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Executive Summary 

User experience (UX) has become increasingly important for organizations due to 

the growing need to design and maintain digital products for different audiences. With user 

experience, organizations can ensure their products and design processes meet their users’ 

needs. This study focuses on user experience perspectives within Academic Support 

Resources (ASR), a service department that supports students, faculty, and staff at the 

University of Minnesota. Objectives for this study were to investigate user experience 

perspectives and practices within ASR, explore where UX fits within ASR’s human 

experience design ecosystem, and provide recommendations for improving UX maturity 

within the department. 

Methods 

This research project was reviewed by the University of Minnesota Institutional 

Review Board (IRB) under STUDY0000889, and the IRB determined it is “not human 

research.” A survey was sent to all 250 ASR staff members on March 9, 2020 and seven 

follow-up interviews with business analysts (BAs) in ASR-IT were conducted between March 

25 and April 6, 2020. 

Results 

Out of 250 ASR staff members, 96 (38%) completed the survey, and each unit within 

ASR had some representation. One highlight from the survey results included that 72% of 

responses said UX is very important to ASR’s mission, and 0% said it was not important. 

Additionally, about 66% of responses said UX affects their work a lot, and 55% said UX 
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affects relationships with audiences a lot. There were also a variety of terms used to 

describe audiences in ASR. Lastly, UX responsibility is fairly even across the department, 

but leadership positions and the ASR-IT unit were thought of as being slightly more 

responsible for UX. 

Seven interviews were conducted with business analysts from different teams in 

ASR-IT. The levels of UX familiarity and knowledge varied across each of the BAs’ responses, 

and most learned about UX outside of ASR. The top three UX methods were usability lab, 

surveys, and interviews. Additionally, the meaning of UX varied for each interviewee, but 

each response centered the user. Audiences also varied for the BAs, but many mentioned 

audiences being staff who support students as well as coworkers/colleagues. In general, 

barriers for practicing UX in ASR included lack of direction and knowledge, but they saw the 

benefit of UX and gathering user feedback. Lastly, all the BAs concluded that everyone in 

ASR is responsible for UX at some level. 

Discussion 

The research results provided many valuable insights on UX perspectives and 

practices within ASR and how UX fits within  the human experience design ecosystem. Two 

major findings are that UX is important to ASR’s mission and everyone in ASR is responsible 

for UX at some level. Additional insights include communicators as a key to UX work and 

the variance in UX familiarity, knowledge, and methods in ASR. Lastly, the complex 

audiences in ASR and the need to think about all human interactions and not just 

end-users demonstrates that UX is not the only consideration in human experience design 

since employee and business experiences need to be included as well. Thinking of it as an 
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ecosystem means that UX will always be important, because without one part of an 

ecosystem, it cannot function fully. Ultimately, UX is an essential component within ASR. 

Recommendations  

Based on the research results, discussion, and UX maturity frameworks, a number 

of recommendations are provided to support UX in ASR and increase the department’s 

maturity. The recommendations include the following: Recognize UX as an essential 

component of ASR and be human-centered; fully assess UX maturity and set goals in the 

department; build, document, and share UX knowledge and skills; and have leadership 

prioritize UX work and processes. 
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Understanding User Experience: An Essential Component within Academic 

Support Resources at the University of Minnesota  

User experience (UX) has become increasingly important for organizations due to 

the growing need to design and maintain digital products for different audiences as 

technologies rapidly advance. With user experience, organizations can ensure their 

products and design processes meet their users’ needs. At the time of this study, the 

COVID-19 pandemic has made the importance of user experience even more evident. The 

Coronavirus has made a significant impact on work, school, and personal life experiences 

across the globe. In higher education, many institutions, including the University of 

Minnesota, have had to make unprecedented changes in order to limit the number of 

students, faculty, and staff on campus. This has included moving all courses online and 

having all employees work from home if their jobs do not require them to report in-person, 

so we have had to adjust and make decisions in the best interest of everyone’s needs and 

experiences. 

This study aims to understand user experience perspectives and practices within 

Academic Support Resources (ASR), a service department at the University of Minnesota. 

ASR includes seven units with different specialties: ASR Central, ASR-IT, Continuity & 

Compliance, Office of Classroom Management, Office of the Registrar, Office of Student 

Finance, and One Stop Student Services. As a whole, ASR serves the University of 

Minnesota system through technology, training, customer service, and business 

administration. ASR focuses on the following three areas: 
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Achieving student success 
Supporting foundational aspects of degree progress, policy compliance, 
accreditation, financial aid, classrooms, and clear policies and procedures. 
 

Enhancing systems and processes 
The work we do with technology and connecting people to it. 
 

Improving employee experience within ASR 
Ensure the ASR population is supported to meet the needs of the overall 
goal: student success. 

The department’s mission is “to make a positive difference in students’ lives.” Part of this 

research asks if user experience is important to the department’s mission, how familiar ASR 

staff members are with UX, how much UX affects work within ASR, and who is responsible 

for UX within the department. In addition, ASR not only serves students, but also staff, 

faculty, and several other audiences due to the department’s wide range of services that 

each of its seven units provide. Therefore, another piece of this research explores how user 

experience impacts relationships with ASR audiences and how UX fits within ASR’s human 

experience design ecosystem. Is UX an essential component within ASR? 

Definitions 

The definitions of user experience, human experience, usability, and user-centered 

design vary across academics and professionals, and sometimes, these terms are used 

interchangeably. However, I view each of these terms as distinct from one another. 

According to Don Norman and Jakob Nielsen, "User experience encompasses all aspects of 

the end-user's interaction with the company, its services, and its products.” User 

experience has a broad scope and can be thought of as an umbrella term that usually 
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includes usability, visual design, information architecture, interaction design, user research, 

and content strategy, like what is shown in Figure 1 (Willis, 2011). 

Figure 1 

The UX Umbrella (Willis, 2011) 

 

Expanding on Norman and Nielsen’s definition of UX, I believe human experience design 

encompasses all human interactions in a design process, including every occurence the 

end-user, employees, and additional people have with a company and its services and 

products. For usability, Nielsen (2012) defines usability as “a quality attribute that assesses 

how easy user interfaces are to use. The word ‘usability’ also refers to methods for 

improving ease-of-use during the design process.” In terms of user-centered design (UCD) 

and human-centered design (HCD), these are often used interchangeably. For the 

definition, I draw from a variety of sources. On Usability.gov, the U.S. Department of Health 

and Human Services (HHS) states that UCD is a process that “outlines the phases 

throughout a design and development life-cycle all while focusing on gaining a deep 
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understanding of who will be using the product.”  In addition, the International 

Organization for Standardization (ISO) (2019) states the following about human-centered 

design: 

Human-centred design is an approach to interactive systems development that aims 
to make systems usable and useful by focusing on the users, their needs and 
requirements, and by applying human factors/ergonomics, and usability knowledge 
and techniques. 

Keywords for UCD that I’d like to emphasize are “process” and “approach.” For me, UCD is 

the process within projects and product life cycles in order to design for user experience. 

Table 1  

Definitions of UX, HX, Usability, UCD, and HCD 

Term  Definition 

User experience (UX)  Encompasses all aspects of the end-user's 
interaction with the company, its services, and 
its products (Norman & Nielsen). 

Human experience (HX)  Encompasses all human interactions in a 
design process, including every occurence the 
end-user, employees, and additional people 
have with a company and its services and 
products. 

Usability  A quality attribute that assesses how easy user 
interfaces are to use. The word ‘usability’ also 
refers to methods for improving ease-of-use 
during the design process (Nielsen, 2012). 

User-centered design (UCD) or 
Human-centered design (HCD) 

Outlines the phases throughout a design and 
development life-cycle all while focusing on 
gaining a deep understanding of who will be 
using the product (U.S. Department of HHS). 
 
An approach to interactive systems 
development that aims to make systems usable 
and useful by focusing on the users, their 
needs and requirements, and by applying 
human factors/ergonomics, and usability 
knowledge and techniques (ISO, 2019). 
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Human experience design, user experience (UX), user-centered design, and usability 

are becoming more integrated in workplace meetings, processes, and positions. Although 

UX concepts and practices have been around for decades, organizations have varying levels 

of UX knowledge, skills, and business practices that contribute to an organization’s UX 

maturity. The last objective for this study is to provide recommendations for improving UX 

maturity within ASR. In the following sections, I provide details on this study’s research 

methods, results, discussion, and recommendations. 

Methods 

This research project was reviewed by the University of Minnesota Institutional 

Review Board (IRB) under STUDY0000889, and the IRB determined it is “not human 

research.” The survey and interview data in this report have been de-identified, so any 

personally identifiable information has been removed. 

Survey 

To measure familiarity, interests, and perspectives of user experience in Academic 

Support Resources as efficiently as possible while keeping in mind survey fatigue, I created 

a brief survey in Qualtrics that took no longer than about five minutes to complete. The 

survey had a total of nine questions with the potential of two additional questions if the 

respondent selected a certain answer that changed the display logic in Qualtrics. Appendix 

A provides the full list of survey questions. I sent the survey to all ASR staff members via 

email on March 9, 2020. At the time of sending, ASR had 250 staff members, not including 

student workers. I also included a link to my survey in a short blurb in the department’s 
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internal newsletter, News & Notes, which was sent March 12, 2020. The survey was available 

for two weeks until it closed on Monday, March 23, 2020 at 11:55 p.m. In total, 103 people 

started taking the survey, and 96 people finished it, which was about 38% of all ASR staff. 

