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Introduction  
 
My Organisation  
The University of the Arts is the overall name for the seven constituent colleges 
of arts and design that form London’s largest school of creative learning into one 
Higher Education Institute (HEI). 
Its purpose is to keep art and design at the forefront of research and to provide 
undergraduate and postgraduate courses. There are about 3000 part-time and 
full time staff and approx 5000+ students. We teach students from the UK and 
about 50% international and EU students, roughly 50/50 to male to female 
students. The sister colleges existed before the UAL was formed. Each bring 
their own personality and offer students a different perspective on the experience 
of art and design.  
 
My Role 
My role is Senior Lecturer on the BA Hons in Graphic Design, and my 
responsibility is running the timetable and planning for 160 students. I work full 
time within a team of 18 staff, 15 of whom are part time. Up until last year I 
managed a team of 12 Associate Lecturers (ALs) on temporary contracts and 
one full time lecturer. Since the restructuring earlier in the year, I am no longer 
line manager to any staff, as my job description has changed. I am now 
responsible for briefing teaching Units, for maintaining parity across the large 
cohort of 160 and for assessment of the four Units, which make up the first year. 
This first year of undergraduate study is also known as Stage 1 (BA Graphic 
Design Year 1 – BAGD1). 
 
The role of my former team was to create and deliver a curriculum, which 
delivered the objectives in the Course Handbook. We have experience of the 
specifics of first year provision; known as an important transitional year between 
Further Education college (FE), schools and Higher Education (HE). 
 
The subject of the BA is Graphic Design and within this I have a specialism of 
editorial design for print and for screen. I teach and deliver the curriculum 
alongside my colleagues as part of my job – now about 25% of my time is 
teaching. As part of my teaching practice I am developing this subject into 
publishing projects and am due to have my second book published in 2013.  
 
As a member of the course team my role is to contribute to course design and 
delivery. I am one of five ‘Stage Leaders’ responsible for briefing and assessing 
Units across the Graphic Design Programme, including BA and MA provision. 
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I contribute to the larger University community through being involved with 
learning technologies, such as e-portfolios. I am always keen to improve my 
practice and to meet others from the University community. 

Description of the Problem 
 
Problem Description 
The problem is that students on the BA Graphic Design course are turning up to 
classes late, missing classes and not enough are choosing to engage in optional 
projects. They struggle to understand their timetable during the first year. No 
matter how they are briefed, whether in seminars and workshops, it appears that 
about 20% of the cohort finds it difficult to navigate through a regular week at 
college independently. 
 
What are the symptoms?  
Students miss classes and then try to catch up later. Workshops sessions are 
delayed at the start while latecomers arrive. There are complaints in written 
feedback that the students cannot find their way and consequently miss 
instructions and events.  
This has an impact on the engagement and amount of work they present at 
assessment. 
Attendance is down this year on non-compulsory activities. 
 
What is going wrong?   
The Units taught between January and May each academic year require a 
transition from a directed style of education, typical in secondary education and 
in (FE) into independent learning required for (HE). What is going wrong is that 
this move to independent learning is proving to be a difficult process for some. 
These independent activities are embedded in the timetable. This transition 
involves choices to attend non-compulsory events. 
 
The timetable itself is a complex document due to the large size of the cohort.  
The 160 cohort are split into 8 teaching groups. Simultaneous classes are 
expressed in both a digital and a printed timetable. Live events are added as 
term progresses. Changes are made by staff to times and rooms as the weeks 
progress. Communicating all this information appears to be part of the problem. 
 
Describe the size of the problem  
The cohort is 160, and 25% of those are affected, i.e. 40 students in the 
academic year 2011/12. The remaining 120 are affected by the other students 
poor work habits, e.g. being disturbed at the start of peer group sessions. Part of 
the timetable involves signing up for workshops using an online tool in our Virtual 
Learning Environment (VLE).  This tool is relatively simple however it causes 
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problems and students see it as unfair if a list if a sign up list is full by the time 
they become aware of it on the VLE. 
 
Symptoms are: 
• Dyslexic students and those with learning disorders simply slip behind and do 
not arrive in class.  
• Others with mental health problems, such as anxiety, find the act of having to 
organise themselves is an obstacle to getting into class and a source of stress.  
• Weaker students blame the timetable itself for their poor timekeeping and they 
appear to resist independent learning. Their productivity is low. 
• The majority of regular students, approx 75%, do not have a problem but they 
are affected by the behaviour of others as they learn in small groups and are kept 
waiting for the class to start. 
 
Evidence of this is that students have asked in tutorial feedback forms and at 
student rep meetings if staff can 
• Make the timetable easier to understand (8 student feedback comments) 
• To make the sign-up more ‘fair’ (12 student comments) 
 
 
What is the cost? 

• ENGAGEMENT: The timetable itself is used to lead students to engage 
with optional classes via online sign-up lists. Once created the tutors use 
these same lists for marking and assessment purposes. Fewer students 
are engaging with certain activities. Teaching hours are wasted. 

