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NAME SOMETHING 
YOU CAN …

• touch
• hear
• smell

• taste
or

• see
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Admissions and registry

Marketing

IT and Digital

Library Services

Careers, Employability, Alumni

Arts SU

Social Programmes

Academic Support

Student Advice

Health and Counselling

Language Centre

Disability and Dyslexia

Postgraduate Community

Short Courses

FE & BA

Pre- boarding

Unit 
support

Personal 
and 
wellbeing

Social

Related
courses

Discovery Enquiry Application Offer Acceptance (Pre- and) Enrolment Welcome and
getting started

Unit / pathway Completion Feedback Award Progression

UAL Online (Admin and 
Comms)

UAL Online
Student finds out 
about UAL Online 

pathways (and 
units), e.g. through 

word of mouth, 
open day, ...

Personal Tutor

Service | Phase

SX Journey (student facing)

Student sees ad for 
UAL Online on 
Social Media, 

Website, or Email; 
registers interest

Information captured on SITS

Information captured on Student Dashboard

Student takes short 
course before UAL 

Online course

Student registers 
interest or makes 

enquiry

Student reaches out 
to registry with 

application 
questions

Student reaches out 
to service with 

specific question, 
e.g. access

Student reaches out 
to service with 

specific question, 
e.g. access

Student reaches out 
to service with 

specific question, 
e.g. access

Contact made via Student Enquiries, 
Student Advice Service, or Personal Tutor*

Student Enquiries = general university 
enquiries: currently being re- 
developed; contact Bear for further 
information
Student Advice Service = currently only 
provides advice on fees, funding, 
immigration and visas, but may be 
expanded in the future?
Personal Tutor = personal advice; may 
respond to general enquiries short- 
term, but solution not scalable

Student reaches out 
to service before 

application to 
request support

Student reaches out 
to service before 

application to 
request support

Student reaches out 
to service to ask 
about access or 
specific question

Student reaches out 
to service to ask 
about access or 
specific question

Student reaches out 
to service to ask 
about access or 
specific question

Student reaches out 
to service to ask 
about access or 
specific question

Student makes 
application for 
pathway and 

funding 
(scholarships & 

bursaries)

Marketing prompts 
student to start 

application

Registry supports 
and prompts 

application process

Student reaches out 
to service with 

specific question, 
e.g. access

Student reaches out 
to service with 

specific question, 
e.g. access

Student reaches out 
about taking a 

language course or 
has concerns about 

English level

Student takes 
language course 

before UAL Online 
course

Student reaches for 
support or 

information

Student reaches for 
support or 

information

Student reaches for 
support or 

information

Student reaches for 
support or 

information

Student reaches for 
support or 

information

Student reaches for 
support or 

information

Student takes 
course before UAL 

Online course

UAL Online 
supports any 

student queries 
about offer; via 

Admissions

Student receives 
offer

Student may take 
language course 
before start of 

degree

Student finds out 
about or applies for 

funding

Student accepts 
offer and receives 

welcome email 
outlining next steps

Student begins 
personalised 

personal tutoring 
programme

Student enrols

Student reaches out 
to service with 

specific question, 
e.g. access

Student reaches out 
to service with 

specific question, 
e.g. access

Student reaches out 
to service with 

specific question, 
e.g. access

Student reaches out 
to service with 

specific question, 
e.g. access

Student reaches out 
to service with 

specific question, 
e.g. access

Student reaches out 
to service with 

specific question, 
e.g. access

Student reaches out 
to service with 

specific question, 
e.g. access

Student reaches out 
to service with 

specific question, 
e.g. access

Student reaches out 
to service with 

specific question, 
e.g. access

Student reaches out 
to service with 

specific question, 
e.g. access

Student reaches out 
to service with 

specific question, 
e.g. access

IT prepares 
accounts and access

Students gains full 
access

Student receives 
welcome email, 

account 
information, 

pathway / units and 
services overview

Student reaches out 
to service with 

specific question, 
e.g. access

Student reaches out 
to service with 

specific question, 
e.g. access

Student reaches out 
to service with 

specific question, 
e.g. access

Student reaches out 
to service with 

specific question, 
e.g. access

Student reaches out 
to service with 

specific question, 
e.g. access

Student reaches out 
to service with 

specific question, 
e.g. access

Student reaches out 
to service with 

specific question, 
e.g. access

Student reaches out 
to service with 

specific question, 
e.g. access

Student reaches out 
to service with 

specific question, 
e.g. access

Student reaches out 
to service with 

specific question, 
e.g. access

Student reaches out 
to service with 

specific question, 
e.g. access

Student moves 
through unit / 

pathway

Student in direct 
contact with service

Student in direct 
contact with service

Student in direct 
contact with service

Student in direct 
contact with service

Student in direct 
contact with service

Student in direct 
contact with service

Student in direct 
contact with service

Student in direct 
contact with service

Student in direct 
contact with service

Student in direct 
contact with service

Student in direct 
contact with service

Student receives 
end of unit / 

pathway 
information

Alternative units /  
pathways marketed 

to students

Students removed 
from full access, 

alumni access only

Student provides 
feedback

Student receives 
award (+ digital 

certificate where 
applicable)

Registry prepares 
certificate

Student accesses 
alumni services

Student joins 
alternative pathway

Student joins 
alternative pathway

Student automatically signs up to all services, 
including alumni services
Student provides evidence of qualifications and 
pays deposit / unit 1

Student finds out 
about personal 

tutoring, e.g. open 
day

UAL Online 
prepares personal 

tutoring 
programme

Student has full 
access to personal 
tutoring function

Systems and resource requirements

Admissions and enrolment needs

Student applies to 
pathway including 
specific units; payments 
to be charged per unit

