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CASE STUDY

Making university students’
daily lives easier

UX Research & Design




With over 14,000 students, ISCTE is one of the largest public

universities in Portugal. It aimed to create a mobile app that

would improve students’ daily experience, as well as enhance

communication and engagement between students and the

university - and vice versa.




Goal

Challenge

Result

V/4

Our goal was to understand which features would be most useful for
students and, from there, create a mobile app that integrated those
elements - making it an essential and practical tool for students’

everyday lives.

Knowing there was already a widely used education platform (Fénix)
through which students access their academic information, the new app
should not be a substitute for that platform, but an rather an extension of

it.

A tool more focused on useful day-to-day information on campus, aimed
at addressing some of the communication challenges between ISCTE

and its students.

Research conducted with students and other members of the academic
community enabled the creation of a solid design and an app that

incorporates the key features students were looking for.



Project Timeline

MARCH APRIL MAY JUNE JULY AUGUST
Competitive Interviews Insights  Screenflow  Hi-fidelity prototype Usability Design Delivery
- testing adjustments
analysis
Diary Client Features
study data list
DISCOVER ANALYSE DEFINE DESIGN VALIDATE FINAL DESIGN



Design Process

m DISCOVER

Competitive analysis
Exploratory interviews

Diary study

m ANALYSE

Research insights

Client documents

DEFINE

Screenflow

Features

V/4

m DESIGN

Hi-fidelity prototype

m VALIDATE

Usability testing

m FINAL DESIGN

Adjusted wireframes

Interaction specifications



Discover




Competitive Analysis

A competitive analysis consists of evalutating similar products or services to

identify best practices, gaps, and opportunities for differentiation.

This process allows us to understand how competitors solve usability problems,
what features they offer and what design strategies they use, helping to inform

decisions and improve the user experience within our own product.

V/4




We analysed several apps from Portuguese, American and

European Universities, focusing on design trends, key features,
and pros and cons.

* % X % * % %
ier = 11:21 PM ) b \o) . 2§
l [ UNIVERSITEIT VAN AMSTERDAM l
x

MENSAGENS

Logged in as Eugenie TeststudentICTSM.
5 Log out

AVISOS5

First-Year Student

IVERSIDADE

PORTUGUESA

LISBOA

HONORING THE

) HARVARD
|‘|= Mathematics 1 for Economics
Utilizader Genérice Dacente - DSI i .

Today 10:00 - 12:00
SERVICO

Glans = 2020

EVENTOS HORARIO ESTACIONAMIENTO FAST NEWS

* m & a

BIBLIOTECA

Livestream

= [% ﬁﬁﬂwﬁ

Shuttle

tocations” |\ T Q
i) | :

Canvas

PESQUISA DE SALAs  EMERGENCIA

0O @

© MEU PERFIL

REDES SOCIAIS CONTACTE-NOS

DEFINICOES

8

Academics Course Search



|

V/4

&

N Exploratory Interviews

This is a qualitative technique used in UX Research to
understand users’ motivations, behaviours, and needs early in

the design process.

Conducted openly and without a rigid script, they allow us to
discover deep insights about the context of use, challenges,
and expectations, and are especially useful for identifying

opportunities and defining directions for user-centric solutions.

Tools

Z00Mm



Interview 1

Student representing the
Qé Students’ Union

Goal: understand the difficulties/challenges
students face in their daily lives on campus and in

their relationship with the university

Main conclusions

Students don't know which service to contact and

end up sending e-mails to multiple addresses
Difficulties finding their way around campus
Students are not informed of classroom changes
Menus are published on social media

Students don’t know what sports they can practice

Interview 2

,x‘ 4 members of the
Academic Services staff

Goal: understand the main difficulties in

communicating with students and how the new

app could improve this communication

Difficulties in conveying information because the
institutional e-mail is not used by some of the

students, who also do not read Fénix homepage

Fénix platform for accessing academic information
and the app as an extension of Fénix with more

useful information for daily campus life

Make the app a necessity in the onboarding

process
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Diary Study

This longitudinal research method is used to gather data on user behaviour,
activities, and experiences over a longer period of time, which can range from a

few days to a month or more.

