
The way the internship 
periods are structured for 
some subjects are restrictive 
for students

Mid-semester break a 
high-intensity study period. 
Assessments during this time 
“slows you down” and gets in 
the way of catching up on 
study

Feeling inspired and sense of 
progress when learning 

Careers events are helpful, but 
not always sure how to make 
best use of them

Internships help students feel 
engaged with industry, and 
confident that they will find a 
job at the end of their studies

SEEK CAREER 
ADVICE, DO
INTERNSHIPS & 
PLACEMENTS

D15

To participate in activities 
that will contribute to my 
career development, so 
that I can have greater 
employment 
opportunities at the end 
of my degree

- Highly motivated 
students
- Students towards the 
end of their degree

GOAL

MOST COMMONLY
SEEN IN

- Update LinkedIn and 
portfolio

- Do internships (typically 
before and after semester)

- Do placements during 
semester

- Visit Career Hub

- Work on career primarily 
before and after semester 
and towards end of degree

ACTIONS

UNDERSTAND 
UTS WAYS OF 
TEACHING &
LEARNING 

D04
D05

- All new students 
(particularly 
international, exchange, 
study abroad)

GOAL

MOST COMMONLY
SEEN IN

- Understand UTS 
teaching style

- Familiarise with new 
class formats (e.g. 
tutorials)

- Collaboration style and 
interactive classes

ACTIONS

To quickly understand 
the teaching and 
learning conventions at 
UTS, so that I know 
what’s expected of me 
and can participate 
appropriately

ATTEND
LECTURES

D12

- All students 

GOAL

MOST COMMONLY
SEEN IN

- Go in person

- Watch online

- Read through slides

ACTIONS

To attend lectures 
throughout the 
semester where I will 
learn new content, 
that can be later 
practiced in class

USE SUBJECT 
OUTLINE 

D07

- All students

GOAL

MOST COMMONLY
SEEN IN

- Read through Subject 
Outline before semester 
begins

- Continue to refer to 
throughout semester 

- Plan around assessment 
and class dates 

- Read assessment briefs

ACTIONS

For the Subject Outline 
to be clear and 
relevant, so that I can 
refer to it throughout 
the semester as the 
source of truth for the 
subject

Subject Outline seen as “The 
Bible” for a subject, however 
information around SILOs not 
communicated in a way that 
links it to practical learning. 
Students skip pages to the 
week schedule and 
assessments

Classes (e.g. tutorials) are 
seen as more important than 
lectures, because often 
lecturers are just reading 
slides, whereas there’s more 
interaction during classes

Teaching and learning style 
varies between faculty, 
course, subject, and 
individual teaching sta�

Feel overwhelmed
Stressed that people won’t 
pull their weight

Turnitin isn’t user friendly Feeling stressed and worried 
about potential impact of not 
passing exams

All exams now 2 hours, but 
some did not transition well 
and simply cut out sections of  
a 3 hour exam 

Lack of direction on 
assessments, e.g. assessment 
examples not always 
provided

Forced to use unfamiliar 
tools (e.g. Photoshop) 
without support or guidance

Unclear how an assignment 
links to the learning 
outcomes

UTS Online not suitable for 
collaboration

UTS doesn’t o�er any widely 
known or used service that 
allows for groupwork 
collaboration, so students turn 
to uno�cial services, e.g. 
Facebook and Google Docs

Disconnect between Subject 
Intended Learning Outcomes 
and learning

Inconsistency with lecture 
uploads, preventing 
students planning their 
time, based on if they must 
physically attend

Student Centre and 
eRequests are slow and 
painful experiences

KEEP STUDENT 
ADMIN UP 
TO DATE 

D10

- All students (to 
varying levels)

GOAL

MOST COMMONLY
SEEN IN

- Visit Student Centre

- Submit eRequests

ACTIONS

To ensure my 
student admin is up 
to date, so that I 
can get on with 
things  

GO TO CLASSES 
(E.G. TUTORIALS, 
WORKSHOPS, 
PRACS, ETC.)  