Application suport needs
Student gains 
access to 
enrolled units

SITS -> Moodle

Key requirements / decisions / actions:
Develop SITS to capture baseline 
information and other systems 
integrations
Develop Student Dashboard to monitor 
student engagement
Finalise enquiries processes, e.g. Student 
Enquiries / Student Advice
Decide on communications and editorial 
approach, including:

Student communications
Open content provision, including 
ongoing Student Services offer, PG 
Community and Arts SU content

Processes and systems need to 
flexibly allow for stackable units 
and different award points in the 
future

Completion and awards
UALO to lead review 
process
Admissions to lead on 
administrative process

Application review

Student gains 
access to Student 
Hub and induction 

programme

Student communications / editorial

Quick start for confident 
students

Getting started

Credit stacking

Pathway continuation

Degree continuation
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CREATIVITY IN 
PRACTICE
• Contemporary Art

• Communications Design

• Student Experience

8/6/2023
Sebastian May | sebastian.may@arts.ac.uk | 

@_sebastianmay
4



WORKSHOP OVERVIEW
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Creativity in practice
(10 minutes)

Explore
(15 minutes)
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Collage
(30 minutes)

Wrap-up discussion
(5 minutes)



WHY BE 
CREATIVE?
• Discover and explore lived experiences

• Develop, understand and share complex ideas 

and relationships

• Generate new ideas and concepts through lateral 

thinking

• Provide opportunities for expression and 

collaboration

• Amplify different voices 

• Allow for empathetic and inclusive approaches to 

learning
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PAINTING
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ILLUSTRATION
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DESIGN
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CAMPAIGNS
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CREATIVITY



Sebastian May | sebastian.may@arts.ac.uk | @_sebastianmay 128/6/2023

PARTNERSHIPS



READY, SET, COLLAGE



INSTRUCTIONS | STEP 1 | 30 MINUTES

Your collage should:
• Act as a visual representation of your specific scenario.
• Showcase a person’s experience, from their point of view, and consider how 

they ‘feel’ as part of the experience.
• Be made collaboratively.
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Consider the following:
• What is and isn’t part of the experience you’re describing?
• Who is this experience for?
• Any access and inclusion needs.
• What services and support will be available to them?
• Are you highlighting positive as well as negative experiences?
• Are you describing an experience on-site, online, or both?
• Avoid describing solutions: focus on the experience only.
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SCENARIOS
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Someone borrows several items from the 
library.

1 Borrowing from the library

Someone accesses a study space. 

2 Using a study space 

Someone develops specific skills.

4 Developing skills

Someone searches for a specific item 
(physically or virtually).

5 Searching for something

Someone accesses a special collection or 
archive.

3 Accessing special collections 6 Copying, scanning and printing
Someone uses copying, scanning or 
printing equipment.
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SCENARIO 1

Borrowing from the library
Someone borrows several items from the library. 

Consider:
• The entire borrowing process from start to finish.
• What they are borrowing; a book, a piece of equipment, …
• How they access the library and its services.
• Who can and can’t borrow from the library.
• Any access needs they might have.
• How many items they can borrow and for how long.
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SCENARIO 2

Using a study space
Someone accesses a study space. 

Consider:
• The experience of using the study space.
• What does the study space look and feel like?
• What facilities does the study space include?
• What can and can’t they access, and how?
• Who else is using the space at the same time?
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SCENARIO 3

Accessing special collections
Someone accesses a special collection or archive.

Consider:
• The entire experience from start to finish, including how they 

gain access.
• What they are accessing, e.g. what are the materials they can 

access.
• How they can use materials from the collection or archive.
• How long they can access these.
• Any special support or training available to them.
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SCENARIO 4

Developing skills
Someone develops specific skills.

Consider:
• What they want or need to develop, e.g. research skills, digital 

skills, copyright skills, …
• How development and training takes place.
• What materials and spaces does the person require?
• How they can evaluate their learning and development.
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SCENARIO 5

Searching for something
Someone searches for a specific item (physically or virtually).

Consider:
• What they are searching for, e.g. a book, an article, a pattern, 

laptop, support, …
• How they are searching for this, e.g. physically or virtually.
• Do they have any specific needs, e.g. language or access needs.
• What are some of the physical or digital challenges they might 

encounter, e.g. using an online search. 
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SCENARIO 6

Copying, scanning and printing
Someone uses copying, scanning or printing equipment.

Consider:
• The actual experience of using equipment.
• The service and support available to them.
• The cost of using equipment and services.
• Any copyright or licensing barriers they might face.
• Any skills they might require.
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EXPLORE



INSTRUCTIONS | STEP 2 | 15 MINUTES

As a group, and with help from the curator, explore the following questions:
• What can you see in the collage?
• What is the story that’s being told?
• Can you get a sense of an experience?
• What emotions does the work evoke / how does the work make you feel?
• What additional questions does the collage generate? What do you want to find out?

• How do you personally / professional relate to the work?
• How would you apply this information to your own practice or work?
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• Pin your collage to the wall
• Nominate one person in your group to act as a ‘curator’
• Everyone aside from your ‘curator’ moves to the next collage, clockwise



QUESTIONS AND REFLECTIONS
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• How can this method support your work?

• At what stage of your design process would you apply this?

• What is the potential value of applying a creative method to your 

discovery?

• What is the potential impact of applying a creative method to your 

discovery?

• How do you capture different user experiences?

• Who are you including and excluding in your design process?

• How can a creative process illustrate lived experiences outside the library?

• How can you draw links between different experiences?



READING
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THANK YOU
Sebastian May

sebastian.may@arts.ac.uk

@_sebastianmay

sebastianmay.com
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