 
• STUDENT SATISFACTION It creates a partially disgruntled cohort 

because it is an indictor of those ready for University life in Higher 
Education (HE) and those not. The result is that students complain via the 
National Student Survey. This puts off potential applicants. 
 

• PRODUCTIVITY The other cost is teaching time wasted. I spend a lot of 
time trying to help students to navigate through the independent learning 
part. If the 25% don’t engage with the sign-up then the tutors find difficulty 
in tracking membership of their class groups. Following a recent cut in 
student contact hours then tutors don’t really have the time to spend 
finding students who have slipped through the system.  
 

How often does the problem occur? 
This problem has grown over three years to a peak in this academic year – 2011- 
2012. In the previous years in a different building there were only about 5% of the 
student cohort affected, which we thought was normal as young people make the 
transition into HE. It occurs annually during the period of January to May each 
academic year.  
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We have three student rep meetings and I get complaints at the spring meeting 
each year. 
 
Problem Statement 
Therefore the problem to be addressed is 
 
 
The transition to independent learning in Higher Education is 
hampered by the complex nature of their timetable. 
Or  
First year students are late or miss classes because they can’t understand their 
timetable. 
 
 
The Impact of the Problem 
The effect of the problem on our Customers 
 
INTERNALLY The effect on the undergraduate students is that is causes them 
disruption in their teaching and learning. 
Students affected do not get to class on time and may miss whole briefing 
sessions. If they do then they are on the back foot for the remainder of the two 
weekly projects. The weaker students then feel they are behind and so they don’t 
go to the interim crit even if they have figured out where and when it is located. 
Their final hand-in at the end of two weeks is usually weak and can be related to 
the domino effect of missing the first important briefing session.  
 
Students describe feeling ‘lost’. Once they miss a few classes it can be hard to 
regain as the remaining cohort progress. 
 
4. DIFFERENCES IN ABILITY: The following evidence was collected and 
describes the different experiences of the HE environment. We have about 25% 
with learning disorders such as dyslexia, dyspraxia, ADHD and with mental 
health issues and anxiety. 
 
APPENDIX 1 
 

 
APPENDIX 1 
Extracts from Feedback comments from Group A during April 2012 group tutorials. 
These tutorials contained a written feedback element that students prepared 
before the tutorials 
 
“I didn’t understand that I was only supposed to choose one class so I signed up for two.” 
James Chester (dyslexic) 
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I didn’t look at the timetable on the computer, I just asked friends. They told me where to 
go. I chose two classes by mistake. Jordan Streete (dyslexic)  
 
The timetable is confusing because of the lines of type. Unit 3 should be all together.   
 Su May (First year student) 
 
I didn’t have a problem knowing where to go but I know some who did. 
Jetmire Dvorani (Widening Participation student). 
 
I go on Blackboard, [the VLE], but I don’t see where I am supposed to be. I don’t use it. I 
just come in to find you but you were not at your desk so I went home. 
Alex Kamara (dyslexic) 
 
FEEDBACK from tutors collected during an end of term review meeting in July. 
I had to sit down Tom and Alex and show them how to log into our VLE and how to find 
the timetable on Google and how to find the sign-up sheets. They were afraid to ask. This 
was an indicator to me that they needed to go and get a dyslexia screening.  (Tutor Ruth 
Sykes Study Support) 
 
The timetable looks fine to me but the students without access to Internet at home are 
having difficulty finding where to look. They can’t find their own feedback. I had to show 
them where to go on the VLE to find it. They don’t seem to be able to find information on 
the VLE past the first page. So they could not find the timetable showing all the options 
for Unit 3 & 4, blocks 1 to 7.  
(Emily Wood Study Support tutor) 
 
I found that just logging on at college every day was a problem without the phone signal. I 
couldn’t sign in to the new computer staff log in either. I could not print either. The new 
building is really hard for me to work in. (Yann Jones Advertising tutor also dyslexia) 

 
 
EXTERNALLY We may gain a reputation for being a tough place to learn. It may 
be that we could be in danger of not treating some groups fairly. We work hard in 
our teaching to be inclusive and the University has clear directive on this. 
However, the operational issues mentioned (such as mobile phone signal) has 
hindered the ability to include certain groups who need a variety of tools, both 
digital and physical.  
 
The effect of the problem on the Organisation 
REPUTATION Ultimately this problem gives rise to complaints internally about 
the organisation of teaching. This decreases the ‘word of mouth’ reputation of the 
first year outside our college and goes forward to affect the reputation of the 
umbrella University organisation. UAL has a medium term strategy and I consider 
we are not achieving one of those aims with reference to inclusivity.  
(See reference number 1) for source 

To increase our institutional impact by 
encouraging and supporting the development 
of communities of practice, fostering a culture 
of inclusivity both across the University and with 
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the creative and cultural sectors.  
UAL Medium Term Strategy 2010 - 2015 

 
Students use social media to write about their experiences and they comment in 
the National Student Survey about their satisfaction. Pedagogic research into 
transitions into HE shows that if student have a positive experience in Stage 1 
then this leads to a better result as they progress to subsequent stages. It is also 
noted that not every student is the same and that we have to treat different 
groups of students in different ways. This is especially so when you have a large 
cohort, as the number of candidates with learning disorders increases. (2). 
 