Percentages within this study are rounded to the nearest whole number. In my analysis, I 

utilize the reports from Qualtrics and focus on the 96 completed survey responses. 

Interviews 

After the survey, I conducted follow-up interviews with ASR staff members who 

volunteered their time to answer more in-depth questions about user experience on their 

team and the department as a whole. I recruited with purposive sampling by selecting 

participants who held a business analyst (BA) position in the ASR-IT unit. One reason I 

focused my interviews in ASR-IT was because the unit was selected the most in the survey 

when respondents chose which unit they thought was responsible for UX. I had also heard 

that there were varying levels of UX knowledge and practices across ASR-IT teams, so this 

would be a good opportunity to dive deeper into the insights and perspectives of one of 

ASR’s units. Lastly, I could only conduct a handful of interviews due to the timing of this 

report, so keeping my interviews within one ASR unit helped to narrow down my list of who 

to interview. I chose to focus on business analyst positions because BAs make up the 

majority of positions within ASR-IT, and these positions are often gathering requirements 

and working closely with multiple teams to create and improve products and processes.  

The interviews were no longer than 60 minutes, and they were held remotely via 

Zoom, which is licensed by the University of Minnesota. In total, seven interviews were 

conducted, recorded, and transcribed via Zoom between March 25 and April 6, 2020. The 

seven participants represented various sub-units, or teams, across the ASR-IT unit. Many of 
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the BAs also work closely with other units in ASR. At the time of this study, the ASR-IT unit 

had 56 staff members, so the 7 participants made up about 13% of the unit and about 3% 

of the ASR department as a whole. The interviews were semi-structured, so I asked each 

participant the same thirteen questions in the same order to guide conversation. See 

Appendix B for the full list of interview questions. Depending on the responses, I asked 

additional questions that may have differed between each interview. To analyze the 

qualitative data, I grouped information into keywords, themes, and categories. When four 

or more of the BAs out of seven mentioned the same or similar concept, I counted that as 

the majority. 

Limitations 

This study had a few limitations. One of the largest constraints was the short 

amount of time from creating the survey and interview questions to analyzing results and 

drawing conclusions from them. This research was completed from start to finish within a 

span of about three months. As a graduate student and full-time Professional & 

Administrative (P&A) employee in Academic Support Resources, I also did not provide 

incentives to participate in my study other than the opportunity to help my educational 

pursuits and to provide input on user experience within ASR, which may have affected the 

survey response rate and number of volunteers for interviews. In addition, I wanted to be 

sensitive to everyone’s time in ASR, especially as professional and personal life changed 

significantly due to the University’s response to COVID-19. My results and analysis are 

limited to the 96 survey responses I received and the small sample size I interviewed within 

the ASR-IT unit, so this research does not fully capture everyone’s perspectives and 

knowledge about user experience within ASR. Additionally, ASR staff numbers fluctuate as 
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people leave the department and new hires join, so the 250 employees I sent the survey to 

is not a static number. I also want to make note of my bias toward practicing user 

experience and my position as an employee myself within Academic Support Resources, 

specifically on the communications team within the Continuity and Compliance unit. Lastly, 

Zoom was used to conduct and record the interviews, and at times, the Internet connection 

may have been spotty, so the Zoom transcripts may not have 100% captured everything 

the participant said. 

Results 

Survey 

Out of 250 staff members in ASR, 96 people (38% of all staff) completed the survey 

by the time it closed on Monday, March 23, 2020 at 11:55 p.m. These numbers do not 

include student workers within ASR. The first question of the survey asked the participant 

to identify their unit within ASR. (See Appendix A for the list of survey questions.) Each unit 

within ASR had some representation within the survey responses, and ASR-IT had the most 

responses, as shown in Table 2. Note that the number of staff members varies per unit, so I 

have included the percentage of survey respondents represented for each unit in the table 

below. For example, Continuity & Compliance had 13 staff members complete the survey, 

which make up 50% of the unit. 
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Table 2  

ASR Units Represented in the Survey 

Unit   Survey 
responses 

per unit 

Total 
unit 

positions 

Unit 
representation 

(percent 
rounded) 

ASR-IT  31   56  55% 

Office of Student Finance  18   63  29% 

Continuity & Compliance  13   26  50% 

One Stop Student Services  12   35  34% 

Office of the Registrar  9   23  39% 

ASR Central  7  6  *100%+ 

Office of Classroom 
Management 

6  41  15% 

Prefer not to answer  0  -  - 

 
*Note. Qualtrics reported 7 people completed the survey from the ASR Central unit, but the 
organization chart in ASR had only 6 people in the unit at the time of the survey. 

 

In the second question, respondents read the definition of user experience by 

Norman and Nielsen and then rated their familiarity with user experience before having 

read the definition. About 32% of the respondents said they were familiar, another 32% 

said they were somewhat familiar, 19% were very familiar, 17% said they were not familiar, 

and 0% were not sure, which is shown in Figure 2.  
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Figure 2  

Before reading the description of user experience (UX) above, how familiar were you with UX? 

 

The third question of the survey asked how important user experience is in ASR’s mission 

to make a positive difference in students’ lives. At 72%, the majority said that user 

experience is very important to ASR’s mission, 21% said it was important, 5% said it was 

somewhat important, 2% were not sure, and no one (0%) said it was not important, which 

is shown in Figure 3. 
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Figure 3  

How important is user experience in ASR’s mission to make a positive difference in students’ 

lives? 

 

The fourth question asked how much user experience affects the survey respondent’s 

work. The majority of responses (66%) indicated that UX affects their work a lot, and 26% of 

responses said UX affects their work some. The remaining responses were scattered across 

UX affecting their work a little (3%), not at all (2%), or they weren’t sure (3%) as presented in 

Figure 4. 
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Figure 4  

How much does user experience affect your work? 

 

The fifth question asked if survey respondents have practiced user experience methods in 

their work. Out of the responses, 51% said yes while 33% said not sure and 16% said no, 

which is displayed in Figure 5. 
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Figure 5  

Have you practiced user experience methods in your work? 

 

Whoever selected yes to this question was then asked to list some of their UX methods in a 

free form field. Out of those who filled in the field, 35 different methods were mentioned, 

and usability testing was the most frequently mentioned (See Figure 6 and Table 3). 
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Figure 6  

Please list some of your UX methods (separate each by a comma). 
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Table 3  

Top Ten UX Methods Practiced in ASR 

Method  Frequency 

1. Usability lab/testing  21 

2. Focus groups  10 

3. Card sorts  9 

4. Surveys  8 

5. Interviews  6 

6. Usability  6 

7. Personas   6 

8. Accessibility testing  6 

9. Affinity diagrams  5 

10.  Journey maps  5 

 

Some of the listed methods varied in wording from the survey participants. For example, I 

counted “usability testing” and “usability lab” in the same group, even though these could 

mean two different things. Additionally, some answers only listed the term “usability” or 

“eye tracking,” so I counted that toward their own groups. A few UX methods that were only 

mentioned once included heuristic evaluations, A/B testing, log analysis, and wireframes. 

Additionally, some of the responses may not be recognized as names of methods within 

the common user experience toolbox, but I listed each term that survey responses had 

added to the field. 

The next survey question asked who is responsible for user experience in ASR 

processes, and it allowed respondents to select multiple options, including filling in a blank 
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text field for “Other” (See Figure 7). The responses were distributed as follows: 60 (30%) 

checked leadership positions (e.g., project managers, directors, associate directors), 56 

(28%) checked specific units, and 53 (26%) checked individual contributors. Nineteen (9%) 

said they were not sure, and 14 (7%) chose “Other.” Six responses in “Other” indicated that 

“everyone in ASR” is responsible. One person said, “I think everybody bears some 

responsibility for user experience, but I don't think there is a formal accountability/ 

responsibility assigned (I think there should be).“ Additional notes included needing to 

define UX responsibility in ASR and looking to IT, product owners, third party software 

platforms, and change managers. Another person said, “I don't know who is literally 

responsible, if this is something that falls to any specific people. It seems like something 

that we should all be thinking about, but can rely on the Usability Lab on for guidance.”  
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Figure 7 

Who is responsible for user experience in ASR processes? Select all that apply. 

 

If a respondent selected a specific unit was responsible, they were then asked to check all 

ASR units they thought were responsible. ASR-IT was selected the most with 53 (17%), One 

Stop Student Services came in second with 44 (15%), and Continuity & Compliance (43), 

Office of Classroom Management (42), and ASR Central (41) each had about 14% of the 

checkmarks. The Office of the Registrar and the Office of Student Finance were each 

selected 40 times or about 13%. The range was 13 responses or about 4%. 
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Figure 8 

Which unit(s) are responsible for user experience in ASR processes? Select all that apply. 

