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This study researches user experience (UX) within Academic 
Support Resources (ASR), a service department at the University 
of Minnesota. The research objectives are listed in the following:

Survey highlights
Out of 250 ASR staff members, 96 (38%) 
completed the survey, and each unit 
within ASR had some representation.

● When asked how important UX is to 
ASR’s mission, 72% said user experience 
was very important, and 0% said it was 
not important.

● About 66% of respondents indicated 
that UX affects their work a lot

● Many responses were distributed 
evenly for who is responsible for UX in 
ASR. Leadership positions and ASR-IT 
were slightly on top.

● About 83% of the survey participants 
ranged from being somewhat familiar 
to very familiar with user experience.

● Institutional Review Board (IRB): Submitted to the IRB under 
STUDY0000889 and determined “not human research.”

● Survey: Sent a survey to all 250 ASR staff members at the time, 
which was open between March 9 and March 23, 2020.

● Interviews: Conducted seven semi-structured interviews with 
business analysts across ASR-IT’s various teams between March 
25 and April 6, 2020.

Reference: Norman, D., & Nielsen J. (n.d.). The definition of user experience (UX). Nielsen 
Norman Group. https://www.nngroup.com/articles/definition-user-experience/
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Department of Writing Studies; and Academic Support Resources.

ASSESS UX MATURITY + 
SET GOALS

PRIORITIZE UX WORK + 
PROCESSES

● Continue researching UX

● Review job descriptions

● Discuss UX with more 
people/units across ASR

● Use Nielsen Norman 
Group (NN/g) UX 
maturity model as a 
framework and timeline

● Make UX a priority and 
have it come from 
leadership positions

● Incorporate UX into 
ASR’s strategic plan and 
future goals

● Dedicate resources to UX 
(positions, budget, time)

RECOMMENDATIONS

BUILD + DOCUMENT  + 
SHARE UX KNOWLEDGE 
AND SKILLS

RECOGNIZE UX AS AN 
ESSENTIAL COMPONENT 
OF ASR

● Create a pilot training 
UX course or slide deck 
for onboarding

● Make a community of 
practice for UX in ASR

● Build a knowledge base 
of UX resources to 
retain information

● Think about UX as part 
of the human experience 
design ecosystem

● Define UX terminology 
for the department

● Connect UX to ASR’s 
mission “to make a 
positive difference in 
students’ lives”

User experience is increasingly important as technologies rapidly 
advance, and we continue to build and maintain digital products 
for different audiences. Additionally, the COVID-19 pandemic has 
made the need for UX even more evident due to the significant 
impact it has had on work, school, and personal life experiences.

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

-Don Norman and Jakob Nielsen

Investigate user experience perspectives and 
practices within ASR

Explore where UX fits within a human experience 
design ecosystem

Provide recommendations for improving UX maturity 
within the department

Interview themes
Seven business analysts (BAs) across ASR-IT, 
a unit within ASR, were interviewed.

● Participants’ UX knowledge, education, 
and practice varies

● The meaning of UX depends on the 
person, but the focus is still on the user

● Main ASR-IT audiences are staff who 
support students, including colleagues 
in ASR

● Everyone is responsible for UX at 
some level

Top six terms for audiences in ASR 
1. Students (85)       4. Coworkers/colleagues (48)   
2. Faculty/staff (79)   5. Customers (34)   
3. Users (65)        6. Learners (21) 

If you don't consider who you are 
doing the work for, you aren't able 
to make a product that's 
functional.