To make the first year connection, institutions must adopt the concept of 
front-loading, putting the strongest, most student centred people, 
programmes and services during the first year (Noel and Levitz 1985)  
 

 
The effect of the problem on the Team 
The staff team is affected as follows 
1) New students cannot find their way to rooms and arrived for their classes late. 
When inductions are planned, the Health and Safety instructions are given at the 
very start of the class. To miss the beginning then excludes students from 
participating in workshops or having to attend a catch-up session.  
The tutor team also has to plan thoroughly and post up the rooms and time onto 
our VLE remotely however they do not always have the information they need in 
order to do this and last minute changes occur like double booking of rooms. 
 
2) Secondly they have had to add in a few extra hours unpaid time in following up 
late or missing work, caused by students missing classes. Staff on hourly 
contracts think this is inappropriate having recently had their hours cut. 
 
3) Furthermore, the non-compulsory elements of the course appear to be less 
well attended now than in previous years. In fact this affects the number of 
contact hours that a student is getting compared to what is promised. 
 
The effect of the problem on my performance as a Leader 
This affects my confidence as a leader as every year I try again to see if I can 
sort this out. I have made major improvements by using digital learning tools 
within our VLE (such as using digital student records so that students can see 
their feedback). This has been discussed positively in my PRA. Although I am 
seen by some as an innovator of new technology I do worry that this may not be 
a good thing after all!   
 
However the problem does affects the way I deal with my tutor team. Sometimes 
they ask me where the students are and hold me responsible for them not turning 
up to the non-compulsory events. This makes me question my practice as a 
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leader. 
 
 
I have been reading John Kotter’s text on Leadership and he splits the 
responsibility for management as 

Organising and staffing – establishing an organisational structure and set 
of jobs for accomplishing plan requirements…communicating the plan to 
those people, delegating responsibility for carrying out the plan, and 
establishing systems to monitor implementation. John Kotter 

and goes on 
Leadership is very different. It does not produce consistency and order as 
the word implies it produces movement. John Kotter (4) 
 

 
As a leader I find it is a really interesting problem and the recent restructuring has 
thrown in new problems. I try to be a visionary and show the way forward in 
planning the timetable, but I am no longer the manager of this team. One tutor 
said that I am ‘making changes for changes sake’ which made me question my 
behaviour.  
I have to be clearer in our team objectives. I am definitely challenged as a leader 
because of this problem. 

 
 
PRODUCTIVITY: My performance is affected by wasting time repeating 
instructions, tracking students and then by following up and helping them to catch 
up. All this highlights the flaws in our college infrastructure and makes me feel 
demoralised about the recent move.  
 
MORALE: If even one person doesn’t understand their timetable then I feel like I 
should be able to fix it. I have tried various methods but the operational problems 
of the new structure and new building combine to hinder, not help, me to solve 
this.  Looking at John Adair’s 1984 Action Centred Leadership (5) diagram I 
realising that some of this is out of my control and this may help when looking for 
the solution. 
 
CONTROL: On reflection this problem has highlighted that I am not in control of 
all the elements that I am responsible for. Responsibility for the timetable without 
authority over the contributors is not a desirable place to be. This assignment has 
helped me to see that there are parts that are out of my control. I need to focus 
on the things that I can control. 
 
Possible Causes 
I have considered the possible causes and used the Fishbone Diagram to 
identify them: 
Diagram attached called 
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Why students can’t understand their timetables  
 
In this diagram I have indentified factors concerning the students themselves on 
the left. Then I have connected the internal and external factors that contribute to 
cause this problem. Some of which we can control from within the course at CSM 
and some we can’t. It has been an interesting exercise to spell it all out. 

 
 
 
 
 
 
 
 

 
 

 
 
(If this is not clear I can fax over separately. 
This diagram was seen by Jeremy) 
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 Analysis of the Problem 
Investigating the possible / potential causes 
INVESTIGATING STUDENT CONCERNS  
Once this problem came to my attention, I began to ask the students about this 
issue during 20 one-to-one tutorials with my tutor group. 
Once I realised that there was a variety of responses, then I sent out a simple 
open question attached to a compulsory feedback form (Academic Tutorial Form 
Two), to the whole 160 cohort, which asked students to reflect on their learning 
during Spring term: “Are there any other issues you would like to discuss?” 
The responses were discussed during group tutorials, in March and April. These 
were kept on file and I have included a sample of responses in Appendix 1.  
 
In addition I asked Student reps for their feedback at two student rep lunches. 
They had not received any direct complaints at that time specifically about the 
timetabling nor the VLE, they were focusing on other more pressing issues. 
 
