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Short Courses e-commerce story map
JOURNEY MAP

arts.ac.uk
PROJECT
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EXPORT DATE

Discover Consider Commit Support

1.0 - Help me find a course 2.0 - I know what I am looking for 1.3 - Can I narrow my choices? 4.0 - Can I reorder my search to be more appropriate?5.0 - Suggest something I might like 6.0 - I want to know more about this subject area 7.0 - Why should I choose UAL? 8.0 - Can I view course details while searching? 9.0 - Keep me informed about a subject area 10.0 - The course I want has already started Can I afford this course? Do I have time to attend the this course? How popular is this course? Am I qualified for this course? Is this course right for me? I need help to decide on this course Help me to find the right course I'm not quite ready to buy this course. I need to know more about Short course before I buyI want to be sure before I buy I am committed, but not ready to buy just yet Is my payment going to be secure? I want to login before I buy I want to register before I buy I want to check out as a guest (without registering)I want to reserve a course without paying I need help to complete my purchase I want to login / register with my social media accountI want to receive confirmation of my registration by email or text messageI want to pay for my course I want to choose a payment type I would like to apply a discount to my purchase I would like reassurance about security of the site I want to view / change my account details I am a new student - what do I need to know?Help I am an existing student and I want to.. What do I do  now I have finished my course? Keep me informed about... Contact UAL short courses about.. Tell others how my I love my course I need help as a foreign language student

1.0 - Help me find a course 2.0 - I know what I am looking

for

1.3 - Can I narrow my choices? 4.0 - Can I reorder my search

to be more appropriate?

5.0 - Suggest something I

might like

6.0 - I want to know more

about this subject area

7.0 - Why should I choose UAL? 8.0 - Can I view course details

while searching?

9.0 - Keep me informed about

a subject area

10.0 - The course I want has

already started

Can I afford this course? Do I have time to attend the

this course?

How popular is this course? Am I qualified for this course? Is this course right for me? I need help to decide on this

course

Help me to find the right

course

I'm not quite ready to buy this

course.

I need to know more about

Short course before I buy

I want to be sure before I buy I am committed, but not ready

to buy just yet

Is my payment going to be

secure?

I want to login before I buy I want to register before I buy I want to check out as a guest

(without registering)

I want to reserve a course

without paying

I need help to complete my

purchase

I want to login / register with

my social media account

I want to receive confirmation

of my registration by email or

text message

I want to pay for my course I want to choose a payment

type

I would like to apply a

discount to my purchase

I would like reassurance about

security of the site

I want to view / change my

account details

I am a new student - what do I

need to know?Help

I am an existing student and I

want to..

What do I do  now I have

finished my course? 

Keep me informed about... Contact UAL short courses

about..

Tell others how my I love my

course

I need help as a foreign

language student

As a New/existing student

Know what Im looking for.

Can UAL guide me to the right course?

Course finder

As a New/existing student

I know what I am looking for.

Show me an A_Z of all your courses.

A-Z guide

As a New/existing studentI want to see

courses at only one location

Location Filter

As a New/existing student

Can you Reorder my search by price?

Reorder low-high and high-low

As a New/existing student

Can you suggest other course I may like?

You may also like

As a new student

Show me detailed information about this

subject area/location

List all content

As a marketing team

Can I show main USP's for

department/college/course

Marketing messages

As a New/existing student

Can see an image which inspires and

informs me about the course?

Thumbnail image

As a New/existing student

Can you send me alerts about this

college/department/course?

Email signup (note department, course

or college specific)

As a New/existing student

This course has started. When is the next

course starting?

Show next available date

As a New/existing student

How much will this course cost?

Show Price

As a New/existing student

When does the course start and finish?

Show start and end date /time

As a New/existing student

Show me how many places are left on the

course?

Show alert message when only 10 places

left. Almost sold out messaging.

As a New/existing student

What level is this course?

Show course level requirements

As a New/existing student

Can I read a description of what I might

expect if I attend this course?

Show Short description with link to long

description

As a New/existing student

Can I talk to someone about this course?

Show live chat link

As a New/existing student

What other course do you have like this

one?

You may also like suggestions

As a New/existing student

can i signup for alerts form the University

/ College / department?

Email/text signup form

As a New/existing student

I want to read more about short courses

before I buy

Content list articles

As a New/existing student

I would like to add a short course to my

basket before purchase

Add to basket functionality / Mini

basket? 

