTS

SEARCHABLE INSIGHTS LIBRARY

Post graduate

b “The rooms are small and they overbook them, you can’t fit tables.” PG,

WHAT WORKS
FOR STUDENTS

The searchable insights library is a collection of all insights
from the project as well as previous pieces of work (Phase
1 of the Journey Mapping project, a Lapsed offer study, an
Attrition study, a Communication Channels and Research
Behaviour study, and a Graduation Experience study)
captured in Airtable - a searchable online platform.

International

LIVE IN STUDENT ACCOMMODATION

Some students
in Ballarat
live in campus
accomodation.

b “Mental health counsellors are fantastic, but could be a 2 week wait to

c Some students don’t understand the library system.

b “There are no places to relax. The library is too loud, even the security

misconception. The values and ethics are so high, it’s beautiful.” UG,
Melbourne
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Mature age

Ideal state already happening
Needs further expoloration

Students go through
the Complaints and
Appeal Process.

WHAT DOES NOT WORK FOR STUDENTS?

c Students feel that there are not enough spaces that encourage social

WHAT ARE STUDENTS SAYING?

ACU could do is have traditional latin mass, not just the English one. It
would make me feel very welcome.” PG, Melbourne

How to read
the searchable
insights library

Students
engage with
support
services.

WHAT WORKS FOR STUDENTS?

d Small campuses make it easier to feel a sense of belonging, as students
make connections faster with each other and with staff.

b “I went to a catholic school, I like the spiritual side of ACU.” UG,

b “If I had to physically be on campus the single most beneficial thing

What are they most common
pain points around this
experience?

Students learn
about support
services available
to them.

Previous Research
Student type specific

A moment that matters

ACCESS SUPPORT

Students
go to the
campus cafe/
canteen.

b “There was no choir opportunities and no emails about mass.” UG,

Melbourne

What do students like about
this part of the experience?

Students
use
parking
facilities.

c Students find that there is not enough parking space available to them.

WHAT ARE STUDENTS SAYING?

b “The initial thought is that it’s all going to be religion, but it’s a

How might we make entry pathways clear for NSLs?

my learning experience. It would have been helpful to have such
information at an early stage, e.g. orientation.” UG, Brisbane
get in, which isn’t good.” UG, Strathfield

it’s often late or poorly communicated.” PG, Mature Age, Melbourne
Sydney

b “The library were a great support with my assessment.” UG, Sydney

How might we help students understand course options
and outcomes in engaging ways?
How might we help students feel a sense of belonging
when engaging with online content at this stage?
e.g. re-creating the campus feel online

b “I failed my subjects and went to academic skills unit throughout

b “Student services has a bunch of cool stuff, but they don’t promote it so
b “It would have been good to promote academic services in first year.” UG,

Students engage with
campus ministry and
find the experience
rewarding.

How might we provide students with as much detailed
course information as possible, to help them make an
informed decision and to help them understand what to
expect from an ACU degree?
CONSIDERATION This will vary by student type
CONSIDERATION Students wish they had information like
weekly schedules and assessment methods

Students
use the
spaces on
campus.

WHAT ARE STUDENTS SAYING?

b “Mental health counsellors are fantastic, but could be a 2 week wait to

Many also complain that when lectures run over, they end up with
parking tickets.

staff chat amongst themselves.” UG, Melbourne

b “The library is too small, there are no group rooms.” UG, Strathfield

ACU could do is have traditional latin mass, not just the English one. It
would make me feel very welcome.” PG, Melbourne

earlier in the journey, before they even start their course?

within the crucial first few weeks of starting classes?