STAFF CONCERNS I spoke to tutors during our monthly lunchtime meetings 
and they gave me some feedback too from their point of view. I took into 
consideration the amount of student users with dyslexia, ADHD and other 
learning disorders who might potentially struggle which came to 22 in March. I 
also listened to the feedback from the Study Support tutors. See also Appendix 
1. 
 
Finally the staff group were concerned that students did not attend non-
compulsory events as they had in previous years and they associated this with 
the timetable. The symptom of this was low attendance to two annual events one 
which included a presentation by external partners. We tried to figure out what 
was causing this. 
 
POTENTIAL CAUSES There were other factors seemed to be affecting the 
attendance; one was the move to Kings Cross, which meant: 
 
1. Rooms were hard to find for students who were first time users of spaces.  
2. The absence of mobile phone signal meant that the ‘word of mouth’ 
communication didn’t work for any stragglers trying to find their classmates. 
3. Before the move, the GD students had a better sense of ownership of the 
space and the first year room became ‘like home’. After the move there was no 
such feeling about the rooms. This affected the large group events particularly 
the former GD Photo Studio. Widening Participating (WP) students could go 
there if needed and hang out or find out from others where they were supposed 
to be.  At the new KX premises, new students did not have a sense of belonging 
during the year. 
4. The timetable had become too complex and there were layers of weekly, 
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termly and annual events that had to be incorporated into one timetable 
document designed in Word and transcribed over to a live Google calendar.  
 
INVESTIGATING THE CAUSES 
1. CONFUSION ABOUT ROOMS: The timetable became more complex than in 
previous years due to the increased numbers of rooms being used in 2012.  
There were 30 different rooms utilised by Stage 1 students in the new building, 
many only used once by the individual student in the whole year.  
 
APPENDIX 2 Number of rooms a new student needed to find during their 
first year at University, between years 2000-2012 
Before the move 
2000 – 2011 
Southampton Row 

3 studios  
3 seminar rooms  
8 workshops 

Total = 14 different 
teaching spaces 

After the move 
2011-2012 
Kings Cross and  
Archway buildings 

6 studios  
12 seminar rooms  
12 workshops  

Total = 30 different 
teaching spaces 

 
Was this an error in customer service, in that we were making it difficult for 
students to find where they were supposed to be? The students wondered why 
did we need to use so many rooms? In fact this was due to the sharing of rooms 
with other courses for the first time but they were not to know that. The tutors 
were slightly confused too and this made me look at leadership theory in helping 
my frontline tutor team to give the students an air of confidence about the course. 

 To middle managers he (the manager) must delegate responsibility for 
analysing problems, managing resources and most importantly, 
supporting the needs of frontline employees. (in this case the tutors). They 
will multiply their happy satisfied customers and, thereby, secure an 
important competitive advantage.     
By reapportioning responsibility in this way, companies can maximise their 
“moments of truth.” (6) 
From  Moments of Truth by Jan Carlzon 
 

The tutors in this new room situation in 2012 were not able to give the students 
an air of confidence about the organisation, yet they were key people in the view 
of the students in this case customers. 
  
2. ACCESSIBILITY: A second cause was the absence of a physical notice board 
and a reliance on the VLE. We were not allowed to have notices put up. The lack 
of mobile signal caused the Google timetable not to be available on mobile media 
within the GD space (although you could go outside the premises to get a signal 
and then come back in).  



M3.01 Work based Assignment  

Page 12 of 24 
Centre: People Development Team R23788 

© The People Development Team 2007 

In education theory it has been noted that over reliance on computers may not be 
a good thing as evidenced in pedagogic theory: 

The apparent ubiquity of computers may be leading institutions towards an 
assumption that ‘putting things on the web’ is sufficient by way of 
communicating with students. While this might be true in the vast majority 
of cases, the evidence from this survey, from the US and from Australia (*) 
suggests that it has yet to reach universality. Those who find difficulty in 
accessing electronic resources and communications are likely to be 
amongst the most disadvantaged of the student cohort. (7)  
From The first-year experience of higher education in the UK by Mantz 
Yorke and Bernard Longden (2007) *See, in respect of the US, Saenz and 
Barrera (2007) and, in respect of Australia, Nelson et al. (2005). 
 
 

3. TRANSITION TO HE: The transition to higher education has been studied as 
an important year and this sense of belonging is something that interests me. 
The evidence below in Appendix 3 shows the number of students who chose to 
attend three different annual events that were not assessed but instead an 
independent part of the personal development part of the BA course, aimed at 
building community and about thinking like a HE student who is a partner in the 
university experience, not just a passive receptor. 
 