As a New/existing student

I would like to speak to someone about

this course

Add call and contact us details to the

basket 

As a New/existing student

I would like reassurance that my online

purchase will be secure

Show security promise on the page, add

EV certificate in the address bar, make

site https

As a New/existing student

I would like to login to my account before

I purchase

Add email and password fields to screen

As a New/existing student

I would like register for me

Add registration capture fields:

▸ personal details (name and address)

▸ passport number

▸ contact details

 

As a New/existing student

I would like to check out as a guest

without entering full account information

Provide minimal guest fields required:

▸ email

▸ address

▸ payment details

▸ (option to provide password at the

end of the process)

As a New/existing student

I would like reserve a course

Add reservation option with correct

state (no payment details) - agents only?

As a New/existing student

I would like help to complete my

purchase

Provide chat, email, phone assistance

(remember me and my preferences?)

As a New/existing student

I would like register using my social

credentials

Add appropriate login / registration

options:

▸ Facebook

▸ Twitter

▸ Google

As a New/existing student

I would like email confirmation of my

registration

Transactional email functionality

As a new/existing student

I would like to check out quickly and

easily on one screen

Functionality to reduce clicks and

provide a one page checkout (concertina

best practice)

As a prospect who is about to pay

I would like to choose an appropriate

payment type

Add all accepted payment options:

▸ credit card

▸ debit card

▸ paypal

▸ apple pay

▸ bank transfer

▸ store credit (partial/full payment)

▸ Flywire (language support)

As a new/existing student

I would like to know if I can apply a

discount code before payment

If applicable clearly show a discount text

entry field

As a New/existing student

I would like reassurance that my online

purchase will be secure

Show security promise on the page, add

EV certificate in the address bar, make

site https, show 'secured by' badges

As a New/existing student

I would like to view my course details

Course details in my account

As a New student

I would like to see a joining booklet

instructions, videos, etc. 

Add joining information 

 

As an existing student

I would like to transfer to another course

Course transfer functionality 

As an alumni

I would like to read about student success

stories

Alumni success stories

As a New/existing student

I would like to know when course I am

interested in are available 

Notifications

As a New/existing student

I would like to ask UAL a question

Provide clear CTA for contact us, or have

chat, in-page form

As a New/existing student

I would like to leave a review for my

course

Provide clear CTA for leaving reviews

(when logged in), as well as

transactional email follow up

As a New/existing student

I would like help to use the website in my

local language

Provide link to local language support

pages, and contact form with

appropriate help option

As a New/existing student

As a new student

Can I find a course by location?

Location filter (dropdown)

As a New/existing student

I know what I am looking for.

Can I just search for a specific course?

Global Search filtered by Short

courses

As a New/existing student

I am only interested in specific subject

areas

Filter by subject areas

As a New/existing student

Can i find course close to me?

Reorder by nearest

As a New/existing student

Can I see course I have recently looked

at?

Recently viewed

As a new student

Can I watch a video about this

college/department

List all video content

As a new student

Can I view a course guide?

Online course guide

As a New/existing student

Can see an image which inspires and

informs me about the course?

Thumbnail mage

As a New/existing student

Can follow you on Pintrest

Display Pintrest link (note department,

course or college specific)

As a marketing team

If the course has already started can we

suggest an appropriate similar course?

Suggest an appropriate alternative

course 

As a New/existing student

how can I pay for the course?

Show payment options.

Paypal, Bank transfer, Credit debit card.

As a New/existing student

I can only attend a course at the

weekend.

Show flag for weekend

As a New/existing student

What do other students think of this

course

Show star rating and link to

testimonials

As a New/existing student

What do I need to know to attend this

course?

Show a list of required skills

As a New/existing student

Where is this course to be located?

Show course location with map link.

As a New/existing student

Can I talk to the tutor about this course?

Show link to email contact

As a New/existing student

Show me courses I have recently looked

at.

Recently viewed courses

As a New/existing student

I need to remember this course so that I

can view at a later date.

Add to a Wishlist

As a New/existing student

Can I see what the facilities and

classrooms look like?

Virtual tours / image Gallery /video of

course experience

As a New/existing student

Can I see the total cost including tax 

Show totals

As a New/existing student

I would like to save my basket so that I

can return to it

Drop a cookie or add a log in to save

option 

As a New/existing student

I would like to know what payment

methods are accepted

Clearly show all payment methods on

the page

As a New/existing student

I can't login as I've forgotten my

password

Add forgotten password functionality

As a New prospect

I would like to register for a friend

Add register for a friend checkbox

option 

As a New/existing student

I would like help to complete my

purchase in my local language

Provide link to local language support

pages

As a prospect who is registering a friend

I would like email confirmation of my

registration to go to the student I have

registered

Transactional email functionality

As the UAL business

I would like confirmation of the age of the

student when they pay

Capture DOB and validate for course

acceptance (automatic)

As the UAL business

I would like to ensure prospects have

agreed to UAL T&Cs before payment is

confirmed

Add a checkbox confirmation for T&Cs in

the checkout

As a new/existing student

I would like to know if I can part pay for a

course using store credit

If applicable clearly show a CTA for

applying store credit (or login to see

how much credit can be used)

As a New/existing student

I would like to update my details

Update personal details functionality

As a New student

I would like to know the list of

requirements.