 

 

The next survey question asked what terms participants use to describe their 

audiences/stakeholders, and they could select multiple options and or add another term 

for “Other.” For those who selected “Other,” some of the responses included parents, 

families, guests, advisors, developers, departments, executives, borrowers, and applicants. 

See Table 4 for each of the terms, the survey count, and a percentage comparison of the 

count to the number of survey participants. 
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Table 4  

Audience Terms in ASR from Most Selected to Least Selected 

Term  Survey Count  Comparison to 
number of survey 
participants (96) 

Students  85 (23%)  89% 

Faculty/staff  79 (22%)  82% 

Users  65 (18%)   68% 

Coworkers/colleagues  48 (13%)  50% 

Customers  34 (9%)  35% 

Learners  21 (6%)  22% 

Clients  17 (5%)  18% 

Other  13 (4%)  14% 

 

After, survey participants indicated how much UX impacted their relationships with 

their audiences/stakeholder, which is shown in Figure 9. At 53 responses (55%), a little over 

half the responses said UX impacted their relationships with their audience/stakeholders a 

lot, and the next highest response at 26 (27%) said UX has some impact. There were 6 (6%) 

that said a little, 2 (2%) people who said not at all, and 9 (9%) people who indicated they 

were not sure. 
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Figure 9  

How much does user experience impact your relationships with your audiences/stakeholders? 

 

 

The last question of the survey asked if survey participants were interested in 

learning more about user experience, and 65 (68%) people said yes, 28 (29%) people said 

no, and 3 (3%) people filled in “Other,” which is displayed in Figure 10. 
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Figure 10 

Are you interested in learning more about user experience? 

 

The responses for “Other” included the following: 

● “Yes, but I don’t have time!” 

● “Possibly, but depends upon time, etc.” 

● “I have been championing UX as often as possible to leadership.” 

Interviews 

After the survey closed, I conducted seven semi-structured interviews with business 

analysts (BAs) across different teams in ASR-IT. The ASR-IT unit includes 56 staff members 

spread across the following teams or sub-units: student records IT, student financials IT, 
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financial aid IT, Destiny One Registration System (DORS), student data and analytics, 

campus community and shared data, custom web development, and project and work 

facilitation (PWF). During the interviews, I found out that many of the business analysts 

work closely with other units within ASR, and they may have multiple positions and teams 

within the department, so their working titles may differ from the University’s job codes. In 

addition, other ASR units have business analyst positions that have similar roles and 

structure as ASR-IT, but they are categorized differently depending on their assignments 

and business structure. Nevertheless, each of the business analysts I interviewed in ASR-IT 

had some shared responsibilities, such as systems testing, monitoring support tickets, 

improving processes, and communicating or reporting on the systems they work on. From 

analyzing the interview transcripts, I have grouped the main findings in the following 

sections: 

● How familiar are you with UX and how did you learn about it? 

● What does UX mean to you? 

● Who are your audiences and what are their experiences? 

● What UX methods do you use and when do you use them? 

● Are UX methods planned? Why or why not? 

● Who is responsible for UX in ASR? 

● Any other comments about UX on your team or in ASR? 

A full list of interview questions are available in Appendix B. 
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How familiar are you with UX and how did you learn about it? 

Each of the interviewees said they were either somewhat familiar or familiar with 

user experience. On a scale of 1 to 4 with 4 being very familiar with user experience, the 

average self-reported score was 2.5. I also asked when they first learned about user 

experience, and most responses (5/7) indicated they learned about user experience outside 

of ASR, such as with a previous employer, through formal education, or by self exploration. 

This was the response of one interviewee: 

At another organization I worked at, this was a key part of launching a home page 
for that organization. We did a project where we worked on the thing from start to 
finish, using a range of tools, and so, that's where it got started. 
 

Two responses indicated learning about user experience through their work within ASR. 

One person mentioned first becoming familiar with user experience by going to the 

usability lab for a system upgrade and another person described learning about user 

experience by creating guides. In terms of current learning opportunities within ASR, most 

(5/7) of the interviewees sought knowledge about user experience outside of ASR through 

external online courses, blogs, articles, and or books, like in the following quote: “I do have 

subscriptions to a couple of different blogs and professionals from UX and UI design. So, 

it's kind of fun to read those every now and then to kind of at least get something that I 

wouldn’t have really have thought about.” For the most part, the interviewees were not 

aware of any formal UX learning opportunities within ASR, but one person made note of a 

group in ASR that formed in 2019. 

Our CIO started an initiative to kind of look at user experience broadly within ASR. 
That is still in motion, but I think it's kind of derailed from not being able to meet in 
person or it's not clear how anything proceeds in this environment. But it got 
started at least, so that’s something. 
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What does UX mean to you? 

When asked what user experience means to the interviewee, I found that the 

meaning of UX differs for each person (i.e., no one gave a standard definition like the one 

from NN/g.). See Appendix C for full responses from each of the seven BAs on what UX 

means to them. A few of the responses viewed UX as prioritizing the user and making sure 

the system or process meets users’ needs, as seen in the following quote: 

User experience means the kind of approach that we take towards designing 
software or processes for users. It's specifically prioritized based on the user's 
experience or the user's framework or the user's priorities. So, we are using user 
research tools and methods to actually go to the users to understand what their 
needs are and do design processes to make it the best experience for them as 
they're trying to complete their task with the software or with the process. That 
encompasses a lot of things, but in general, it's prioritizing the users experience 
through the task to make the requirements of the system fit and flow for them. 

In addition, a couple of responses focused on users’ ease of finding information while using 

something, like what one interviewee said in the following: 

For me, the main thing when I think of user experience is how does the user interact 
with this particular process or program, and what is going to be the most efficient 
and effective way for them to see the information and navigate their way through 
this process or system? So, always kind of keeping that in mind. What is going to be 
the most logical for the end-user? 
 

Other participants responded more broadly, such as the following: 

I tend to take a more expansive view of what user experience is. I would say that it's 
not just the online experience of the site, but everything that a user might come in 
contact with for an organization. So, that includes physical spaces and kind of 
emotional contact as well. I find that to be pretty broad. 
 

Although each of the responses differed depending on their own UX experiences and 

knowledge, the common theme throughout centered on the user, whether it was designing 
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functional systems or processes for users, practicing UX methods to understand users and 

their needs, answering user questions, making information more efficient and effective for 

users, or thinking about multiple experiences a user may encounter. 

Who are your audiences and what are their experiences? 

When asked about their audiences, responses ranged from end-users to colleagues. 

Each of the audiences varied per interviewee as well as the project or product they were 

working on. However, most (5/7) interviewees included coworkers or colleagues within ASR 

as one of their primary audiences. Additionally, all participants noted that their audiences 

often are staff across the Twin Cities campus or the University of Minnesota system who 

support students, such as advisors, associate deans, directors of graduate studies, and 

student services professionals. One interviewee said, “Most of the work I’m doing is 

primarily about staff and administrative staff who support students.” A few (3/7) 

participants included students as a direct audience, like in the following quote: 

My main audiences, really, are those who support students directly, so advisors, 
instructors, people who work with setting up classes, and then students would be 
my second most common audience. 
 

Responses were also varied when I asked how they go about understanding their 

audiences. For example, a few interviewees (3/7) mentioned looking at where issues occur 

in a process or system, while a few others (3/7) mentioned some user experience methods, 

like journey maps and usability testing. Additionally, a few (3/7) BAs utilize working groups 

for feedback. One interviewee said they preferred user groups in the following quote: 

As far as when we're working on things that reach to a more defined audience, like 
advisors, I will go to a different working group that has those representatives from 
colleges from that stakeholder group in that audience. My preference, however, 
would be when designing systems, we had a little bit more access to a user group. 
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Not necessarily a working group for a project, but that there was a group of users in 
all of these different categories that we knew we could go and reach out to them 
and invite them to be in research . . . I just think that we can probably get a little bit 
better insight being more focused on how we’re doing research with our users 
rather than filling up an hour every time we meet [in a working group]. 
 

When asked to describe their audiences’ experiences with their services and products, 

responses were varied once again. For example, a couple BAs talked about efficiency and 

effectiveness by cutting down on processing time or designing a friendlier interface, while 

two other BAs talked about user reactions to a system working well. One BA said, “We have 

had some people that have had outstanding experiences, and some people have had not 

so pleasant experiences, or rather, frustrating experiences." Another BA stated the 

following: 

Sometimes I get feedback within that ticket where they will say, ‘I understand now. 
Thank you very much.’ They appreciate my help. So, I get feedback at least in how I 
interacted with them, so that would be kind of my service. With PeopleSoft itself, 
unfortunately what I’ve heard the most is that it’s very labor intensive to use, and I 
wouldn’t disagree with that. It’s a piece of software that’s already developed and the 
University will sometimes modify it and sometimes not and that does seem to make 
a difference, because again, they are very appreciative when we make modifications 
and it does seem to make a difference in how they respond or react to other things 
that come up. 
 

Additionally, two BAs brought up thinking about users when pain points or issues occured. 