APPENDIX 3: Number of students attending optional annual non-
compulsory events. 
Optional 
Photo event 

Students in 
Attendance 

Full 
cohort 

Instructions given 
via Email and VLE 
plus any other 

Venue 

2009 155 172  GD photo studio 
2010 140 160  GD photo studio 
2011 120 157 New designed timetable GD photo studio 
2012* 16 148 New designed timetable Kings Cross shared 

studio 
 
Optional 
‘Zine’ event 

Students in 
Attendance 

Full 
cohort 

Instructions given 
via Email and VLE 
plus 

Venue 

2009 50 172  GD photo studio 
2010 42 160  GD photo studio 
2011 31 157 New designed timetable GD photo studio 
2012* 7 148 New designed timetable Kings Cross open 

bridge space 
 
Optional 
coding 
workshops 

Students in 
Attendance 

Full 
cohort 

Instructions given 
via Email and VLE 
plus 

Venue 
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2009 n/a n/a  n/a 
2010 42 160  GD computer room 
2011 31 157 New designed timetable GD computer room 
2012* 90 148 New designed timetable 

& reminders via email 
Kings Cross digital 
media workshop 

* In this year the college moved premises to a new building.  
 
 
Conclusions Based on the Evidence 
1) The evidence shows that fewer students attended two non-compulsory events 
(photo pin-up show and fanzine sale) in 2012 than in 2011 and 2010 as shown in 
Appendix 3. However in the case of the coding workshop (a key skills workshop) 
there was a rise in attendance.  
 
ROOT CAUSES Communication was not clear.  
Students engaged with some non-compulsory events but not others. The 
evidence as shows that reminders by email appeared to help. When the 
timetable was redesigned in 2011, the new one appeared to have a diminishing 
effect on the numbers but not on the coding workshop. 
FIRST CONCLUSION is that there are a number of factors that are at the cause 
and it cannot all be blamed on the new premises but on the more on the 
communication of the increasingly complex timetable. 
 
ROOT CAUSE: There was a lack of an effective up to date backup system 
for when the digital systems can’t be accessed.  
This was compounded by no mobile phone signal in 2012 in the new premises.  
More rooms were being used that were new to staff as well as students. These 
rooms were a brand new environment; see appendix 2 and they were not easy to 
navigate during the first two terms of the move - the building was not really 
completed, and signs were not up. The students with learning disorders found 
that this environment confused them and caused anxiety. It was those students 
who made comments in the feedback tutorials, see appendix 1.   
SECOND CONCLUSION: An overreliance on digital communication may in fact 
be itself causing difficulties for staff and students. The transition to the new 
building had a great impact on numbers in non-compulsory classes in 2012 and 
contributed to the student’s feedback comments. 
 

Therefore the key causes to be addressed are 
CAUSE 1 Non-compulsory events need to be emphasised as having 
importance within the HE experience.  
CAUSE 2 The timetable is reliant on digital systems on the VLE that are 
not available to the students in the location they need (college building).  
CAUSE 3 There is a lack of clarity in the communication of the timetable 
and in the instructions given to students with different learning abilities. 



M3.01 Work based Assignment  

Page 14 of 24 
Centre: People Development Team R23788 

© The People Development Team 2007 

 
Resolution of the Problem 
Criteria for an Effective Solution 
By implementing a solution to this problem I hope to achieve the following 
• Attendance of non-compulsory events to return to 2009 and 2010 levels by 
June 2013. 
• A significant reduction in complaints in feedback tutorials by March 2013 
• More clarity in the schedule, i.e. A digital timetable that contains live updates 
that is clear and simple by October 2012, plus a paper timetable that is 
accessible when the digital one is unavailable aimed specifically at helping 
students with learning disorders. 
 
My solution must ensure that the following needs are met: 
• 90% of classes to start on time in 2012/13 
• Students with learning disorders should not be disadvantaged by our complex 
system and should be supported 
• Dyslexic staff need to be supported by admin staff or by their managers 
• Non-compulsory events are better attended 
 
The solution would be enhanced if it also achieved the following: 
• The timetable could give students a sense of reassurance that everything was 
well organised and could reduce anxiety about the transition to HE 
• My leadership role improved so that I could support stakeholders as they took 
ownership of their own roles in creating the timetable.  
 
Generating alternative options 
CAUSE 1 
OPTION 1 We need to investigate the need on our course for non-compulsory 
events. And find out why they are not included in the regular timetable. The value 
of these different activities needs to be clarified.  
 
CAUSE 2  
OPTION 2 The solution is to redesign the paper version of the timetable and 
make it more clear perhaps involving users in the process. 
Additionally we need to reinstate the notice board so that there are a number of 
different places that a student can go for daily information when a student is lost. 
We could use simple tools such as a whiteboard to update class locations and 
times for when tutors make last minute changes. 
 
CAUSE 3:  
OPTION 3: Improvements to the digital delivery of the same timetable is planned. 
All students groups need to receive instructions via their phone and via paper 
timetable if they prefer it that way. Student volunteered were asked by UAL to 
participate in the working group during July 2012 on the new Moodle tool, which 
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will be adopted in 2013 as a new VLE. Students Su May Leong and Radek 
Husak agreed to participate. 
 