Documents

▸ Equipment

▸ Experience level

▸ Visa, passport... 

 

As an existing student

I would like to submit my work for the

class gallery

Class gallery submission functionality

As an alumni

I would like know how my new skills help

me get a job / promotion

Career advisor

As a New/existing student

I would like to receive an email showing

recently viewed courses

Recently viewed courses email

functionality 

As a New/existing student

I would like assistance from UAL via my

social channels

Provide clear CTA for contacting UAL via

social (might require social login?)

As a New/existing student

I would like to tell my friends via my

social channels about my UAL experience

Provide clear social CTAs at all

appropriate points in the site:

▸ post to Facebook

▸ Tweet

▸ G+

▸ syndicated to personal site

As a new student

Can I find a course by level?

Level filter (dropdown)

As a New/existing student

Help me to search more effectively

Show me my recent searches as I type a

search request

Saved searches

As a New/existing student

I am looking for a specific course level.

Filter by course level

As a New/existing student

Can you Reorder my search

alphabeticaly?

Reorder A-Z and Z-A

As a New/existing student

is this course available at an alternative

location?

Cross sell by college and department

As a new student

Can I read  about this college/department

List all articles

As a new student

Can I download a course guide?

Download course guide

As a New/existing student

When does the course start?

Display start/end date/duration/ days 

As a New/existing student

Can follow you on Facebook

Display facebook link (note department,

course or college specific)

As a marketing team

If the course has already started can we

suggest a late enrolment alternative?

Suggest an appropriate alternative

course 

As a New/existing student

Can I use a promotional code to reduce

the cost of the course?

Highlight promotional code.

As a foreign student

is a visa required and if so how long will it

take to process my visa.

Show Visa required and link to

Language centre.

As a New/existing student

What are the most popular courses.

Show course as trending

Link to trending (TBD)

As a New/existing student

AmI old enough to attend this course?

Show any age restrictions

As a New/existing student

Who will be teaching me and what are

the like?

Show tutors details with link to profile.

As a New/existing student

Can I visit the campus?

Show telephone contact to book a tour.

Show email contact to request a tour

As a New/existing student

I love this course but its full/started/at the

wrong location.

Show similar courses at other locations.

As a New/existing student

The course is full but I am still interested

in attending so can you Notify me when 

places or new dates are available.

Waiting list notifications

 

As a New/existing student

I want to know if the quality of work

produced is good.

Gallery, blog of student work.

As a New/existing student

Can I see that a short course that I had

added to my basket some time ago has

now sold out / expired?

Show status of course

As a New/existing student

I would like to see an example of how to

apply

Provide contextual help or an

illustrative video 

As a New/existing student

I would like to know that my consumer

rights are going to be protected if I

purchase

Clearly highlight the cooling off period

that is available (14 days)

As a New/existing student

I would like to use my social sign in

credentials

Add social login options

As a New prospect

I would like to register as a company

Add registration capture fields:

▸ company details (name and address)

▸ company requirements

▸ delegates

As a New/existing student

I would like text message confirmation of

my registration

Transactional text

message functionality

As a New/existing student

I would like to change my password

Update password functionality 

As a New student

I need help to feel comfortable in my new

college 

College information 

As an existing student

I would like to have access to the college

library

Access key for library

As an alumni

I would like to see which courses would

you recommend for me next 

Personalisation upsell

As a New/existing student

I would like to see my recently viewed

courses

Recently viewed functionality 

As a New/existing student

I would like to contact my department or

tutor

Provide options within contact form to

send directly to department / tutor, and

relevant email addresses

As a New/existing student

I would like to write a blog post about my

course and have it published via UAL

Provide option for students to contact

the marketing/comms office to provide

content

As a new student

Can I find a course by date starting?

Date filter

As a New/existing student

Help me to search more effectively

Show me my recent searches as I type a

search request

Saved searches

As a New/existing student

I only have so many hours available for

learning.

Filter by course length

As a New/existing student

Can see which courses are starting

soonest?