A moment that matters
Ideal state already happening
Needs further expoloration

ACCESS SUPPORT

Students
go to the
campus cafe/
canteen.

activities, simply spaces to ‘hang out’. This directly affects their sense
of belonging.
students end up hanging out in the library, which makes it loud and
cramped.

especially healthy, affordable food. (Especially in Melbourne &
Brisbane)

Previous Research
Student type specific

Students get overwhelmed with choice and struggle to
navigate information when seeking to understand what
applying for and going to university would mean for
them. At the same time, they feel that the information
provided is insufficient to make the right decision.

b “The rooms are small and they overbook them, you can’t fit tables.” PG,

b “If I had to physically be on campus the single most beneficial thing

― How might we help students connect with each other

ways to find like-minded people?
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IDEAL
EXPERIENCE

How might we help students feel a sense of belonging
to ACU early in their journey?

― How might we help students by creating structured

Students
use the
library.

c Students feel that there are not enough spaces that encourage social

c Some students find that due to the lack of social spaces on campus,

c Many students feel that the classrooms are too small.
c Students find that there are not enough food options on campus,

c Some students don’t understand the library system.
c Students find that there is not enough parking space available to them.

b “There are no places to relax. The library is too loud, even the security

Melbourne

misconception. The values and ethics are so high, it’s beautiful.” UG,
Melbourne

common system and process problems that arise, so that
students’ needs are met seamlessly.

Students
use
parking
facilities.

d Small campuses make it easier to feel a sense of belonging, as students
make connections faster with each other and with staff.
d Many students find the library space and resources good and the staff
friendly.
d Ballarat students truly enjoy their campus facilities. They especially
love the food canteen.

WHAT DOES NOT WORK FOR STUDENTS?

WHAT ARE STUDENTS SAYING?

Melbourne

― How might we anticipate students needs and

Students
use the
spaces on
campus.

WHAT WORKS FOR STUDENTS?

b “I went to a catholic school, I like the spiritual side of ACU.” UG,

Canberra

― How might we identify and eliminate the most

9
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Students
attend
mass.

a I am Catholic and I am deeply engaged with the campus ministry.
a I am not religious but I enjoy the morals and ethics of the Catholic
a I respect the Catholic culture, but I appreciate that I’m not pushed to

c Some students feel that the communications from campus ministry

organise key information so that students can find what
they need quickly and confidently?

8

Map icons

b “There was no choir opportunities and no emails about mass.” UG,
b “Catholicism isn’t pushed on you.” UG, Brisbane

consistent across channels, and that changes can be
easily reflected in real time?

a I am Catholic and I am deeply engaged with the campus ministry.

Canberra

Gra

In
WHAT ARE
STUDENTS
DOING?

b “Once I came here I realised that the Catholicism wasn’t a big deal.” UG,

― How might we build consistent ways to structure and

&

tling
Student Life
CAMPUS MINISTRY

WHAT WORKS FOR STUDENTS?

b “The initial thought is that it’s all going to be religion, but it’s a

― How might we ensure all information is correct and

7

6

ACU STUDENT JOURNEY KEY

WHAT DOES NOT WORK FOR STUDENTS?

How might we identify root causes of major
sequencing and timing issues, to ensure that the
student experience is not negatively impacted by
things within our control?

USE CAMPUS FACILITIES

Students get
involved in
the campus
ministry e.g.
join the choir.

b “Catholicism isn’t pushed on you.” UG, Brisbane

TOP OPPORTUNITIES

3. Entry pathways are confusing for nonschool leavers.

Map icons

page 2 of 3

Students
attend
mass.

b “Once I came here I realised that the Catholicism wasn’t a big deal.” UG,

Further insight in this chapter can be found in the detailed
journey map, which provides an understanding of student
actions, mindsets, delight points, pain points, and ideal
state experience.

WHAT MINDSETS DO STUDENTS HAVE?

How might we set students up for success with
every interaction, by ensuring that the students can
independently solve their enquiries and know where to
look for help in more complex cases?

STUDENT MINDSETS

What are the varied
mindsets that
students display in
different contexts?
The mindsets are
listed only when we
found clear differences
in how students
approach a certain
experience.

Where do I need
to look to find the
information I’m
looking for?

TOP INSIGHT

1. Navigating information when deciding
where/what to study is overwhelming.

FOR FURTHER DETAIL:

WHAT ARE STUDENTS SAYING?