In order to generate options I first met with tutors after term finished in July. We 
reviewed the problem and came up with some ideas for the delivery of the digital 
timetable. One tutor wanted to take on the responsibility for organising the 
stakeholders. We discussed the fishbone diagram (attached earlier) and found 
that a useful starting point. Together we used some mind-mapping techniques to 
try and work out what to do next. We drew out a flip chart. 
 
Later I discussed the issue of study support in my PRA with my line manager and 
discussed ways to improve the course delivery for students and staff with 
learning disorders.  
 
I sat down with students in March after the tutorials and brainstormed about how 
to improve the timetable. In July I emailed 12 students asking them to further 
participate in the design of the new VLE and we are due to meet the working 
group in August during the holidays. This will follow on from the early 
brainstorming session and we can review our ideas into more of a workflow 
diagram. 
  
Potential Solutions to the Problem 
Option 1: Using the students to help with the redesign of the timetable. 
By engaging the students we can get to the root of how they engage with it and 
what they see as important. They can help to solve the problem of what happens 
without the mobile phone signal working and can redesign the paper timetable 
from the user point of view.  
 
Option 2: or Install a notice board 
Now we are settled into the space, this can be achieved over the summer break. 
The students will then have a default place to find out information. We can use a 
pin board to help student-to-student communication and this may provide a point 
of contact and start to create a ‘home’ space. 
 
Option 3: or Plan a review of the non-compulsory events 
During admin weeks in September, we can revaluate these events at a staff team 
meeting. We need to improve the communication of such events and make them 
more accessible and attractive to students. We need to work together as a team 
with clear leadership and good communication to and from the AL tutors. 
 
Evaluating the Solutions 
The pros and cons table (overleaf) was used to evaluate the options above. 
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Pros and Cons Table 
Option Pros Cons Resource implications 

 
 
 

1 
 
Timetable 
Redesign 
 

By engaging the students in a 
timetable redesign they will have 
ownership and offer insights. They 
will bring a fresh opinion.  

It could be a slow process (they are 
on holiday until October). They may 
not be able to agree. They are not 
experienced at drawing up timetables 
so will they be able to see the whole 
picture?  

They won’t be paid for their time 
(although we could reward them 
with print credits). If they volunteer 
they might not put enough time into 
the task or into meetings.  

 
 
 

2 
 
 
Notice 
board 

 
The notice board would be good 
when the digital system goes down. 
It works without a mobile phone 
signal. It is a work in progress and 
can be changed quickly. We can 
simply pin the timetable on the board 
and bypass digital issues. 

I need our Programme Lead 
administrator to organise this during 
the summer. There is a concern that 
no-one reads notice boards so 
students might not engage. Students 
would have to pay to travel in to sign 
up on the notice board. Out dated 
information might appear and cause 
confusion, as the ‘live’ Google 
timetable is the updated one. 

Need to buy/make a notice board. 
This will cost a few hundred pounds. 
We will have to book a building team 
to install it on the wall. Students 
would meet to create ideas for 
signage. Stakeholders will have to 
maintain it and take notices down as 
well as put them up.  

 
 
 

3 
 
Review of 
events 

Reviewing the non-compulsory 
events is due now that we have 
moved to new premises as part of 
the review of our teaching practices. 
It would help morale to see the new 
space as a fresh opportunity.  

Reviewing the non-compulsory events 
will take time. Staff may be stuck in 
their ways a little. This is a wider issue 
that involves 22 staff members. We 
rarely get to meet to reach 
consensus. 

The budget for teaching these 
events is not under my remit and so 
is out of my control. I would have to 
talk to the Course Director and the 
Programme Director. I anticipate this 
is a low priority. 
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Identifying the Most Effective Option  
Preferred Option 
My first thoughts were that Option 1 would be the best solution but then I decided to weigh up the desirables and the 
essential elements. I then used the weighting criteria exercise from the problem solving session. See Appendix 4. 
 
After that exercise Option 2 appears to reveal itself as the best solution. It is the most simple as it immediately solves the 
problem with the mobile phone signal. It offers a back up for dyslexic and ADHD students who like to see information in 
more than one place and see it clearly explained. 
 
Option 1 also has some value and could be perhaps incorporated into Option 1. E.g. students can help design and 
construct the notice board. Option 3 appears to be out of my control and therefore is not a viable solution. 
 
I would recommend Option 2 as this came out on top in the weighting exercise in Appendix 4.  It is a relatively simple 
practical solution. However I can use some of the ideas from Option 1 and get the students involved. This would make it 
inclusive, as they would become participants. The idea is also to place some seating by the notice boards to create a 
‘home area’ where hopefully new students will congregate and meet. The redesign in Option 1 is ongoing and will get 
done anyway as part of the new VLE redesign in August 2013 when UAL switches over to Moodle. Option 3 could be 
discussed as a long-term plan later on when we talk about budgets. 
 