Lastly, one BA described a student experience with the following: 

I think that we are continually improving and making an attempt at giving the 
student as much ability to move through the process of being a student as much as 
possible. However, the more issues a student has, the more communications the 
student gets, and so that sort of becomes a rolling tide from my perspective. That’s 
one big area where we could make it easier for the students to not only understand 
what we’re asking for but also to be able to respond. Again, I think we in ASR-IT have 
a continuous improvement model, so I do think we get better, but I don’t think we 
necessarily understand the student body and what they need. 
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What UX methods do you use and when do you use them? 

One of my questions asked the BAs to describe some user experience methods or 

techniques that they or their team have used. In total, ten UX methods were directly said 

after this question. (See Table 5.) The most common methods that were mentioned by 

three out of the seven BAs were usability lab, surveys, interviews, and journey maps. Two 

BAs described informal usability testing instead of working with the usability lab. Two out 

of the seven BAs also mentioned prototyping. For some of the BAs, it helped if I listed some 

examples of user experience techniques, because they did not immediately think about 

some of the language used to describe UX practices. Lastly, affinity mapping, log data, and 

focus groups were mentioned once as UX methods that have been done. 

Table 5  

The Ten UX Methods Mentioned in the Interviews 

Method  Frequency 

1. Usability lab  3 

2. Surveys  3 

3. Interviews  3 

4. Journey maps  3 

5. Prototyping  2 

6. Usability testing  2 

7. Usability sessions  1 

8. Affinity mapping  1 

9. Log data  1 

10. Focus groups  1 
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In terms of when the BAs use these UX methods and techniques in the project or 

product life cycle, responses from the interviewees varied. Three of the BAs specifically 

called out doing UX at the end or beginning of a project, but the general sentiment was that 

it depended on the project and the point or stage of the development process. Below are 

some quotes from the BAs regarding this topic. 

● For me, it's kind of throughout the entire process. I think it ebbs and flows 
depending on the process and how the project is going. I think for a lot of it, 
definitely at the beginning during the requirements gathering stage, looking at what 
is the current process. 
 

● I would like to do more of usability, but there’s some difficulties, or challenges . . . we 
haven’t really figured out the best [place] where it fits in on some of our things at 
this point in time. 
 

● So, I try and keep my audience in mind whenever I am creating something, so I don’t 
know if that is sort of impart what you’re asking about. But, like this procedures 
document, I didn’t just write it for myself. 
 

● I would say we’re a little bit more reactive than proactive because we normally have 
issues come to us if the system is working the way it should or there’s another 
situation that happens that we didn’t expect to happen. 

Are UX methods planned? Why or why not? 

Additionally, one of my follow-up questions about when they practice UX is if UX is 

planned in their project timelines and budgets. One BA said, “Yes, they are. Anytime it’s 

something that's a project, usability is always involved.” Several of the other BAs indicated 

that planning UX work depends on the amount of time, the size of the project, and if it’s a 

priority. For example, one BA said, “I try to, within my timeline, definitely try to build in time 

for user journey mapping for both the current process and analysis and kind of evaluation 

of the new process in terms of user journey mapping, but, like I said, we don’t always have 

time for that formal [practice] . . . it’s great when we do.” They also said, “I kind of feel ASR 
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in general, in the past, was very much ad hoc. Over the past year, year and a half, we have 

gotten much better in planning out and adding those into the initial project charter and 

project plan and schedules than we have in the past." Another BA said, “They take it into 

account when planning and budgeting, but it's definitely not the first thought. It's probably 

the last thought,” and a different BA said “It’s essentially what I am doing in the time that I 

am not doing other things, and it’s something they squeeze in because they’re interested 

and there’s no mandate from my boss or anyone else’s boss to do this. It’s just something 

that we want to do because there is a need there, and to date, no one else has been filling 

that need.” 

When asked if there are any reasons why they may not practice user experience, a 

frequent response was lack of direction, which is shown in the following quotes: 

● “No clarity for who is responsible and the roles in a project or for a product.”  
 

● “I think we’re pulled into many different directions.”  
 

● “The chief barrier I would say would be inexperience. The other barrier would 
be that there’s not a lot of direction from above to do this stuff.” 
 

● “I think a lack of familiarity” and “until someone said ‘we’re going to require 
this,’ it didn’t happen.” 
 

● "I would say there's no really consistent reason why we don't, and I think we 
are doing a much better job” and “when we don't do as much is really when 
we have a mandated timeline.”  
 

One BA noted they wouldn’t practice UX for enhancements or bug fixes while another BA 

described a mindset for not practicing UX: “I think it’s just because as long as it’s giving out 

the result that is asked for or requested, it doesn’t necessarily matter if it's user-friendly.” 
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Who is responsible for UX in ASR? 

Regarding who is responsible for user experience in ASR, each of the interviewees 

concluded that everyone in ASR is responsible at some level. See Appendix D for a full list 

of responses from the BAs on who is responsible for UX in ASR. One interviewee took a few 

moments to think about their response and then replied with the following: 

I think we all are. I think fundamentally, that’s the answer, is that we all have to keep 
it as part of our values. Do I think it happens? No, but, I think we all need to. I do 
think that there are some teams that actually create stuff that are used by others. 

In addition, some specific teams or positions were mentioned as the ones more 

responsible for practicing UX and doing the actual work, including the ASR communications 

team, ASR-IT, and business owners, as seen in the quote below. 

I think overall everybody is responsible for it in the end. I think when looking at our 
projects and specifically our process improvement projects, that is something that 
the business owners need to be thinking about from the get-go when they put in a 
project proposal and business plan to the business analysts that are gathering 
requirements to the developers, the developers when they are working on this. I 
think making sure that we are all asking these questions throughout the process 
of--what actually happens at this step? 
 

One BA mentioned the developers, business analysts, and the assigned communications 

person for their scenario are responsible. After hearing the definition of UX from NN/g, 

they also said, "So, in that case, I would say everybody is somewhat responsible for user 

experience." 
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Any other comments about UX on your team or in ASR? 

The last question of the interview asked if the BAs had any other comments about 

user experience on their team or in ASR as a whole. Six out of the seven interviewees made 

additional comments, and a common theme across each response is that they see the 

benefit of UX and gathering user feedback. Appendix C provides the full responses to this 

question. One of the BAs referred to UX as an umbrella term and emphasized the 

importance of building useful over interesting. Another BA went into more detail why 

surveys are not always the best choice and that universal design is good for everybody. In 

the following quote, someone else commented on the improvements they have seen in 

ASR: 

I think we're definitely getting better about talking about it more, and looking at it a 
little more formally and planning for it, rather than kind of like, ‘oh, we really should 
get some feedback from students or really get some more feedback from the 
people that are doing the processing.’ I think we, in general, are getting better about 
making sure that our project teams have a wider variety of people on it. 
 

Lastly, one of the BAs said their “team is hungry for help” and that they are trying to learn 

themselves to “help bridge the gap.” They also said “I think it's really important to 

implement methodology for user research for students that gets students’ feedback and 

research as the primary requirements driver. I think that aligns with ASR’s vision and 

values.” 
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Discussion 

This study provides some valuable insights on user experience perspectives and 

practices within ASR, how UX fits within a larger design ecosystem, and what may be next 

steps for increasing UX maturity within the department. Looking at the survey and 

interview data, the following points can be made: UX is important to ASR’s mission; 

everyone is responsible for UX at some level; communicators are key to UX work; UX 

familiarity, knowledge, and methods vary; and user experience is part of human experience 

design. 

UX is Important to ASR’s Mission 

One major finding from both the survey and interviews is that research participants 

find user experience important to ASR’s mission to make a positive difference in students’ 

lives. From the survey, 72% said user experience was very important, and no one said it 

was not important. One interviewee, after hearing the definition of UX from Nielsen and 

Norman, said, “So if the company is ASR, then I would expect that anybody who were to 

engage with ASR, that all staff . . . everybody, should be supporting the mission statement 

of ASR, so anybody who engages with that, engages with any person, should ultimately be 

considered user experience by that definition.” Another interviewee said, “User experience 

is critical to our mission to make a positive difference in students’ lives. So, they have to 

have a system that is usable, reliable, more flexible than it is.” Notable literature on UX also 

supports the importance of UX within organizations in general. Hackos and Redish (1998) 

said the following: 
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We need to study users because users decide whether to use a product, not 
designers or writers. Even if the users’ supervisors can dictate what they must use, 
the way people use products is self-determined. We also need to study users 
because the more we know about them, the better we can design for them . . . 
Designs that don’t meet users’ needs will often fail in the workplace or in the market, 
resulting in high costs in productivity, frustration, and errors that impact users and 
their organizations more than we can easily measure (p. 25). 
 

Everyone is Responsible for UX at Some Level 

Another major finding is that everyone in ASR is responsible for UX at some level. 