D13

- All students

GOAL

MOST COMMONLY
SEEN IN

- Prepare for class

- Refer to Subject Outline

- Attend class

- Contribute to discussions

ACTIONS

To attend classes 
throughout the semester 
where I will learn new 
content, and cement 
existing knowledge 
through interactive 
practice and discussions

Lost on campus Multiple inconsistent 
channels of o�cial 
communications lead to 
confusion around where the 
source of truth sits

Unfamiliar methods of 
learning

Don’t always understand 
where content and skills fit 
in

Try to cope with massive 
workload of uni on top of 
life commitments (e.g. work, 
family)

Lack of knowledge sharing 
between past and current 
students

Whole class moving from 
one building to another 
for their next class cuts 
into class time

Fairly easy to get around

Engaging learning styles

NAVIGATE 
CAMPUS 

D01

To quickly learn 
where the relevant 
places are around 
campus, so that I 
don’t get lost, adding 
stress to my first few 
weeks of uni 

- All new students

GOAL

MOST COMMONLY
SEEN IN

- Orientation activities, 
e.g. tour of campus

- Go to Student Centre to 
pick up Student ID Card

- Figure out where 
everything is

ACTIONS

D08

GOAL

- Communication from UTS 
about subjects, e.g. 
through: 

  - Emails

  - Subject Outline

  - UTS Online 

Announcements  

  - Facebook

ACTIONS

To receive and 
comprehend all relevant 
communications from UTS 
in a timely manner, and 
trust that it is an accurate 
and consistent source of 
truth, with no missing 
details

INTERACT WITH 
UTS TEACHING 
STAFF 

D14

- All students 

GOAL

MOST COMMONLY
SEEN IN

- Wait after class to talk to 
lecturer or go to their 
o�ce 

- Email 

- Social media 

ACTIONS

To have relevant and 
consistent methods of 
communicating with 
teaching sta�, so that I 
know they will respond 
when I need, and will be 
notified when they do

DO 
GROUPWORK 

D17

- All students

GOAL

MOST COMMONLY
SEEN IN

- Choose or be assigned 
groups: in the lecture, 
through UTS emails, on 
Facebook, etc.

- Meet up outside of class 

- Manage team dynamics 
and communication

- Collaborate online 

ACTIONS

To trust the work will 
be evenly distributed, 
and be able to 
communicate and 
collaborate with my 
group, so that we can 
get the work done

TAKE EXAMS 

D20

- All students where 
exams are part of the 
course 

GOAL

MOST COMMONLY
SEEN IN

- Look at exam timetable 
and plan for dates

- Look up location of exam 
hall and how to get there

- Sit exam

ACTIONS

To feel confident that 
I am adequately 
prepared for my 
exams, so that I can 
show what I have 
learnt, and pass my 
subject

D16

STUDY

- All students 

GOAL

MOST COMMONLY
SEEN IN

- Study before and after 
lectures 

- Take study notes

- Attend study groups

- Seek UTS Library 
support

- Drink co�ee

ACTIONS

To have access to 
support material 
for study, so that I 
can prepare for 
exams and 
assessments 

MANAGE 
TIME 

D11

- Particularly time poor 
students 
 

GOAL

MOST COMMONLY
SEEN IN

- Juggle work, study, and 
life, at once

- Plan around timetable 
and due dates

ACTIONS

To manage my 
time, so that I can 
juggle uni, work, 
study, and life 

PARTICAPATE
IN CLUBS &
EVENTS 

D06

- All students 

GOAL

MOST COMMONLY
SEEN IN

- O-week
 
- Sign up for clubs

- Attend events

- Further learning

ACTIONS

To join a UTS community, 
so that I can expand on 
my social, networking, 
career development, 
extra-curricular skills, 
and educational capacity 

D19
D18

DO 
ASSIGNMENTS &
MEET DEADLINES

- All students 

GOAL

MOST COMMONLY
SEEN IN

- Complete tasks and 
assignments

- Submit assignments to 
UTS Online, Turnitin, or in 
person

- Receive feedback and 
marks on Review 

ACTIONS

To know the 
assessment 
requirements ahead 
of time, so that I can 
complete my work 
without friction or 
misunderstanding

DURING

In July (2 week break 
between first and second 
sem), students might work 
multiple part time jobs, 
because it’s too short a 
time to pick up a full time 
job between semesters 

If students work part time 
during the semester, night 
classes can be a favourable 
option, but not always an 
option

USE UTS 
SERVICES

D09

- All students 

- All students 

GOAL

MOST COMMONLY
SEEN IN

MOST COMMONLY
SEEN IN

- Use language, health or 
legal services 

- Visit CareersHub (service 
centre or website)