Overcoming Potential Barriers  
I have ordered a small notice board and I could start with that in the interim while we wait for a ‘proper’ new notice board. 
In fact we could just use the wall, as it is plywood. Instead of waiting for materials I could start to use what we have.   
 
If students don’t want to travel in just to sign up for a non-compulsory events then we will have to provide an alternative. 
For instance, we could put up sign-up sheets on day when we know most students are in college anyway such as at the 
end of all year briefing or lectures, which happen weekly. 
 
I would have to make an effort to duplicate information on the VLE and the notice board. I can photograph signs on the 
notice board and upload to the VLE. As a team we would have to work to keep the VLE updated as the number one ‘live’ 
timetable and stress that the notice board has a slightly different purpose.  
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Managing the resources 
We could use scrap material to make the actual notice board. We have lots of discarded material around the typographic 
studio that could be sourced. It doesn’t have to be formal, as new students don’t want art school to feel corporate or sterile 
like a hospital. 
 
I think maintaining the notice board might take me less time than I spend now trying to sort people out by answering their 
queries by email. We now have our printers working (after 10 months) so I will be able to print notices to stick up on the 
board. I would set aside time each week to maintain the notice board, in the way that I currently set aside time to maintain 
the digital notice board. 
 
 

Implementing and Communicating the Solution 
Implementation Activities 
There are a number of steps to go through and a few costs involved. I would need the help of the administrators to get the 
materials in place.  
I would also set up a workshop morning and invite students to participate and get involved and make sure that one or two 
students where included who had learning disorders. (One of those interviewed in Appendix 1 is very good a hand drawn 
type so he could contribute to the signage.) 
I have listed the practical steps below in the chart. 
 
Steps to engage those affected 
Regarding the team involvement then I would offer tutors the use of the notice board for sharing events etc. We would use 
it from day one as a communication tool and for live updates and as a meeting point.  
 

1) I would first contact the study support tutors and address the issue of students being confused about where 
they are supposed to be. We could develop the mind map that we worked from earlier. 
 
From that exercise, the desired board would have sections as follows:  
Timetables, by term and year,  
Curriculum Information 
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Non-compulsory events 
Student-to-student messages. 

 
2) I would also draw up a code of conduct for colleagues, including “the purpose of the new notice board”. 
3) During the student workshop the students would generate ideas for what kind of information they would like to see on 
the board in the student-to-student section. 
 
Communicating the change 
Having checked this idea with my line manager, I would email Stage 1 tutors all in advance to let them know that this will 
be an extra facility to use from September. I would plan to meet with tutors and students from Stage 2 and let them know 
that we have brought this into practice based on their feedback in 2011/12. 
We would emphasise that this is a tool to be used in conjunction with the digital VLE; it does not replace it. 
 
On the following page is an ACTION PLAN outlining how I would implement the recommendations outlined above: 

Action plan:  
Action Date to be completed 

by 
Person responsible Resource 

Inform PLA that I intend to 
create a central notice board 

June 2012 Done Self  

Order a temporary board  June 2012 Done Administrator (Lucy) Stationery 
Ask typography tutor for any 
scrap materials 

May 2012 Done Self Scrap 

Order any other materials 
from stationery store 

August 11th Self Stationery 

Ask students to contribute 
ideas 

June Done Self Tea and biscuits 

Arrange to install board August 11th Administrator Building services team 
Arrange for students to meet 
to design signage 

August 11th Study support tutors  
Self 

None 

Board to be installed September Administrator (Lucy) Building services team 
Meet students in workshop September Self Workshop materials 



M3.01 Work based Assignment  
 

Page 20 of 24 
Centre: People Development Team 

© The People Development Team 2007 

Invite staff to participate September admin weeks Stakeholders  
Students arrive  October 1st 2012 Study support tutors  
Evaluate the effectiveness December 2012 Stakeholders  
Prepare for Units 3&4 January 2013 Study support tutors Questionnaires/Feedback 

forms 
Evaluate the result  March 2013 Study support tutors Meet with tutors 
Collect student feedback  June 2013 Study support tutors Questionnaires/Feedback 

forms 
Review for future July 2013 Study support tutors Meeting  
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Monitoring and Evaluation 
[Describe how the project will be monitored and reviewed and how you will use 
factual evidence to measure progress.  
 
Collecting feedback  
The project will be reviewed by listening to the feedback from student reps during 
the next academic year. We will be able to compare their comments with those from 
this year. Their comments will be recorded in the minutes of Course Committee 
meetings. During tutorial sessions we will include a question on the tutorial feedback 
forms that asks about the communication of the timetable.  
 
Collecting data The figures used in Appendix 3 regarding non-compulsory events 
will also be collected and compared. If there is no improvement then we will have to 
review the use of the notice board. 
 
Regarding students and staff with learning difficulties, I would collaborate with the 
study support tutors. We would also make a note of how many students signed up 
for non-compulsory events. I would feel it had been effective if we noted that 
dyslexics and ADHD sufferers were using the board and the VLE in conjunction and 
that their attendance was good. 
 