Therefore, some positions or teams need to think about UX while others are the ones 

actually doing the work. The survey question asked participants to select all that apply for 

who is responsible for UX, and the distribution of responses was fairly even across the 

board. The range was only 7 (4%) between individual contributors at 53 (26%) and 

leadership positions (e.g., project managers, directors, associate directors) at 60 (30%). In 

between, specific units scored 56 (28%). Looking at specific units, the responsibility was also 

distributed somewhat evenly, but ASR-IT came in at the top with 53 (17%), and the Office of 

Student Finance had the lowest score at 40 (13%). For this question on unit responsibility, 

the range was still relatively low at 13 (4%). Perhaps one of the reasons ASR-IT was selected 

more for being responsible for UX in ASR is because the majority of positions in ASR-IT are 

business analysts, who often gather requirements and work between the business and 

technical leads, so they may be key people helping with UX on a project or product life 

cycle. It would be worth exploring more why ASR-IT is thought of as more responsible than 

other units for UX. From the interviews, there was a wide variety of knowledge and practice 

of UX within the ASR-IT unit alone. 
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Also in the interviews, all the participants came to the conclusion that everyone is 

responsible for UX in some way. Perhaps the sense of shared responsibility for UX in ASR 

stems from the unifying mission to make a positive difference in students’ lives. As one 

interviewee put it, “I think we all are responsible for it because it reflects well or poorly on 

ASR depending on how well we deliver our service.” Additionally, user experience requires 

multiple backgrounds and people working together to create meaningful, usable content 

that suits user needs. Norman and Nielsen said, “In order to achieve high-quality user 

experience in a company's offerings there must be a seamless merging of the services of 

multiple disciplines, including engineering, marketing, graphical and industrial design, and 

interface design.” Within Technical Communication and Usability: Intertwined Strands and 

Mutual Influences Commentary, Redish (2010) includes a helpful visual from Quesenbery’s 

origins of user experience that shows multiple disciplines pointing to user 

experience/usability, which is provided in Figure 11. 
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Figure 11 

Redish’s Reference to Quesenbery’s Origins of User Experience Showing Multiple Disciplines 

 

Communicators are Key to UX Work 

Interestingly, in the same article that shows the variety of disciplines making up user 

experience/usability, Redish (2010) also discusses the relationship with usability and 

technical communication and provides ways in which technical communicators contribute 

to user experience. Literature on UX and technical communication as well as results from 

the interviews relate to another insight for who may be responsible for doing the UX work 

in ASR. Although not officially called technical communicators, the ASR communications 
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team within the department holds positions and job responsibilities that support user 

experience and align with the Society for Technical Communication’s (STC) definition: 

Technical communication is a broad field and includes any form of communication 
that exhibits one or more of the following characteristics: 

● Communicating about technical or specialized topics, such as computer 
applications, medical procedures, or environmental regulations. 
 

● Communicating by using technology, such as web pages, help files, or social 
media sites. 
 

● Providing instructions about how to do something, regardless of how 
technical the task is or even if technology is used to create or distribute that 
communication. 

The ASR communications team within the Continuity & Compliance unit works with all units 

within ASR to plan, develop, maintain, and evaluate content for communications, websites, 

and training in order to effectively deliver information to students, faculty, and staff at the 

University. The STC says, “the value that technical communicators deliver is twofold: They 

make information more useable and accessible to those who need that information, and in 

doing so, they advance the goals of the companies or organizations that employ them.” 

Similarly, Hart-Davidson (2012) said “The most valuable thing that many organizations 

produce, today, is information. And to the degree that the value of information is directly 

influenced by how it can be understood and used by others, then the core expertise of 

technical communicators is creating and maintaining that value” (p. 57). Positions with the 

ASR communications team include a writer/editor, content strategist, graphic designer, 

instructional designer, trainer, and communication consultants, and each member has 

skills that contribute to UX. From the interviews, many (4/7) mentioned the ASR 

communications team supporting UX within the department. For example, one BA said the 

following about the communications team being more responsible: 
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I think heavily the communications team is probably one of the more responsible 
teams in ASR. I think they have a better understanding of being that middle ground 
of knowing what the audience or requester is asking or expecting or how it would be 
used as opposed to people who are building it. I think we run into that. People 
understand how it works because they are the ones who write it, but it's not the 
same of how users would look at it, and I think it’s been a huge thing of cleaning up 
the confusion or frustration with [this system] is having that central team that 
handles how things should be written, how things should be displayed or like the 
websites, and stuff like that. 
 

The statement from the BA in ASR aligns with a statement from Barnum (2010): “From the 

moment you know enough to talk about a product--any product, whether it’s hardware, 

software, a video game, a training guide, or a website--you know too much to be able to tell 

if the product would be useable for a person who doesn’t know what you know” (p. 9). 

According to Redish (2010), “Most technical communicators also see part of their role on a 

team as being the users’ advocates” (p. 196). Hart-Davidson (2012) also talks about 

technical communicators advocating for users in the following way: 

‘Know your audience.’ It is perhaps the oldest rule in the book when it comes to 
being a good writer in just about any genre. In technical communication, it is a 
mantra . . . But sometimes for technical communicators, the rule might more 
accurately be phrased this way: “No, your audience.” That is, not only must technical 
communicators lead the research effort to learn about users, they must also 
represent the knowledge gained about users--their goals, their needs, their 
preferences--in the design process as well. The results of audience analysis become, 
in these moments, the evidence required to make good decisions in a user-centered 
(UCD) process” (p. 54).  
 

All this said, the ASR communications team may have the skills necessary for UX work 

within the department and is already recognized by other individuals in ASR for doing UX 

work, according to the interviews. Additional positions that may be more responsible for 

UX, based on the survey results and interviews, include leadership positions such as 

business owners, product owners, project managers, directors, and associate directors. 
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One BA said, “I don't really have a sense of who specifically, a team or a unit, is responsible, 

but I think it's something that everyone in ASR should be aware of and should be asking for 

help with if they're not comfortable doing more, and I think that probably the work lies 

somewhere between, or in both, the ASR communications team and ASR-IT.” What these 

positions that have been identified as more responsible for UX have in common is that they 

require communication skills. In a study on UX careers from the Nielsen Norman Group, 

Maria Rosala and Rachel Krause (2019) said the following about skills needed for UX 

positions: 

UX practitioners and hiring managers believe soft skills are the most important set 
of skills needed to be successful in the field. These are also skills hiring managers 
actively recruit for. They include empathy, curiosity, problem-solving, and 
communication skills, amongst many others. This is not surprising as a UX job 
requires practitioners to constantly question the status quo and themselves, work 
with others, and put users first (p. 8). 
 

UX Familiarity, Knowledge, and Methods Vary 

Despite the importance of UX in ASR’s mission and the finding that everyone should 

be responsible for UX at some level, the familiarity and knowledge of UX varied, and there 

was no standard within ASR. The survey and interview results also provided some detail on 

places where there may be gaps. In terms of UX familiarity, about 32% of the survey 

respondents said they were somewhat familiar, another 32% said they were familiar, 19% 

were very familiar, and 17% said they were not familiar. For the interviews, although the 

average self-reported score was 2.5 out of 4 with 4 being very familiar, the responses for 

other interview questions, like what UX techniques they may use in their projects and what 

UX means to them, indicated that some of the business analysts were actually very familiar 

with UX and others not as familiar. For example, some of the BAs could list different UX 
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methods they have used and where in the timeline it made most sense, but others needed 

some examples for what I meant by UX methods and techniques. In addition, in the survey, 

the fifth question asked if survey respondents have practiced user experience methods in 

their work, and while 51% said yes, there were 33% who said not sure, and 16% said no. 

The responses who said not sure also point toward a lack of knowledge about UX within 

the department. For those who replied yes to practicing UX methods or techniques, they 

listed many different types, which is promising that there is knowledge within ASR on these 

methods. 

Figure 12 

Word Cloud Showing UX Methods Practiced In ASR from the Survey Results 
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Notably, the most frequent UX method listed by far was usability lab or usability test. The 

high frequency of usability tests is one sign that a department’s UX may not be fully mature 

if that is the main method. In Corporate UX Maturity, Nielsen (2006) outlines eight stages 

for an organization’s UX maturity, and “Because the sequence is fairly universal, you can 

match your own organization with the following descriptions to see what your next stage is 

likely to be.” Nielsen (2006) said the following about usability testing within UX maturity 

stage 4: 

At this stage, the company mainly views UX as a magic potion that's sprinkled 
sparsely over a user interface to shine it up. The main usability method is user 
testing, which is invariably conducted late in the development process after the user 
interface has been at least partially implemented. This is contrary to recommended 
best practices, which call for frequent and early testing, including the use of paper 
prototypes that teams can test without the sunk cost of a full-scale design 
implementation. The more work that goes into implementing a user interface, the 
less willing management will be to make the architectural changes that are typically 
needed after the design is first exposed to real users. 
 