ACTIONS

To be aware of the 
UTS services that are 
available to me, so 
that I can find help 
and assistance when 
I need

Little awareness of the 
support services provided 
until it’s too late 

Deadline surges at points of 
semester, where assessments 
are due for all subjects 

Fall behind on assessments

Learning important life skills

Inconsistent student 
interaction with sta� outside 
class, students forced to 
adapt to the preferences of 
individual academics 

Di�cult to get time with 
lecturers because they’re 
generally overworked

Facebook convenient for 
group discussions and 
communications

FOR MORE DETAIL 
REFER TO

Unfamiliar language and 
terminology 
(new students, exchange 
students)

Multiple UTS sites, each with 
multiple names, lead to 
confusion about where to 
find or do things

UTS Online di�cult to 
navigate (e.g. folder structure)

New sites introduced 
throughout the semester 
leading to ongoing 
uncertainty

Students rely on peers to 
show them how to use digital 
systems and services

Already overwhelmed from 
planning and admin 
activities leading up to 
starting at uni

Due to the constant changes 
with each semester, it may 
take several years to fully 
understand UTS

UNDERSTAND 
HOW THINGS ARE 
DONE AT UTS 

D03

- New students
- Existing students experiencing
changes at UTS
- Exchange/Study abroad 
students

GOAL

MOST COMMONLY
SEEN IN

- Learn through friends 
with UTS experience

- Experience a di�erent 
education system

- Familiarise with new 
language and terminology

ACTIONS

To rapidly 
understand how 
things work at UTS, 
so that I can focus 
my e�ort on learning 
content from class

FOR MORE DETAIL 
REFER TO

D02

- All students

GOAL

MOST COMMONLY
SEEN IN

- Interact with multiple 
digital systems and 
services

- Learn new sites, tools or 
systems throughout 
semester as introduced to 
new ones

ACTIONS

To  quickly 
understand UTS tools, 
websites and systems 
as they become 
relevant, so that I can 
get on with what I 
need to do   

FOR MORE DETAIL 
REFER TO FOR MORE DETAIL 

REFER TO

FOR MORE DETAIL 
REFER TO

FOR MORE DETAIL 
REFER TO

FOR MORE DETAIL 
REFER TO

FOR MORE DETAIL 
REFER TO

FOR MORE DETAIL 
REFER TO

FOR MORE DETAIL 
REFER TO

FOR MORE DETAIL 
REFER TO

FOR MORE DETAIL 
REFER TO

FOR MORE DETAIL 
REFER TO

FOR MORE DETAIL 
REFER TO

FOR MORE DETAIL 
REFER TO

FOR MORE DETAIL 
REFER TO

FOR MORE DETAIL 
REFER TO

FOR MORE DETAIL 
REFER TO

Feel part of a community

Feel connected with UTS
Wait for subject materials to 
be uploaded 

Students expected to come 
to the first class having 
completed pre-tasks and 
prepared all materials. This 
can be di�cult if 
requirements are not clearly 
communicated or there are 
time constraints due to 
shorter sessions 

Aside from the Subject 
Outline PDF, UTS Online is 
not helpful in surfacing 
resources to support 
self-directed learning

Many resources available for 
students, however no easy 
way to find them. Many turn 
to UTS Online to see what 
that has to o�er, and find it 
is not helpful 

Abundance of resources 
available and feeling 
motivated to learn

Waiting for too long for 
results (e.g. 3-4 weeks)

New students unfamiliar with 
tech process of receiving final 
marks

Receiving mid semester 
results allows students to 
“know where you stand”

Enjoy the break and relax 

New students feel unsure if  
enrolment process followed 
correctly

Enrolment process on My 
Student Admin is frustrating 

Limited choice in timetable 
(e.g. tutorials) 

Clashing timetables

If recommended course 
structure is not followed, 
subject enrolments must be 
done manually through 
Student Centre and 
eRequests. It is a slow 
moving process without 
feedback or visibility of 
enrolment progress 

Feel worried about the uni 
workload and balancing it with 
other commitments (e.g. work, 
family)

DECIDE ON
SUBJECTS

B02

To have visibility over 
the details of the 
subjects I can choose, 
so that I can feel 
confident I’m 
choosing the right 
subjects for me