Order by starting soonest

Note: enrolment after courses have

started?

As a New/existing student

I am logged in shouldn't you know what I

am interested in or need to do next?

Show personalised course

suggestions

As a New/existing student

As a new student

Can I view images of students work in

this college/department

Image gallery for department/college

As a New/existing student

As a new student

Can I compare colleges?

View college  comparison information

(TBD)

As a New/existing student

Can I easily see the course location?

Display location and map option

As a New/existing student

Can follow you on twitter

Display Twitter link (note department,

course or college specific)

As a New/existing student

Do I have course credit and can I use this

to pay for the course?

Login to see available credit.

As a New/existing student

Do I need to show any previous work?

Indicate if portfolio is required (TBD)

As a New/existing student

What are my career prospects if I attend

this course?

Show career suggestions

As a New/existing student

Is there somewhere I can look to find an

answer to a specific question?

Show FAQ link

As an existing student

I love this tutor. What other courses does

he teach?

Show all courses by this tutor.

As a New/existing student

Can I share this course with my friends

and family to help me decide?

Share functionality

Facebook, Twitter, Linked in, G+, Pintrest,

email, print this page, Snap Chat,

Instagram

As a New/existing student

Can I see the tutors work?

Image gallery / Blog posts / video

As a New/existing student

Can I check the start / end date & time

Show course dates

As a New/existing student

I have left a potential course purchase in

my basket and have forgotten about it

Add abandoned basket functionality

As a New/existing student

I would like help logging in provided in

my local language

Provide links to login help language

variants

As a New/existing student

I would like to register for a language

course

Show language course specific fields at

registration

As a prospect who is registering a friend

I would like text message confirmation of

my registration to go to the student I

have registered

Transactional text message

functionality

As a New/existing student

I would like to cancel my course booking 

Add course cancelling functionality to

my account section 

As a New student

I would like see community content to

better understand by course and fellow

students

▸ Portfolio

▸ images / music / writing 

▸ Blog content

▸ Social content 

As an existing student

I would like to suggest a new course

Feedback functionality 

As an alumni

I would like progress to a foundation / BA

course

Next steps

As a New/existing student

I would like to know about upcoming

events

Notifications

As a New/existing student

I would like to start an alumni group

related to my course

Provide clear CTA in Alumni section and

within 'My account' area to allow this to

be discussed/set up

As a new student

Can I find a course by duration?

Duration filter (dropdown)

As a New/existing student

Help me search more effectively

Complete my search term predictively.

Predictive search 

As a New/existing student

I know which dates I want to learn on

Filter by Month

As a New/existing student

As a marketing team

Can I suggest courses?

Marketing promotions

As a new student

Can I download a course guide?

Download course guide

As a New/existing student

Is this a new course?

Highlight if new course

As a New/existing student

 

Can I join a waiting list for this

department?

Offer a waiting list signup

As an business/agent

can I book for more than one person?

Show login /register options for business

and agent.

As a New/existing student

Can I compare this course with another

Show add to comparison functionality

As a marketing team 

I would like to make helpful suggestion

on related courses.

Recommended for you

(You did X so you might like this)

As a New/existing student

I would like to know how experience my

tutor is?

Tutor profile

As a New/existing student

Can I proceed without paying

Reservation functionality

As a New/existing student

I would like to know where I can stay

when I come for my short course

Add link to accommodation help

As a company

I would like to login and be recognised as

a multi-course purchaser

Recognise company credentials

As a business

I would like to register as an agent /

institution / university and see options for

bespoke training

Add specific options (capture fields)

As a New/existing student

I would like to view my wishlist

View wishlist in my account

As a New student

I need help booking accommodation 

Support number / online chat

As an existing student

I have a problem with a course / tutor /

student

Feedback functionality 

As a New/existing student

I would like to receive a SMS notification 

SMS notifications 

As a New/existing student

Help me find the right course after I have

searched.

Allow me to filter the search results 

Search results filters

- Match global filter taxonomy, see 3.0

As a New/existing student

I can only attend on a specific day.

Filter by day

As a marketing team

Can I suggest courses based on previous

purchases?

Personalised curated courses 

As a language student

Can I view information in my own

language

Language centre pages

As a New/existing student

Can I see how many places are

remaining?

Highlight last few places

As a New/existing student

Can I download the application form?

Show PDF download link

As a foreign student

I need help and advise in my own

language?

Show link to Language Centre

As a New/existing student

I can to be informed about this course /

department / College across my social

channels

Follow functionality

Facebook, Twitter, Linked

in, G+, Pintrest, email, print this

page, Snap Chat, Instagram

As a New/existing student

Can I check the location is correct?