How might we provide consistent, timely, and easy to
access information, to establish trust and empower
students to find information independently?
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TOP OPPORTUNITIES
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TOP OPPORTUNITIES

Students
engage in
campus
ministry
meetings.

Melbourne

nta

TOP OPPORTUNITIES

Non-School
Leaver: Where
do I start? Can I
even do this?

JOURNEY CHAPTER NAVIGATION:

rnin

Overall, students find the ACU culture positive, warm,
and inviting. However, many students take a long time to
settling in and feel a sense of belonging. It is difficult for
them to find like-minded people, it takes time to develop
relationships with staff, and there are not enough physical
spaces that foster connections. Students who study online
full time find it even more difficult to connect with others.

essm

Students often experience things happening out of order,
or too late. From a sequencing point of view, issues with
enrolment are the root cause of units happening at the
wrong time, or in the wrong sequence. When it comes
to timing, placement is the biggest source of stress, with
preparations feeling last minute. There are also more
specific instances of sequencing issues - for example
feedback coming too late, meaning students are unable to
use it to improve their next assessment.

eta

When a problem arises, students often resort to asking staff
for help, as they find staff extremely helpful. Staff often go
above and beyond to help students, which is fantastic for
one-on-one interactions, but it is not easily scalable, as staff
have different approaches to solving the same problems.
Asking for personal support is just one way students try to
get around obstacles - over time they learn tricks they can
do on their own e.g. they swap placements with peers, or
enrol for units just to get unit outlines and then un-enrol.

ent
Plac
eme

Students find inconsistent information across channels,
which results in low trust and cross-checking. One of the
reasons for inconsistencies is that students believe systems
are slow to reflect changes. If students cannot find the right
information on their own or with the help of peers, they
resort to asking staff for help or reassurance. This often
means that information flows in informal ways, and some
students miss out.

I wonder how
it will feel to
be a university
student…

This chapter is about the first
moments that potential students
interact with ACU - when
they are considering going to
university and trying to navigate
the available information to
make the right decision.

Lea

It takes students a long time to
feel a sense of belonging

Ass

Sequencing and timing issues
happen all across the journey

Orie

Staff pull strings and students
hack the system

Tim

Information is inconsistent, or
inadequate across channels
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ACU STUDENT JOURNEY CHAPTER 1

Students engage with
campus ministry and
find the experience
rewarding.

Melbourne

a “There’s not enough food options and they’re expensive.” UG, Brisbane
a “The cafe is too expensive, and there is not enough choice.” UG,
Strathfield

a “Parking is very stressful, you get fines when tutorials run over.” UG,
Ballarat

Students can easily find
a space to relax and
meet others.

Students can easily find
a spot at the library and
they find the library
quiet.

Students can
easily park on
campus.

Students feel there are
enough, varied food
options on campus.

Students find
classrooms spacious and
practical.

All students are aware
of support services
available to them.

All students
are aware
of support
services
available to
them.

Students use support
services and feel listened
to and cared for.

The library is managed by the UX team and will be built
upon as more research is completed. Anyone at ACU can
reach out to the UX team with insight enquiries.

How to read
the searchable
insights library
SEARCHABLE INSIGHTS LIBRARY
The searchable insights library is a collection of all insights
from the project as well as previous pieces of work (Phase
1 of the Journey Mapping project, a Lapsed offer study, an
Attrition study, a Communication Channels and Research
Behaviour study, and a Graduation Experience study)
captured in Airtable - a searchable online platform.
The library is managed by the UX team and will be built
upon as more research is completed. Anyone at ACU can
reach out to the UX team with insight inquiries.
A breakdown of the elements that make up the insights
library can be found below.

A TOP-LINE DESCRIPTION:

What is the insight about in
once sentence?
A DETAILED DESCRIPTION:

What is the comprehensive
learning?

