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Service Design Overview

Systems Processes Touchpoints Experiences
& Resources & Procedures & Interactions & QOutcomes
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The University
Solution

Stakeholder engagement |dentifying fail points Mapping personas



Who is Maria?

e 27 female student from Poland

e Has been living and working in Ireland
for two years

e Studied for a BA International Relations
at the University of Warsaw

e Will be paying her own fees

e Interested in studying for a Masters in
Ireland (doesn’t matter where)

e Plays hockey
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The Postgraduate Application Wall of Pain

BT AT e e

L N e s APABEY  w -
e N e R et e — &
R - —— L T o R s
& T Peas -~ . ——  —
— o :L.; Len - ——
* — it e > - - -
Z oew — *a — .
—— P — - ' £
— .‘: — ‘,.
— - -
M A ke T Simaaa ° Py .
i el o . - &,
$ -
- e o
e aae . .-: "" ':'.’ —— - —
- RS 3 ey e
- e - - -
Sp R = I - -
. o - _
Sapanse " Dt en e o
hd e v eh — "‘,::‘: -—
- e -
Rl i
~ AN - g -
by mee gy et - .. .- ao - -
— b - - P -~ - ": ==
o — TS o N . .
- .~ - "o
-~ -—— y TS
[y — TR A AR '-: - _— ~






PICK CHART - PRIORITISING

High

Payoff

Low

Implement : Challenge
(Just do it) I 5
Idea 1 |
Idea 9 | T
| | ldea 2
idea 4 ) |
Idea 3 I Idea 7
[
|
_________ rF——————==—=-
|
l _
] | Idea 6
Idea 8 I
I |
Idea 5 I
Possible L Kill
Easy Difficulty Hard



The Academic Governance Wall of Pain
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A Five Whys Worksheet

Why is participation in
dcademic governance a problem
in your University?

Note: If the last answer is
;-same'l;hmg you cannot

E:corm'ol, 80 backto the




Developing Personas
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