Show course location

As a business customer/parent

 

I would like to view my account details

and those students I have registered.

Portal access to all account and sub

account information as well as

invoicing

As a New student

I need help booking a flight

Support number / online chat

 

As an existing student

I would like to view all my course dates /

times / location in a calendar view 

Course calendar view

As a New/existing student

I would like to know about life in London

and events / exhibitions at external

institutions (eg Tate) 

London life page

As a New/existing student

Can I see order search results?

Order by Date, Cost, Alphabetical.

Order search results

As a New/existing student

I can only attend on weekdays/weekends.

Filter by weekdays or weekends

Highlight weekend weekday

As an existing student

If I like this course what other courses

compliment it

Course packages

As a new student

Can I view a video on language centre

Language centre video

As a New/existing student

What do other students think of this

college/department/course?

Display star ratings

Display reviews (number and read)

As a New/existing student

Do I need any specific materials to attend

this course?

Show course level requirements

 

As a New/existing student

Can see more information about this

course or department??

Show links to Course fliers, T&C's

As a New/existing student

Can I buy multiple courses?

Add multiple product to basket

functionality

 

 

As a New/existing student

I would like see my calendar of events.

Visual calendar of all tasks and classes

As a New student

I would like to meet with other students

on my course

Course forum

As an existing student

I would like to submit a course evaluation

Course evaluation submission

functionality 

As a New/existing student

I cant find any course I am searching for

can you recommend something based on

my search?

Recommended courses

As a New/existing student

Can I see a visual calendar of courses

Calendar view

Note: 13 month  calendar

As a new student

Can I download a brochure on

the language centre

Language centre PDF download

As a New/existing student

I can only attend courses at the weekend

or evening.

Highlight weekend 

Highlight evening

 

As a New/existing student

What are the other students like?

Show links to community on Facebook

twitter 

As a foreign student

Do I need a visa?

Show VISA requirements

 

As a New/existing student

Can I change the amount of people

booked on the course? 

Quantity functionality

 

As a New/existing student

I would like see my credit

Show credit in my account section

 

As a New student

I would like to message other students on

my course

Direct message functionality 

As an existing student

I would like to attend a student show /

event

Event landing

As a New/existing student

Can I order my results by price?

Order price high/low

As a new student

Can I view a video on language centre

Language centre video

As a foreign student

What level of English do I require?

Show language level requirements

 

As a New/existing student

Can I remove a course

Remove from basket functionality

(delete)

As a New/existing student

I would like to view my evaluations

Show evaluations in my account

section 

As an existing student

I would like to know about the admission

process

Admission process page

As a New/existing student

Can I see course by a specific tutor?

Filter by Tutor

As a New/existing student

Do I need any specific matterials to

attend this course?

Show course level requirements

As a New/existing student

Can I change dates? 

Update course date functionality 

As a New/existing student

I would like to publish  images and

written content so that other students

can see my work

Ability to upload/share images, video

and content

As an existing student

I would like to post my work on social

channels

Social media sharing functionality 

As a New/existing student

Do I require a visa to attend this course?

Highlight Visa requirements

As a New/existing student

Am I too old or too young?

Show any age restrictions

 As a New/existing student

If I have a course credit note, can I use it

as a part / full payment?

Discount functionality

 

As a a foreign student I would like to see

by profile area in another language.

Change language within administrate

As an existing student

I would like to do a post payment

questionnaire with shorter forms

Post payment questionnaire 

As a New/existing student

Do I need to be a UK/EU citisen

Highlight UK/EU/International

As a New/existing student

I would like to know what the campus /

classroom looks like?

Show links to virtual tours

As a New/existing student

Can I see how many places are left? 

Place countdown functionality  

 

As an existing student

I would like to have my key card

Key card request form

As a New/existing student

Are there any age restrictions for

attending this course?

Highlight age restrictions

As a New/existing student

Can I use my vouchers & see the

discount? 

Vouchers functionality 

As an existing student

I would like for the system to remember

my passport details

Save passport details

As a New/existing student

Can I see the discounts when a sale is on?

Show sale price vs normal price

▸ Filter by location

▸ Filter by subject areas

▸ Filter by course level

▸ Filter by course length

▸ Filter by month

▸ Filter by day

▸ Filter by weekdays or weekends

▸ Calendar view

▸ Order Price high/low

▸ Filter by tutor

▸ Highlight visa requirements

▸ Highlight UK/EY International

restrictions

▸ Highlight are restriction
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