QUOTES:

Supporting student quotes

TAGS:

Tags that help filter the
information into topics such
as Info and comms, Digital
experience, Moment that
matters, Opportunity for further
research, PG students, Mature
age students, International
students etc.
JOURNEY STAGE:

To help navigate the insight
back to the journey map

6

How to read the
student journey map
CHAPTER SUMMARIES

DETAILED MAP

The chapter summaries act as an introduction - they aim
to summarise the detailed map stages into top insights and
opportunity areas. The chapter summaries can be used as
a top line overview of the journey end to end.

The detailed map is a comprehensive collection of all
findings from the research and is divided into the following
categories: Student steps, student mindsets, what works for
students, what doesn’t work for students, example quotes,
and ideal experience. The map can be read end to end, or
in a ‘modular’ way - by putting together a chapter summary
and its relevant detailed pages.

ILLUSTRATION
INTRODUCTION

A visual that helps capture students’
feelings/needs/expectations around
the given part of their experience. The
speech bubbles are not direct student
quotes - they are a summarised
sentiment.

A short explainer that helps
understand the focus of the
given chapter.

HIGH LEVEL STEPS

Commonly experienced stages in
the student journey

What are students doing in this
chapter?

WHAT ARE
STUDENTS
DOING?

Students
engage in
campus
ministry
meetings.

I wonder how
it will feel to
be a university
student…

This chapter is about the first
moments that potential students
interact with ACU - when
they are considering going to
university and trying to navigate
the available information to
make the right decision.

Non-School
Leaver: Where
do I start? Can I
even do this?

Where do I need
to look to find the
information I’m
looking for?

STUDENT MINDSETS

What are the varied
mindsets that
students display in
different contexts?
The mindsets are
listed only when we
found clear differences
in how students
approach a certain
experience.

JOURNEY CHAPTER NAVIGATION:

Students
attend
mass.

Students get
involved in
the campus
ministry e.g.
join the choir.

a I am Catholic and I am deeply engaged with the campus ministry.
a I am not religious but I enjoy the morals and ethics of the Catholic
students and staff.

a I respect the Catholic culture, but I appreciate that I’m not pushed to
engage with it.

WHAT WORKS FOR STUDENTS?
d Students who do not wish to engage with the Catholic culture at ACU
do not feel pressured to do so.

WHAT DOES NOT WORK FOR STUDENTS?
c Some students feel that the Catholic culture is not strong enough at
ACU.

c Some students feel that the morals and ethics associated with Catholic
culture are the reason why the party culture is missing at ACU.

c A few students felt that the campus ministry students form a tight
group that is difficult to break into.

c Some students feel that the communications from campus ministry
could be improved.
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FOR FURTHER DETAIL:
Further insight in this chapter can be found in the detailed
journey map, which provides an understanding of student
actions, mindsets, delight points, pain points, and ideal
state experience.
ACU STUDENT JOURNEY KEY

Student Life

WHAT ARE
STUDENTS
DOING?

Students
engage in
campus
ministry
meetings.

Map icons
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CAMPUS MINISTRY

USE CAMPUS FACILITIES

Students
attend
mass.

Students get
involved in
the campus
ministry e.g.
join the choir.

WHAT MINDSETS DO STUDENTS HAVE?
a I am Catholic and I am deeply engaged with the campus ministry.
a I am not religious but I enjoy the morals and ethics of the Catholic
students and staff.

a I respect the Catholic culture, but I appreciate that I’m not pushed to
engage with it.

WHAT WORKS FOR STUDENTS?
d Students who do not wish to engage with the Catholic culture at ACU
do not feel pressured to do so.

WHAT DOES NOT WORK FOR STUDENTS?
c Some students feel that the Catholic culture is not strong enough at
ACU.

c Some students feel that the morals and ethics associated with Catholic
culture are the reason why the party culture is missing at ACU.

c A few students felt that the campus ministry students form a tight
group that is difficult to break into.

c Some students feel that the communications from campus ministry
could be improved.

Students
use the
spaces on
campus.

Students
use
parking
facilities.

Students
use the
library.

Students
go to the
campus cafe/
canteen.