Participants are asked to write specific information about the activities being

studied in a journal, which can be physical or digital.

Tools

Google Sheets

1




5 ISCTE students

&

999| Duration 14 days

Q Online filling

Every day, participants had a question on a

different topic to answer, which should take

an average of 10 minutes per day.

The goal was to understand the students’
experience in their daily lives on campus and

in their relationship with the university.

Therefore, the topics focused on: school
calendar and schedule, room reservation,
students office, library, monthly fees,
curricular information, notifications, school

map, contacts and menus.

BlaXx

Nova App Mével ISCTE

iIscte == xperienx

Diario - Experiéncia Universitaria

Ajuda-nos a perceber como podemos melhorar a tua experiéncia online com a
universidade.

Todos os dias, terds perguntas sobre um tema diferente ao qual pedimos que, ao
responder, penses como era a tua experiéncia com a universidade antes da pandemia.

0O didrio devera tomar-te em média 10 minutos por dia.

Alguma questao por favor envia-nos mensagem para o contacto disponibilizado de
Whatsapp:
Obrigada

* Indica uma pergunta obrigatdria

Quem és? *

Indica-nos que participante és para que possamos agregar as tuas respostas.

A sua resposta

Que dia é hoje? *

Selecionar -

Costumas consultar o teu calendério escolar? Se sim, onde? *

A ciia racnacts

V/4
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Difficulty finding their way around campus

Students prefer to use the study room or book a private room in the

library for group work. They have questions about how to book a room

There is a preference for in-person service at the Academic Offices, but
the ticketing system doesn't always work properly, and wait times can be

long

Students consult course materials provided by teachers on Fénix,

Blackboard, or e-mail

The fact that there are several ways for students to be informed of a
change of classroom means that they sometimes do not notice this

change

13
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V/4

In addition to the data collected by Xperienz in the Discovery stage, the

analysis also included:

e List of requirements provided by the Information Systems Development
Office, based on research work carried out with the ISCTE community in

previous years;

e Main features consulted by students on the existing education management

platform.




03
Define




Navegagcio Principal - Barra inferior

| /7
: l
'

Inicio T

Préxima aula Aulas
Login Préximos eventos Sessbes Exames/ Férias
Touch ID
Email + Pass Noatificagdes Curso Eventos
Ementa disponivel na Entregas Trabalhos
hora de refeigcio
Consulta de Senhas Linkar calendario

Detailed analysis of the research insights allowed

Researchers and Designers to define:
e App's screenflow;

e Features list.

Navegagao Secundiria - Barra topo

Estrutura Arvore Pesquisar salas

Localizagéo servigos

17
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O teu dia A8 .
SERVICOS ACADEMICOS / /

Ver tudo

abilidade de Gestao | %
5 -, iscte

° ML
Wireframes IR p—

AB85 - Balcao 02 iscte

11:00 Escrita.de Relatérios Técnicos
Calendario

High-fidelity prototypes that

closely resemble the final design.

Servicos Académicos

Setembro, 2021

Préximos Eventos Ver tudo
Q

2

9

Tesouraria

16

23

A

iscte
30

< Introducao as Financas

Entrega do trabalho A

sl LD PE iscte
4 ECTS 2/ 3 aulas

< Propina Novembro

ey 3 . Contactar
Simao Faria Rodrigues MITE
21/11/2021 Contabilidade de Gestao |

Sexta,

Materiais Bibliografia Referéncia Multibanco

1234 A
iscte

Préximas Entregas REFERENCIA 123 456 789
Trabalho B Quinta, 07/10/2021 VARGR 250,80¢€ Calendario Opgoes

Introdugao as Finangas

Setembro, 2021

da avallagao

Avaliacoes

Trabalho A
25% da avaliagao e
B A — Para fazer um pagamento por Referéncia

BANC:

Instrugoes para Pagamento
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Usability Tests

Usability testing is an integral part of our iterative design
process. All information is analysed and converted into
redesign recommendations for the next iteration. The main
goal is to ensure an effective, efficient, and enjoyable user

experience.