-Exchange/study 
abroad students
-Students with electives

GOAL

MOST COMMONLY
SEEN IN

- Research subjects, e.g. 
read Subject Outline, 
receive subject advice 

- Make subject decision 
usually based on UTS 
Handbook - “I followed 
the Handbook because I 
didn’t want to have issues 
with subject availability”

ACTIONS

ENROL IN
SUBJECTS
& CLASSES

B04
B03

A clear, simple, and 
streamlined 
enrolment process 
so that I can enrol 
in subjects quickly 
and with ease

- All students

GOAL

MOST COMMONLY
SEEN IN

- Enrol in subjects via My 
Student Admin
 
- Enrol manually through 
eRequest and Student Centre 

- Use UTS My Timetable to 
select class type, etc. for 
whole year

- Choose classes (e.g. 
tutorials) based on 
first-come-first-served

- Ask fellow students to swap 
class times (e.g. on Facebook 
group) 

ACTIONS

PLAN TIME
MANAGEMENT

B05

To plan how I intend 
to manage my time in 
this upcoming 
semester so I can 
balance my uni 
workload with other 
commitments

- Highly motivated 
students 
- Time poor students

GOAL

MOST COMMONLY
SEEN IN

- Plan upcoming semester 

- Balance uni with other 
commitments (e.g. work, 
family) 

ACTIONS

GATHER &
UNDERSTAND
MATERIALS

B06

To know where to 
go to acquire all of 
my required 
materials at once, 
so that I can come 
to class prepared

- Highly motivated 
students
- Time-poor students

GOAL

MOST COMMONLY
SEEN IN

- Go through Subject 
Outline 

- Pre-class readings 

- Purchase materials, e.g. 
stationary, textbooks, 
uniforms, ect.

ACTIONS

DO SELF- 
DIRECTED 
LEARNING 

B07

To have access to, 
and awareness of, 
relevant support 
materials so that I 
can engage in my 
own learning outside 
of class

-Highly motivated 
students 

GOAL

MOST COMMONLY
SEEN IN

- Explore related content 
e.g. Youtube, readings, 
Library databases, etc.

- Become involved in 
extracurricular activities 
e.g. BUiLD, UTS talks, etc.
 
- Use study groups and 
work with other students

ACTIONS

RECEIVE 
FINAL SUBJECT 
RESULTS 

A02
A01

- All students 

GOAL

MOST COMMONLY
SEEN IN

- Receive notification via 
UTS Webmail 

- Go to Review for results

- Download academic 
transcript from Void

ACTIONS

PLAN FOR 
WHAT’S NEXT 

A03

- Highly motivated 
students
- International students 
extending stay 
- Final year students 

GOAL

MOST COMMONLY
SEEN IN

- Look at next semester’s 
subjects in UTS Handbook

- Prepare to graduate 
(final year students)

- Forward results to home 
uni (exchange students)

- Relax

ACTIONS

To quickly receive 
my end of semester 
results, so I can get 
on with my life

To plan ahead so 
that I can relax over 
the holidays, 
knowing I’m 
prepared for what’s 
next

Students have limited 
visibility of timetable before 
subjects are selected

Vague subject descriptions 
in UTS Handbook makes it 
di�cult for students to 
decide 

AFTERBEFORE

Badly timed classes, e.g. 8am 
lectures, Saturday classes, 
Friday evening tutorials

Forwarding results to home 
uni can be a tedious paper 
based process (exchange 
students, study abroad)

Lack clarity about when to 
expect marks 

Feeling concerned about 
overall marks 

FOR MORE DETAIL 
REFER TO

FOR MORE DETAIL 
REFER TO

FOR MORE DETAIL 
REFER TO

FOR MORE DETAIL 
REFER TO

FOR MORE DETAIL 
REFER TO

FOR MORE DETAIL 
REFER TO

FOR MORE DETAIL 
REFER TO

BEFORE DURING AFTER

BEFORE DURING AFTER

RECEIVE 
OFFICIAL UTS 
COMMUNICATIONS 

FAMILIARISE 
WITH UTS 
WEBSITES, 
TOOLS & 
SYSTEMS

BEFORE DURING AFTER

BEFORE DURING AFTERBEFORE DURING AFTER

BEFORE DURING AFTER

BEFORE DURING AFTER

BEFORE DURING AFTER

BEFORE DURING AFTER

BEFORE DURING AFTER

BEFORE DURING AFTER

BEFORE DURING AFTER

BEFORE DURING AFTER

BEFORE DURING AFTER

BEFORE DURING AFTER

BEFORE DURING AFTER

BEFORE DURING AFTER

BEFORE DURING AFTER

BEFORE DURING AFTER

BEFORE DURING AFTER

BEFORE DURING AFTER

BEFORE DURING AFTER

BEFORE DURING AFTER

BEFORE DURING AFTER

BEFORE DURING AFTER

BEFORE DURING AFTER

“If you’re trying to change 
subjects or something, the 

class may have already 
started”