WHAT WORKS FOR STUDENTS?

Mature age
International
Post graduate

Students
engage with
support
services.

d Many students find the library space and resources good and the staff
friendly.
d Ballarat students truly enjoy their campus facilities. They especially
love the food canteen.

Students go through
the Complaints and
Appeal Process.

d Disability support is seen as excellent, and the ability to create an EIP
takes the pressure off students.

especially healthy, affordable food. (Especially in Melbourne &
Brisbane)

c International students wish that there was more student accomodation
available. Especially when they arrive in Australia, they are seeking a
‘transition’ accomodation that gives them reassurance that they will
have a home before they find their place.

WHAT ARE STUDENTS SAYING?
Strathfield

c Some students find that due to the lack of social spaces on campus,

c Students find that there are not enough food options on campus,

Some students
in Sydney live in
the off-campus
accomodation.

b “I wish there was cheap accommodation.” UG, International,

c Counselling and disability services are considered excellent, but
sometimes difficult or time consuming to access.

students end up hanging out in the library, which makes it loud and
cramped.

Some students
in Ballarat
live in campus
accomodation.

d Students consider the counselling service on campus to be of excellent
quality.

c Across the board, students feel as though the support available to them

c Many students feel that the classrooms are too small.

Communication channel and research
behaviours report
Graduation experience insights report

WHAT DOES NOT WORK FOR STUDENTS?

d Students see the academic skills unit as a valuable resource to help
them succeed.

WHAT DOES NOT WORK FOR STUDENTS?

c Students feel that there are not enough spaces that encourage social

activities, simply spaces to ‘hang out’. This directly affects their sense
of belonging.

ACU-led student journey map pilot
Attrition and lapsed offer insights report

LIVE IN STUDENT ACCOMMODATION

WHAT WORKS FOR STUDENTS?

d Small campuses make it easier to feel a sense of belonging, as students
make connections faster with each other and with staff.

WHAT DOES NOT WORK FOR STUDENTS?

is not communicated well enough, or early enough.

b “I wish I knew more about accommodation before coming to Australia.”
UG, International, Brisbane

Students get overwhelmed with choice and struggle to
navigate information when seeking to understand what
applying for and going to university would mean for
them. At the same time, they feel that the information
provided is insufficient to make the right decision.

3. Entry pathways are confusing for nonschool leavers.
Non-school leavers find entry pathways unclear, and
are often unsure what they need to have ready to apply
(documents or requirements). They value face-to-face
support from ACU to get advice and reassurance at
this stage. Once they know which path to take, the
application process itself is straightforward.

2. Open day can be a game changer.
Open day is a pivotal moment for prospective students,
as it helps them imagine themselves in the university
context. Students who miss open day need other
opportunities to imagine what their student life might
look like.

Many also complain that when lectures run over, they end up with
parking tickets.

Melbourne

b “There are no places to relax. The library is too loud, even the security
b “The library is too small, there are no group rooms.” UG, Strathfield

Canberra

b “Once I came here I realised that the Catholicism wasn’t a big deal.” UG,
Melbourne

my learning experience. It would have been helpful to have such
information at an early stage, e.g. orientation.” UG, Brisbane

staff chat amongst themselves.” UG, Melbourne

b “The library were a great support with my assessment.” UG, Sydney

How might we help students understand what the
application process entails and where and how to reach for
help if needed?

get in, which isn’t good.” UG, Strathfield

b “Student services has a bunch of cool stuff, but they don’t promote it so
it’s often late or poorly communicated.” PG, Mature Age, Melbourne

b “The ladies at academic skills are great but the process of booking with
them is horrible.” UG, Mature Age, Brisbane

b “OSS is fantastic but I think it’s important to make people more aware
of this service. Maybe counsellors can come to classes and say hi.” UG,
Canberra

b “The rooms are small and they overbook them, you can’t fit tables.” PG,

b “The initial thought is that it’s all going to be religion, but it’s a

misconception. The values and ethics are so high, it’s beautiful.” UG,
Melbourne

b “If I had to physically be on campus the single most beneficial thing

ACU could do is have traditional latin mass, not just the English one. It
would make me feel very welcome.” PG, Melbourne

Interested students
receive regular
communications from
the campus ministry.