I would also engage students during the year to comment on the board and to 
contribute to the new VLE on Moodle. Once it goes live in 2013 we will review the 
effectiveness of the physical board. Perhaps we can learn from this project what 
works and take that into the new VLE project. 
 
In summary, I can see that the problem I have chosen has different parts that 
overlap. The process of analysing each one and weighting options against each 
other has helped me to see with more clarity that the timetable itself is not the 
problem. The exercise has been a very valuable one, which I will continue to work 
on beyond this management course. The whole exercise and the tools within it have 
been very useful indeed.  

Appendices 
APPENDIX 1 RESPONSES FROM FEEDBACK AND QUESTIONNAIRES 

 
 
APPENDIX 1 
Extracts from Feedback comments from Group A during April 2012 group tutorials. 
These tutorials contained a written feedback element that students prepared before the 
tutorials 
 
“I didn’t understand that I was only supposed to choose one class so I signed up for two.” 
James Chester (dyslexic) 
 
I didn’t look at the timetable on the computer, I just asked friends. They told me where to go. I 
chose two classes by mistake. Jordan Streete (dyslexic)  
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The timetable is confusing because of the lines of type. Unit 3 should be all together.  By Su 
May  
 
I didn’t have a problem knowing where to go but I know some who did. 
Jetmire Dvorani (Widening Participation student). 
 
I go on Blackboard, [the VLE], but I don’t see where I am supposed to be. I don’t use it. I just 
come in to find you but you were not at your desk so I went home. 
Alex Kamara (dyslexic) 
 
FEEDBACK from tutors collected during an end of term review meeting in July. 
I had to sit down Tom and Alex and show them how to log into our VLE and how to find the 
timetable on Google and how to find the sign-up sheets. They were afraid to ask. This was an 
indicator to me that they needed to go and get a dyslexia screening.  (Tutor Ruth Sykes 
Study Support) 
 
The timetable looks fine to me but the students without access to Internet at home are having 
difficulty finding where to look. They can’t find their own feedback. I had to show them where 
to go on the VLE to find it. They don’t seem to be able to find information on the VLE past the 
first page. So they could not find the timetable showing all the options for Unit 3 & 4, blocks 1 
to 7.  
(Emily Wood Study Support tutor) 
 
I found that just logging on at college every day was a problem without the phone signal. I 
couldn’t sign in to the new computer staff log in either. I could not print either. The new 
building is really hard for me to work in. (Yann Jones Advertising tutor also dyslexia) 

 
APPENDIX 2 Number of rooms a new student needed to find during their first 
year at University, between years 2000-2012 
Before the move 
2000 – 2011 
Southampton Row 

3 studios  
3 seminar rooms  
8 workshops 

Total = 14 different 
teaching spaces 

After the move 
2011-2012 
King Cross and  
Archway buildings 

6 studios  
12 seminar rooms  
12 workshops  

Total = 30 different 
teaching spaces 

 
APPENDIX 3: Number of students attending optional annual non-compulsory 
events. 
Optional 
Photo event 

Students in 
Attendance 

Full 
cohort 

Instructions given 
via Email and VLE 
plus any other 

Venue 

2009 155 172  GD photo studio 

2010 140 160  GD photo studio 

2011 120 157 New designed timetable GD photo studio 

2012* 16 148 New designed timetable Kings Cross shared 
studio 

 
Optional 
‘Zine’ event 

Students in 
Attendance 

Full 
cohort 

Instructions given 
via Email and VLE 
plus 

Venue 
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2009 50 172  GD photo studio 

2010 42 160  GD photo studio 

2011 31 157 New designed timetable GD photo studio 

2012* 7 148 New designed timetable Kings Cross open 
bridge space 

 
Optional 
coding 
workshops 

Students in 
Attendance 

Full 
cohort 

Instructions given 
via Email and VLE 
plus 

Venue 

2009 n/a n/a  n/a 
2010 42 160  GD computer room 

2011 31 157  GD computer room 

2012* 90 148 Reminders via email Kings Cross digital 
media workshop 

* In this year the college moved premises to a new building 
 
 

Appendix 5 
Criteria weighting 

Needed 
Attendance 
of non-
compulsory 
events to 
return to 
2009 and 
2010 levels 
by June 
2013. 
10/10 

Needed 
50% cut in 
complaints 
in 
feedback 
at tutorials 
in future 
by March 
2013 
6/10 

Needed  
A paper 
timetable 
accessible 
when 
digital is 
unavailable 
by October 
2012 For 
students 
with LDD. 
8/10 

Wanted 
Reassurance 
for students 
4/10 

Wanted 
Better 
Leadership 
3/10 

Total 

Option 1 
Timetable redesign 

6 8 10 8 3 229 
Option 2 
Notice board 

10 7 6 10 4 242 
Option 2 
Notice 
Option3Reviewofevents 

5 4 10 2 5 177 
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