While usability testing is a valid and helpful method for assessing if something is useable, it 

is not the only UX method in the UX toolkit and may not be the best fit depending on what 

is important to find out about the users. Between the survey and interviews in ASR, 

iterative prototyping, A/B testing, and heuristic evaluations, among a variety of other UX 

methods were rarely mentioned. According to Barnum (2010) heuristic evaluations paired 

with usability testing is considered the “1-2 punch” because “each brings value to the 

process of creating products that are useful, usable, and desirable” (p. 68). Additionally, 

Redish (2010) has thought of usability testing as “little u” and user experience as “big U”, 

which is much more broad (p. 196). The variance in familiarity and UX methods practiced in 

ASR indicates that there may be a lack of UX knowledge within the department, particularly 

on the definition of UX and what methods are in the UX toolkit and how to practice them. 
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On the plus side, the majority of survey respondents (68%) and all the interview 

participants indicated an interest in learning more about UX. One of the BAs said, “This is 

prompting me to go off and do a little bit of work on my own . . . It makes me want to 

investigate more and really think about ‘am I getting input from my audience?” 

User Experience is Part of Human Experience Design 

Across ASR, audiences are diverse and complex, and they may not always be 

end-users. Due to the department’s many different service areas and support to not only 

students of all different abilities and backgrounds, but also to faculty and staff, it is not 

surprising that there are many types of audiences in ASR and ways to describe them. For 

example, from the interviews in ASR-IT, many of the business analysts’ main audiences are 

staff members who support students as well as fellow coworkers on their own team or 

within other units in ASR. One interviewee said, “I think of my coworkers as an audience for 

the work that I'm doing. So, making sure that I'm able to communicate what I'm working on 

clearly to them.” From the survey results, the terms for audiences in ASR from most 

selected to least selected were 1. students, 2. faculty/staff, 3. users, 4. 

coworkers/colleagues, 5. customers, 6. learners, and 7. clients. Some of the filled-in 

responses from the “Other” field included parents, families, guests, advisors, developers, 

departments, executives, borrowers, and applicants. The multiple audiences and terms in 

ASR indicates that user experience is not the only component to think about when 

designing if we’re basing UX off of Norman and Nielsen’s definition that "’User experience’ 

encompasses all aspects of the end-user's interaction with the company, its services, and 

its products.” An organization must think of UX as an essential component within a bigger 

picture, or what I like to call, human experience design. That is, UX is specialized to focus on 



USER EXPERIENCE: AN ESSENTIAL COMPONENT WITHIN ASR 

46 

the end-user, whereas other design experiences focus on other human experiences, like 

the employee experience or the business experience, among others a company may have 

within its ecosystem. 

Figure 13 

Example Components within a Human Experience Design Ecosystem 

 

Thinking of human experience design like an ecosystem demonstrates the importance of 

everyone’s experiences and needs, including user experience and all the additional human 

interactions within a product, service, or process in ASR. Without one component of the 

ecosystem, it cannot function fully. This is demonstrated by what one of the business 

analysts said, “If you don’t consider who you are doing the work for, you aren’t able to 

make a product that’s functional.” Likewise, another BA said, “How we treat one another 



USER EXPERIENCE: AN ESSENTIAL COMPONENT WITHIN ASR 

47 

within the team has a tremendous effect on how we function, how our customers perceive 

us, [and] how our customers use the product.” In an article called, “What the heck is 

experience design?,” Nasir (2017) said a similar statement about employee experience and 

how it relates to UX: “If you don’t take care of your employees and provide them with a 

good experience working for your company, you’ll see that resentment flow through both 

your customer and user experience.”  

The distinction between UX and human experience design could also help with 

bringing clarity to roles and responsibility. For example, a dedicated UX researcher or 

designer on a project team is focusing on where UX should be involved and how to support 

and advocate for the end-user. If there is a dedicated UX position, then a project or product 

manager could focus on other needs of the project or product team and collaborate with 

the UX role to inform their work. As Barnum (2010) said, “Building user experience methods 

into the agile development process works particularly well when the user experience team 

works in parallel with the development team so that UCD practices can be a separate but 

coordinated part of product development” (p. 114). Lastly, viewing UX as one component of 

ASR’s human experience design ecosystem aligns well with ASR’s three focus areas of 

achieving student success, enhancing systems and processes, and improving employee 

experience within ASR. 
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Recommendations 

Based on the research results, discussion, and frameworks from Nielsen’s Corporate 

UX Maturity model and Susan Weinschenk’s UX strategy roadmap, I have come up with 

recommendations to support UX within ASR. My recommendations aim to help center the 

human in ASR’s products and services and provide steps to improve UX maturity in the 

department. In the section below, I expand on the following recommendations: recognize 

UX as an essential component of ASR and be human-centered; fully assess UX maturity and 

set goals across the department; build, document, and share UX knowledge and skills; and 

prioritize UX work and processes within ASR. 

Recognize UX as an Essential Component of ASR and Be Human-Centered 

Based on the insights from the discussion section about UX being part of something 

bigger, I recommend ASR view user experience as an essential component within the 

department’s human experience design ecosystem. Along these lines, I also suggest 

making human-centered design the forefront of designing products and providing services. 

Norman (2018) describes the principles of human-centered design in the following way: 

Be human-centered. Focus upon the people, that whatever you’re doing is intended 
for whether, you’re doing a service, or a product, or an organization structure or a 
new way of stocking the warehouse or putting things on shelves. Whatever you are 
doing, always think of the people, and all the people, not just the people who 
retrieve the items that you are putting in, but the people who have to put the items 
up there in the first place. 

With this thinking, user experience will always have a place within the ecosystem to ensure 

all human interactions are covered, from the end-user to the product owner and beyond. 
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Recognizing UX as an essential component within ASR and being human-centered is a 

critical step for ASR staff, especially leadership. 

Fully Assess UX Maturity and Set Goals 

Because of my limited scope in this research study, I recommend ASR continue to 

research user experience within the department, particularly focusing on UX maturity and 

comparing its own maturity against existing models. One of the main frameworks I look at 

is Nielsen’s Corporate UX Maturity model, which outlines eight different stages of corporate 

UX maturity. Based on the survey and interview results, I would position ASR as a whole 

between stage 3 “Skunkworks User Experience” and stage 4 “Dedicated UX Budget.” For 

example, Nielsen said the following about Stage 3: 

Despite all the barriers, at this stage, a few groups within the company will initiate 
small UX efforts. Perhaps someone will recruit a handful of users for a simple test. 
Or perhaps a manager will hire an external usability expert for the company's 
first-ever independent assessment of user-experience quality. What distinguishes 
this stage from higher levels is that there's no official recognition of user experience 
as a discipline, nor is there an approved budget allocated in advance. All UX 
activities and user research are ad hoc and driven by user advocates who want a bit 
more data to improve the quality of the one thing they're working on at the 
moment. 

This aligns with the survey results where only a little over half the responses said they had 

practiced UX before, and the interview responses mentioned an inconsistency with UX 

across ASR-IT and their individual teams. Some comments in the survey and the interviews 

indicated they learned about or “championed” user experience on their own accord rather 

than having a standard, consistent understanding of it within ASR. It is worth noting that 

both in the survey results and the interview responses, usability testing and usability lab 
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were mentioned frequently in the survey and interviews, which points more toward stage 4 

in Nielsen’s UX maturity model: 

The big difference between stages 3 and 4 is a dedicated budget for UX. However 
small, the budget is set aside in advance, meaning that UX activities are planned for 
in the same way as other quality processes.Depending on the company's size, the 
UX budget might cover only a percentage of a single employee's time or it might 
allow for a few full-time UX specialists. In either case, the UX staff is scattered 
around the company and doesn't have any systematic processes in place. But at 
least they have user experience and usability in their job description and a pot of 
money for things like recruiting test users, which costs an average of $171 per user. 
At this stage, the company mainly views UX as a magic potion that's sprinkled 
sparsely over a user interface to shine it up. The main usability method is user 
testing, which is invariably conducted late in the development process after the user 
interface has been at least partially implemented. 
 

Because this research serves as a preliminary assessment of UX, I recommend using the 

NN/g Corporate Maturity model to not only determine the current UX maturity of ASR, but 

also identify what stage ASR and its leadership  wants to be in within the next three, five, or 

ten years. For example, if ASR wants to aim for “Stage 5: Managed Usability,” what steps 

does the department need to take and how long is reasonable to make it to that stage? 

According to Nielsen, “At stage 5, there's an official UX group, led by a UX manager who has 

the charter to "own" UX and usability. Typically, the group starts with only a few members, 

but tends to grow and acquire dedicated usability lab space as the company increases its 

user testing.” One example goal for ASR could then be to reach stage 5 in the next two or 

three years if the department agrees it is already at stage 4 and wants to take steps to 

move to the next stage. 

Another way to continue assessing UX maturity is to talk with more staff members 

from other units about user experience since this study only captured staff members who 

participated in the survey and or interviews. One place to continue research may be the 
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ASR communications team in Continuity & Compliance. ASR may look to the 

communications team as a potential central group that could be advocates of user 

experience across the department and help connect the units together with 

human-centered design. As a technical communications team, they have the skills and 

knowledge equipped to be able to communicate effectively across all units and help units 

understand audiences better and implement user experience throughout a product or 

process life cycle. ASR may determine that new positions or a dedicated UX team is 

necessary to improve UX maturity, but, starting by looking at resources within the 

department first may be helpful. Another place ASR could look at the survey responses and 

reach out to units who may not have had as much representation in the survey, like the 

Office of Student Finance or the Office of Classroom Management. 