Students engage with
campus ministry and
find the experience
rewarding.

Melbourne

b “There’s not enough food options and they’re expensive.” UG, Brisbane
b “The cafe is too expensive, and there is not enough choice.” UG,
Strathfield

b “Parking is very stressful, you get fines when tutorials run over.” UG,
Ballarat

Students can easily find
a space to relax and
meet others.

Students can easily find
a spot at the library and
they find the library
quiet.

Students can
easily park on
campus.

Students feel there are
enough, varied food
options on campus.

Students find
classrooms spacious and
practical.

All students are aware
of support services
available to them.

All students
are aware
of support
services
available to
them.

Students use support
services and feel listened
to and cared for.

IDEAL
EXPERIENCE

WHAT WORKS FOR STUDENTS?

TOP INSIGHTS

TOP OPPORTUNITY SPACES

A summary of the top findings
about the given aspect of the
student experience.

An outline of the top
opportunity spaces for
improving the given aspect of
the student experience.

Students learn
about support
services available
to them.

Students
engage with
support
services.

LIVE IN

Students go through
the Complaints and
Appeal Process.

WHAT WORKS FOR STUDENTS?
d Students see the academic skills unit as a valuable resource to help
them succeed.

d Many students find the library space and resources good and the staff
friendly.

d Students consider the counselling service on campus to be of excellent
quality.

d Ballarat students truly enjoy their campus facilities. They especially
love the food canteen.

d Disability support is seen as excellent, and the ability to create an EIP
takes the pressure off students.

WHAT DOES NOT WORK FOR STUDENTS?
activities, simply spaces to ‘hang out’. This directly affects their sense
of belonging.

c Some students find that due to the lack of social spaces on campus,

students end up hanging out in the library, which makes it loud and
cramped.

c Many students feel that the classrooms are too small.

available. Espec
‘transition’ acco
have a home be

WHAT ARE ST
Strathfield

c Across the board, students feel as though the support available to them
is not communicated well enough, or early enough.

b “I wish I knew m

UG, Internation

c Counselling and disability services are considered excellent, but
sometimes difficult or time consuming to access.

WHAT ARE STUDENTS SAYING?

c Students find that there are not enough food options on campus,

b “I failed my subjects and went to academic skills unit throughout

c Some students don’t understand the library system.

b “Mental health counsellors are fantastic, but could be a 2 week wait to

especially healthy, affordable food. (Especially in Melbourne &
Brisbane)

c International st

b “I wish there was

WHAT DOES NOT WORK FOR STUDENTS?

c Students feel that there are not enough spaces that encourage social

Some students
in Ballarat
live in campus
accomodation.

WHAT DOES N

d Small campuses make it easier to feel a sense of belonging, as students
make connections faster with each other and with staff.

my learning experience. It would have been helpful to have such
information at an early stage, e.g. orientation.” UG, Brisbane
get in, which isn’t good.” UG, Strathfield

b “Student services has a bunch of cool stuff, but they don’t promote it so
it’s often late or poorly communicated.” PG, Mature Age, Melbourne

b “It would have been good to promote academic services in first year.” UG,
Sydney

WHAT ARE STUDENTS SAYING?

b “There was no choir opportunities and no emails about mass.” UG,

b “There are no places to relax. The library is too loud, even the security
staff chat amongst themselves.” UG, Melbourne

b “Catholicism isn’t pushed on you.” UG, Brisbane

b “The library is too small, there are no group rooms.” UG, Strathfield

b “Once I came here I realised that the Catholicism wasn’t a big deal.” UG,

b “The library were a great support with my assessment.” UG, Sydney

b “The ladies at academic skills are great but the process of booking with
them is horrible.” UG, Mature Age, Brisbane

b “OSS is fantastic but I think it’s important to make people more aware
of this service. Maybe counsellors can come to classes and say hi.” UG,
Canberra

b “The rooms are small and they overbook them, you can’t fit tables.” PG,

misconception. The values and ethics are so high, it’s beautiful.” UG,
Melbourne

b “If I had to physically be on campus the single most beneficial thing

ACU could do is have traditional latin mass, not just the English one. It
would make me feel very welcome.” PG, Melbourne

WHAT WORKS
FOR STUDENTS
Interested students
receive regular
communications from
the campus ministry.