 “You don’t know the people 
you’re working with to know 
if they will actually work or 

just ‘be there’”

 “I like group work if the 
group members are equally 

willing to do work”

 “[we use Slack] only if the 
tutor uses it, otherwise 

there’s no point, we’d just 
use Facebook”

 “Resubmitting can be a 
pain... you have to get 

permission, then a teacher 
has to change the system”

“I had to leave an hour early 
during one of my classes last 
year to make [the next class], 

which sucks because I was 
leaving in the tutorial part, 

where all the maths and stu� 
was" 

“I’ve got a lot of work to do 
outside of my classes, so I’m 

struggling to balance my 
social life with all my work to 

do outside of classes” 

“There’s actually a specific 
tab called ‘tools’ and it’s 

pretty much useless”

“It’s hard to find stu� … it’s a 
struggle to find the relevant 

things sometimes”
“Waiting for subject 

information to be posted 
to UTS Online. Sometimes 

stu� isn’t on there until 
two days before you 

actually have lectures”

“At UTS there's always 
enough resources available 
to study, if you put in the 

e�ort, you'll do fine”

“There’s so many websites 
you need to remember… I 

was so confused”

“It’s fun and you make
friends for life”

“For me, speaking out 
helps me learn”

This journey map was created 
based on research conducted with 
UTS course-work students from 
November 2018 to March 2019.

See the Student Journey Map 
Reference Book for detailed 
findings. 

The frequency that actions 
occur before, during and 
after a session

Reference numbers to 
chapters in the Student 
Semester Journey Map 
Reference Book (E.g. B01)

STUDENT 
JOURNEY MAP

EXCITED MOTIVATED

UNSUPPORTED

OVERLOADED

UNINFORMED
CONFUSED

CONFUSED LOST

ORIENTATED

UNSURE
SPECULATIVE

CONNECTED

MISLED
UNINFORMED

UNAWARE

FRUSTRATED STRESSED

ENGAGED

SUPPORTED

IGNORED

PROACTIVE
INSPIRED

EXHAUSTED

COLLABORATIVE

UNCERTAIN
STRESSED CONCERNED

FRUSTRATED

ACCOMPLISHED PREPARED

FRUSTRATED
DISENGAGED

APPREHENSIVE

Timetable not suitable, or 
lack or options and flexibility

Overloaded prac sessions

Feel inspired by learning new 
content and understanding 
what they’re studying

Subject Coordinators or 
tutors don’t always follow up 
on pre-class activities 

Find tutorials and workshops 
to be interactive and 
engaging

Students are especially 
motivated to work on their 
careers towards the end of 
their studies, i.e. in final year

APPLY, 
RECEIVE
& ACCEPT 
OFFER

B01

To submit my 
application properly 
and with ease, so that I 
can feel confident that 
nothing will get in the 
way of me receiving an 
o�er to study

- New students 
(domestic, international, 
exchange, study 
abroad)

GOAL

MOST COMMONLY
SEEN IN

- Explore university 
options

- Enter up to 10 choices in 
UAC

- Receive and accept o�er, 
enrol in course

- Activate UTS email 
account

- Enrol in course 

ACTIONS

FOR MORE DETAIL 
REFER TO

BEFORE DURING AFTER

EMOTION
CURVE

KEY

PAINS & 
JOYS 

ENTRY

Lots of paperwork

Planning overload paired 
with uncertainty 
increases cognitive load, 
particularly for new 
students moving to 
Sydney (e.g. international 
students)

Excited about a new 
chapter in life

 uts.edu.au/lxt-student-journey

FRUSTRATED

PAIN 

B|D|A

ACTION 
FREQUENCY 
CURVE

low high 

low high 

-

-JOY 

NEGATIVE 

POSITIVE 

OVERWHELMED

UNAWARE