In addition to talking with teams directly, another recommendation would be to 

review job descriptions to see if some positions are currently responsible for UX and to see 

where there may be gaps for building new skills within the department or hiring outside of 

ASR. Also, it would be beneficial to review project roles and processes within ASR. For 

example, is a product owner or a project manager ultimately responsible for thinking about 

user experience and making sure someone on their team is equipped to advocate for the 

end-users? Does there need to be a dedicated role? Fully assessing the maturity level, 

setting goals, and identifying key roles and responsibilities within ASR are important steps 

for increasing UX maturity. 

 

 

 



USER EXPERIENCE: AN ESSENTIAL COMPONENT WITHIN ASR 

52 

Build, Document, and Share UX Knowledge and Skills 

Additional steps to increase UX maturity include building and sharing UX 

documentation, knowledge, and skills across an organization (Weinschenk, 2020). 

Document any areas where current skills and knowledge lie for user experience in order to 

help with onboarding as well as succession planning and to make sure that UX knowledge 

is not entirely lost if a person leaves the ASR. Additionally, documentation on past user 

experience practices and outcomes will help demonstrate the return on investment and 

benefits of user experience. This can increase buy-in from everyone within ASR and show 

why user experience helps in the long run. Another recommendation is to provide more 

opportunities within ASR to learn about user experience and practice UX techniques and 

methods. For example, providing a standard definition to refer to and additional best 

practices and guidelines will help make UX language and frameworks consistent across the 

department. These guidelines and definitions could be provided in a pilot course or 

presentation for onboarding new hires within ASR. A couple interviewees mentioned that 

the ASR-IT website and project management resources were beneficial, so user experience 

resources could also be beneficial and could possibly be connected to the existing 

materials for onboarding. Lastly, it was mentioned that a UX “rock” group was formed at 

the end of 2019, so I would recommend utilizing this group to continue exploring and 

advocating for user experience and making it a community of practice within ASR in 

general. This group could include representatives from each of the ASR units and meet on 

a regular basis to share resources, goals, and knowledge of user experience across the 

department. The larger the knowledge base and community practicing and thinking of UX 

in ASR, the closer the department will be to reaching maturer stages of UX. 
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Prioritize UX Work and Processes 

Knowing the importance of UX in ASR’s mission and its impact on work and 

audiences, it is critical to prioritize UX and have direction come from leadership positions. 

Based on Weinschenk’s (2020) UX strategy roadmap, I would recommend incorporating UX 

into ASR’s strategic plan and connecting it to ASR’s mission to make a positive difference in 

students’ lives. Leadership in ASR should also dedicate time and budget to UX and 

empower employees to do UX work (Weinschenk, 2020). As the research results show, 

many ASR staff members are interested in UX and find it important to ASR’s mission and 

their work, but lack of time and or knowledge about UX were two large barriers for 

practicing it more. In order to increase ASR’s UX maturity and follow through on the 

recommendations provided in this report, UX prioritization and leadership within ASR will 

be key. 

Conclusion 

In conclusion, this research study aimed to explore and understand user experience 

within Academic Support Resources at the University of Minnesota. My research focused 

on perspectives from ASR staff members through survey results from across all the units in 

ASR and interviews with business analysts in ASR-IT. From the research results, discussion, 

and literature review, I provided some recommendations for ASR to improve the UX 

maturity within the department. Identifying key roles and responsibilities in ASR regarding 

user experience, educating staff members on UX and UX methods, and planning and 

prioritizing UX into ASR’s strategic plan are important steps to take, especially if it comes 

from leadership. Some key takeaways from this study are that everyone is responsible for 
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UX at some level in ASR and UX is important to ASR’s mission to make a positive difference 

in students’ lives. Ultimately, user experience is an essential component within Academic 

Support Resources at the University of Minnesota. 
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Appendix A 

Survey questions 

1. What is your ASR unit? 
a. ASR Central 
b. ASR-IT 
c. Continuity & Compliance  
d. Office of Classroom Management 
e. Office of the Registrar 
f. Office of Student Finance 
g. One Stop Student Services 
h. Prefer not to answer 

 
2. According to Don Norman and Jakob Nielsen, "’User experience’ encompasses 

all aspects of the end-user's interaction with the company, its services, and its 
products.”  
 
Before reading the description of user experience (UX) above, how familiar 
were you with UX? 

a. Not familiar 
b. Somewhat familiar 
c. Familiar 
d. Very familiar 
e. Not sure 

 
3. How important is user experience in ASR’s mission to make a positive 

difference in students' lives? 
a. Not important 
b. Somewhat important 
c. Important 
d. Very important 
e. Not sure 

 
4. How much does user experience affect your work? 

a. Not at all 
b. A little 
c. Some 
d. A lot 
e. Not sure 

 
5. Have you practiced user experience methods in your work? 

a. Yes 
i. If yes is selected: Please list some of your UX methods (separate each 

by a comma). 
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b. No 
c. Not sure 

 
6. Who is responsible for user experience in ASR processes? Select all that apply. 

a. Specific units 
i. If selected: Which unit(s) ? Check all that apply. 

b. Leadership positions (e.g., Project managers, directors, associate directors) 
c. Individual contributors 
d. Other (fill in the blank) 
e. Not sure 

 
7. What term(s) do you use to describe your audiences/stakeholders? Select all 

that apply. 
a. Users 
b. Learners 
c. Customers 
d. Clients 
e. Coworkers/colleagues 
f. Students 
g. Faculty/staff 
h. Other/fill in the blank 

 
8. How much does user experience impact your relationships with your 

audiences/stakeholders? 
a. Not at all 
b. A little 
c. Some 
d. A lot 
e. Not sure 

 
9. Are you interested in learning more about user experience? 

a. Yes 
b. No 
c. Other 
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Appendix B 

Interview questions 

1. Please state the team you are on and your job position. 
 

2. Can you please tell me about your main job responsibilities? 
 

3. On a scale from 1 to 4 with 4 being very familiar, how familiar are you with 
user experience? 
3.1. Not familiar 
3.2. Somewhat familiar 
3.3. Familiar 
3.4. Very familiar 

 
4. What does user experience mean to you? 

 
5. How did you first learn about user experience? Are you learning anything now 

about user experience? 
 

6. For your work, who are your audiences? How do you go about understanding 
them and their needs? 
 

7. From your perspective, can you describe some of the experiences your 
audiences may have with your products or services? 
 

8. Can you tell me about some user experience methods or techniques that you 
and your team use? 
 

9. When do you use user experience techniques and how frequently? Are UX 
methods and techniques planned into project timelines and budgets that you 
and your team work on? 
 

10. Are there any reasons why you or your team may not practice user experience 
methods or techniques? 
 

11. Who would you say is responsible for user experience in ASR and why? 
 

12. Do you have any other comments about user experience on your team or ASR 
as a whole? 
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Appendix C 

Interview question: What does user experience mean to you? 

●  "User experience means the kind of approach that we take towards designing 
software or processes for users. It's specifically prioritized based on the user's 
experience or the user's framework or the user's priorities. So, we are using user 
research tools and methods to actually go to the users to understand what their 
needs are and do design processes to make it the best experience for them as 
they're trying to complete their task with the software or with the process. That 
encompasses a lot of things, but in general, it's prioritizing the users experience 
through the task to to make the requirements of the system fit and flow for them." 
 

● “For me, the main thing when I think of user experience is how does the user 
interact with this particular process or program, and what is going to be the most 
efficient and effective way for them to see the information and navigate their way 
through this process or system? So, always kind of keeping that in mind. What is 
going to be the most logical for the end-user?" 
 

● “I think just like the usability and making sure that if a website, or pretty much 
anything, is designed for thinking of the users in mind, just like drop-down boxes. If 
you're trying to pick a state, do you really want to have people scroll through or just 
type something? Stuff like that--text, font color, size, and stuff. Things that people 
don't necessarily really think about, but are the best for users, and it's not all about 
just looking nice, it's about how the function is." 
 

●  “User experiences is, can people get answers to their questions at a very high level? 
From there, it gets nuanced into how they get the answers to their questions. But to 
me, can a user engage with and answer their questions in an efficient, meaningful 
way?” 
 

● "It means to me how comfortable I am using something. How easy it is for me to 
figure out what I need to do with a product. I don't expect any system to be perfect, 
but it's how you deal with it when it's not. That's key for me." 
 

● “So, for me, that focus group, questionnaires. I have a friend who follows people 
through their experience. We as employees have our experience as part of the 
University of Minnesota. Students experience navigating all the systems that we 
have for them. So, those are some of the ideas I guess that come to mind." 
 

● “I tend to take a more expansive view of what user experience is. I would say that it's 
not just the online experience of the site, but everything that a user might come in 
contact with for an organization. So, that includes physical spaces and kind of 
emotional contact as well. I find that to be pretty broad.” 
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Appendix D 

Interview question: Who would you say is responsible for user experience in 

ASR and why? 