Students engage with
campus ministry and
find the experience
rewarding.

Melbourne

b “There’s not enough food options and they’re expensive.” UG, Brisbane
b “The cafe is too expensive, and there is not enough choice.” UG,
Strathfield

b “Parking is very stressful, you get fines when tutorials run over.” UG,
Ballarat

Students can easily find
a space to relax and
meet others.

Students can easily find
a spot at the library and
they find the library
quiet.

Students can
easily park on
campus.

IDEAL
EXPERIENCE

WHAT DOESN’T WORK
FOR STUDENTS

What are they most common
pain points around this
experience?
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Students
go to the
campus cafe/
canteen.

b “I went to a catholic school, I like the spiritual side of ACU.” UG,

b “The initial thought is that it’s all going to be religion, but it’s a

What do students like about
this part of the experience?

Students
use the
library.

Many also complain that when lectures run over, they end up with
parking tickets.

Melbourne

How might we make entry pathways clear for NSLs?

b “I failed my subjects and went to academic skills unit throughout

Sydney

WHAT ARE STUDENTS SAYING?

b “There was no choir opportunities and no emails about mass.” UG,
b “Catholicism isn’t pushed on you.” UG, Brisbane

How might we help students understand course options
and outcomes in engaging ways?

Students
use
parking
facilities.

WHAT ARE STUDENTS SAYING?

b “It would have been good to promote academic services in first year.” UG,

b “I went to a catholic school, I like the spiritual side of ACU.” UG,

How might we provide students with as much detailed
course information as possible, to help them make an
informed decision and to help them understand what to
expect from an ACU degree?
CONSIDERATION This will vary by student type
CONSIDERATION Students wish they had information like
weekly schedules and assessment methods

How might we help students feel a sense of belonging
when engaging with online content at this stage?
e.g. re-creating the campus feel online

b “Mental health counsellors are fantastic, but could be a 2 week wait to

c Some students don’t understand the library system.
c Students find that there is not enough parking space available to them.

WHAT ARE STUDENTS SAYING?

Students learn
about support
services available
to them.

Previous Research
Student type specific

A moment that matters
Ideal state already happening
Needs further expoloration

ACCESS SUPPORT

1. Navigating information when deciding
where/what to study is overwhelming.

Students
use the
spaces on
campus.

ACCESS SUPPORT

c Students find that there is not enough parking space available to them.

WHAT ARE STUDENTS SAYING?

Canberra

TOP OPPORTUNITIES

Ideal state already happening

USE CAMPUS FACILITIES

Melbourne

TOP INSIGHT

A moment that matters
Needs further expoloration

WHAT MINDSETS DO STUDENTS HAVE?

1. Seek and
Apply
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CAMPUS MINISTRY

STUDENT STEPS

ACU STUDENT JOURNEY CHAPTER 1

ACU STUDENT JOURNEY

Student Life

IDEAL EXPERIENCE

What would students ideally
like to happen? This is a pure
desirability view and it requires
staff input to understand
feasibility and viability. The
purpose of ideal state is to act
as inspiration - or the ultimate
goal.

EXAMPLE QUOTES

Supporting quotes to help
empathise with the students.
The quotes on the map are
examples, not a comprehensive
list of all quotes around a given
experience.

Students feel there are
enough, varied food
options on campus.

Students find
classrooms spacious and
practical.

All students are aware
of support services
available to them.

All stu
are aw
of supp
service
availab
them.