● “I don't really have a sense of who specifically, a team or a unit, is responsible, but I 
think it's something that everyone in ASR should be aware of and should be asking 
for help with if they're not comfortable doing more, and I think that probably the 
work, lies somewhere between or in both, the ASR communications team and 
ASR-IT.” 
 

● “I think we all are responsible for it because it reflects well or poorly on ASR 
depending on how well we deliver our service.” 
 

● “I think we all are. I think fundamentally, that’s the answer, is that we all have to 
keep it as part of our values. Do I think it happens? No, but, I think we all need to. I 
do think that there are some teams that actually create stuff that are used by 
others. So, they’re creating software, or kind of like the Custom Solutions team, they 
are creating some things that other people use, not necessarily for themselves, and 
so, I think that is a perfect case where that would be super important.” 
 

● "I would say that it's everyone's responsibility to kind of identify ways to improve the 
user experience. I think generally people work to the system they're in. So if the 
system does this, then that's what the system does, but that's only really a starting 
place in my opinion." 
 

● "I think overall everybody is responsible for it in the end. I think when looking at our 
projects and specifically our process improvement projects, that is something that 
the business owners need to be thinking about from the get-go when they put in a 
project proposal and business plan to the business analysts that are gathering 
requirements to the developers, the developers when they are working on this." 
 

● One BA mentioned the developers, business analysts, and the assigned 
communications person for their scenario are responsible. After hearing the 
definition of UX from NN/g, they said, "So, in that case, I would say everybody is 
somewhat responsible for user experience." 
 

● “"I think heavily the communications team is probably one of the more responsible 
teams in ASR for communications. I think they have a better understanding of being 
that middle ground of knowing what the audience or requester is asking or 
expecting or how it would be used as opposed to those who are building it. People 
understand how it works because they are the ones who write it, but it's not the 
same of how users would look at it.”  
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When asked if everyone in ASR should be aware of UX, they said, "I think everyone 
should be aware of user experience, and I think we each have different opinions. In 
ASR-IT, I see a very clear division of who thinks something is a part of their job or 
who doesn't. A lot of people in ASR-IT think 'my job is to create this report and do 
what is being asked, but it's not my job to make it user friendly.' I think they rely on 
either the project team or someone else to do that for them. In my opinion, I think 
everyone should have that in mind because I think that would make things easier. 
Normally, what I have experienced is that IT people have a lot of assumptions that 
everyone knows what they are doing and what they are saying, and what things 
mean, and it's not true. So, I think to lessen that barrier is to always keep that in 
mind, to be like 'Is this something that someone else would understand?' I think it 
should be part of everyone's job and responsibility to keep that usability experience 
in mind, but there's definitely a divide in IT to see whose responsibility it really is." 
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Appendix E 

Interview question: Do you have any other comments about user experience 

on your team or ASR as a whole? 

● “I think my team is hungry for help. I specifically am trying to position myself more 
and more to kind of help bridge the gap between [my] team and other units. I'm 
trying to learn so that I can help them more. I'm also trying to learn so that I can 
help explain what other people are already doing and also to explain the good work 
that they already do to others.  
 
There's oftentimes, I think, a misconception that, specifically with some of our 
applications that are more data heavy, that we're not necessarily making a good 
experience, or we're not prioritizing things, or we're making things confusing. And I 
think some of that is true, because there's just language and process barriers that 
could be better. But, I think on another side, there is that responsibility, a little bit, at 
the product owner level to prioritize some of this experience, and maybe the 
product owners of a system or an application can't do this themselves, but you 
know, they need to know that it's a thing and that it might be a gap. There might not 
be anybody on our team that does this--might not be anybody on the team that 
does this. But they should then bring that up and say, who can do this, and maybe 
that means the communications team jumps in and provides some consultation. 
Maybe that means somebody like me can jump in and do something. But I, in 
general, would like to see more people talking about this.  
 
I'll have one other comment specifically in regards to software that students use. I 
think it's really important to implement methodology for user research for students 
that gets students’ feedback and research as the primary requirements driver. I 
think that aligns with ASR’s vision and values. I don't think that always aligns with the 
people who initiate projects, that is not necessarily within ASR but outside of ASR. 

For instance if somebody outside of ASR wants a certain thing built, but ASR is the 
people that are going to build it, and all of a sudden they require that we build a 
thing. And students are the ultimate users. I know we might not have a choice. We 
might have to drop everything else, and have to build the thing, but I would like to 
see more of a focus, say like, ‘yes, we will build the thing but there needs to be a 
user research component in the design process at the beginning of the project. It's 
going to take this long, we have these people who are going to be working on it. 
They may not be developers. And they're going to produce a design brief or a user 
research report based on what they find and they're going to have access to 
students. Not the specific students that so and so sponsors say you can use, but a 
good subset based on scientific research principles.’ I think that'll help us make 
better applications that still meet the needs of our sponsors, and it'll make the 
adoption of these tools much better, because we have seen where we don't actually 
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get feedback on the user flow from students. We just listened to subject matter 
experts, and we're told to make something, and so we make it, and then no one 
wants to use it, and they come up with their own workarounds, and then it looks 
bad on our work. But, I think it would be doing us a favor to prioritize getting 
student research before any project that involves student users.” 

● “I think we're definitely getting better about talking about it more, and looking at it a 
little more formally and planning for it, rather than kind of like, ‘oh, we really should 
get some feedback from students or really get some more feedback from the 
people that are doing the processing.’ I think we, in general, are getting better about 
making sure that our project teams have a wider variety of people on it and some 
more of the folks that, less of just the management level folks and more of the folks 
that are actually doing the processing. Because, I think previously, a lot of our 
projects, like more of a manager-level person would be on the project and not 
necessarily somebody that is day-to-day working with this particular process or this 
particular, you know, type of request.” 
 

● “User experience is what I call like an umbrella term or kind of a blanket 
term--covers a lot of ground. And I think that some overall coordination of the 
certain aspects of user experience versus others within ASR would be beneficial. 
With that being said, with that blanket term, I think it is of the utmost importance . . . 
There's interesting and there's useful. We can build interesting all day long. But what 
we need to strive to do is build useful. And how did you get the useful is kind of 
embellished into some of our small-scale user experience things . . . can this be 
useful to the audience? It gets to kind of like that shiny object, you know, ‘oh, this is 
really cool. And look how we can make it spin or something like that.’ And so we try 
to avoid all of those and get to, like I said, if we boil it down to something simple, 
interesting versus useful, [then] focus on useful all day long. Now, to bring it back to 
a formal user experience. Yes, I would like for there to be a more robust, even within 
our own team . . . ” 
 

● “I think it would be nice to have a little bit more of a standard for usability and ASR, 
like for the website that I was just kind of talking to you about is I think managed by 
the Project Work Facilitation Team. But, I think other offices can benefit well from 
this as well. It's nice that we have a central comm team because it really helps to 
have like that, even language and you guys do a really nice job with that. And I think 
having a communication team like that and also having a content team central for 
pages like this that we can all benefit from a standard usability method, rather than 
each division having their own.  

The Project Work Facilitation Team is really doing a good job trying to document 
everything and putting it all in one spot. So, I think they're making a lot of progress. I 
think they have the basis of it now, but I think they need to do a little bit better job 
reviewing and be like ‘okay, is this, you know, is this document truly user friendly?’ 
Like formatting-wise, some of the project management stuff could be improved, like 
documents and stuff. And I've been on a lot of project teams, and I very rarely run 
into people actually using the project management template. Because, I just think it 
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could be majorly improved. I've studied a lot of project management, and I think it 
could be improved, and I think it's really good to have a template that we use for 
project management, especially in IT since a lot of people are asking us to build 
things or create projects and to improve things. Coming up with a project 
management document that we all use to be actually usable and functional and 
user friendly, and that's like one of the improvements that I see currently, but they 
have done a really good job getting everything into one place, but I think they just 
need to do a little bit more of a review of being like, ‘How are we actually using 
this?’” 

● “One thing that I very specifically haven't mentioned in terms of like techniques that 
I use is surveys. I think I've heard this directly from some of our leadership that ‘well, 
you have a question about a user experience thing then why not put together a 
survey and ask people?’ And the reason that I don't do that is because people don't 
tend to know what they want or they don't know what's possible. And so, asking 
them what they want, maybe doesn't tell you anything. A direct survey like that 
could be useful in some context for some very specific reasons, but generally, it's 
more useful to observe what people do, and it's not so helpful to observe what they 
say. Besides, what does it do to know that 85% of people would want this or that 
thing, you know, what about the other 15%? The other thing is, a general principle 
that I try to live by is sort of like universal design, you know, for folks who have 
limited capabilities, good design for them is good design for everybody. So yeah, I 
try to focus on that.” 
 

● “I don’t think I have any additional comments. It's just a valuable process to think 
about this, so I appreciate your efforts and your time and energy and this is 
prompting me to go off and do a little bit of work on my own. Occasionally, I pickup 
the Harvard Business Review and they sometimes have things about user 
experience, and sort of maybe not using that terminology exactly. But, it makes me 
want to investigate more and really think about ‘am I getting input from my 
audience?’” 

 