U 9 ISCTE students

00

Q Remote testing

Goal: prototype exploration

V/4

Tools

Z00Mm
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What did we discover? V/4

4 t ..
IScte P Relevant sections
ULTIMA SENHA . . . (e .
ABE ) Immediate identification
SERVICOS ACADEMICOS of room Change
Horario Ver tudo S , . .
Aniisai T Avisos’ (Notices) have higher

: Contabilidade de Gestéo | ; .. D4 ’

e dlck DE AT B0t T, | priority than ‘Préximos Eventos
Mudanga de horario temporaria ' (Upcoming Events), so the order

: Introducao as Financas .

OO0 i Anoza : INTRODUCAO AS FINANCAS should be reversed

Deadline do Trabalho B extendida

11:00 Escrita de Relatérios Técnicos
. p
SALA E48 ESCRITA DE RELATORIOS TECNICOS

Datas de exames publicadas

Préximos Eventos Ver tudo The events being the second thing

Ementa Ver Menu > that appears doesn’t make much sense

CantinaAE Almage because it's not that relevant.

sorA Creme de cenoura

TERCA, SEXTA, CARNE Alméndegas com esparguete ! !
PEIXE Risséis de camarao com arroz de

tomate

The classes and the room where they
VEG Hamburguer de quinoa com arroz

de legumes will be taught are important because
o there's always some uncertainty about
Refettorie Aimese where the class will be. This makes
a 5 EM T o things simpler.
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< Maus-tratos na infancia e J...

V/4

~ ®
Iscte 4
TERCA, 21 SETEMBRO 2021 - 16H WEBINAR
Maus-tratos na infancia e Calendario Cpgoms:
juventude: O sistema somos
. < Setembro, 2021 >
todos noés
Adicionar ao calendario > + EVent reg|Stratlon - elther N ’ ! ° ¢ ’ ’
di v i h 1 2 3 4 5
Lorem ipsum dolor sit amet, consectetur adipiscing Irect ymn the app' or
elit. Nune diam felis, luctus a efficitur id, tristique at . . . . 6 7 8 9 10 11 12
lectus. Phasellus placerat augue a scelerisque Wlth a regIStratlon ||nk
placerat. Aliquam et dui eu elit tempus sollicitudin. 13 14 16 17 18 19
Phasellus non orci lorem. In sagittis id mi a dictum. + s H
In et rutrum risus. Etiam efficitur ullamcorper purus, N Otlﬂcatl on Of 20 21 22 23 24 25 26
at venenatis erat mollis ut. Aliquam eu lectus a roaChin event date
pellentesque, blandit nulla porttitor, pulvinar felis. pp 9 27 28 29 30
Nunc vestibulum aliquet justo. Praesent fermentum
— MATEMATICA H hl ht d
+ | | exams an
.ﬁ' cAL!amo c@o ps.u\%mus En‘trega do trabalho A g g .
a53|gnments Ina
AULA 08:00 - 08:45 different colour
Contabilidade de Gestao |
MUDANGA DE SALA: A003
AULA 09:00 - 09:45
Introducao as Financas
, ! () ®©

The work submission should be in a
different colour, more highlighted.
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iscte 4

< Propina Novembro

DATA LIMITE PAGO A
Sexta, 21/11/2021 -

Referéncia Multibanco + Add the option to copy

ENTIDADE 1234
REFERENCIA 123 456 789
VALOR 250,80€

Referéncia valida até 16/09/2021 17:35
X Apos essa data é gerada uma nova referéncia de

the entity and reference

Opgcoes

pagamento,

e
I@ Keep both Instrug6es para Pagamento

Opti ons Para fazer um pagame.nFo.por Referéncia
MULTIBANCO basta dirigir-se a um
equipamento e selecionar:

Ver:

Horério

o Pagamentos e Outros Servigos
Exames e Entregas

o Pagamento de Servicos

Eventos . . L
o Introduzir a Entidade, Referéncia e
Montante

o) B ©
Despcl’to HOME CALENDARID cuRso PACAMENTOS

Ligar a calendario pessoal > ’ l

It's excellent because in Fénix

E] Associacao de Estudantes

Aplicar
it's super confusing, sometimes

we don’t know what we've

already paid.
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Final Design




Final Screens

Homepage

iscte

15 Setembro 2021

O teu dia

ULTIMA SENHA

HORARIO Ver tudo

Relevant changes

08:00 Contabilidade Financeira Il

Mudanca de Sala: OE2
for the day, such as 1
room changes, are Estatistica I
i 0900 0 >
highlighted
10:00 ?ﬁrzfgia Empresarial 5
NOTIFICACOES Ver tudo ¥
Biblioteca
Mudanca de horario temporaria %
Estratégia Empresarial
Datas de exames publicadas ?
Calculo Financeiro
b

Datas de exames publicadas

Homepage with
schedule, notifications,
upcoming events and
menu of the day

Queue management
for service tickets at
the Academic Services

and Treasury

PROXIMOS EVENTOS Ver tudo >

EXPOSIGAO

Nao me calo!
Cartazes artesanais
de protesto

Q Auditll

™ Quarta

CONFERENCIA ONLINE

Open Day |
Executive MBA

9 Online
M Sexta, 24 Set 2021

EMENTA Ver Menus »

CANTINA AE Almogo v

sopa Creme de cenoura
capne Almondegas com esparguete

PEIXE Rissois de camarao com arroz
de tomate

VEGET. Hamburguer de quinoa com

arroz de legumes

REFEITORIO Almogo v

sopa Creme de cenoura
capne Almondegas com esparguete

PEIXE Rissois de camardo com arroz
de tomate

VEGET. Hamburguer de quinoa com
arroz de legumes

@ EEE @ @

V/4

Senhas N
Faltam 3 senhas para a tua vez
Senhas

>

E a tua vez! Dirige-te ao balcao 03

26



Calendar

Two calendar views - monthly and 3-day -

with selection of what students want to see

and connection to personal calendar

Calendario Opcdes v

< Setembro, 2021 >

SEG TER QUA QuUI SEX SAB DOM

30 31 2 3 4 5

6 7 8 9 10 N 12

B 14 a ® 17 18 19
-

20 21 22 23 24 25 26

27 28 29 30 1 2 3

Entrega e apresentagdes Projeto A
Estratégia Empresarial

AULA 08:00 - 08:45

Contabilidade Financeira Il
Mudanca de Sala: OE2

AULA 09:00 - 09:45

Estatistica Il

Calendario

08

09

Setembro, 2021

SEGUNDA

13

Investimentos
Sala AOO1

Estratégia
Empresarial
Sala B024

TERGA

14

Entrega do
projeto 02

Calculo
Financeiro
Sala AO03

Financas de
Empresa
Sala B024

Opg¢des X

Ver:

® Horario

® Exames e Entregas

Eventos

® Associagcado de Estudantes

Opgdes Vv

QUARTA

(15 S

Entrega e
apresentagdes
Projeto A

Contabilidade
Financeira Il

Mudanca de
Sala: OE2

Estatistica Il
Sala B0O24

Estratégia
Empresarial
Sala E48

Desporto

0@ Ligar a calendario pessoal

X
Contabilidade Financeira Il >
Mudanga de Sala: OE2 08:00 - 08:45
Edificio | - Piso O Ver no mapa >

V/4
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Course //

< Curso

Contabilidade Financeira

AVALIACAO CREDITOS ASSIDUIDADE ASSIDUIDADE Attendance
14 valores 6 ECTS 148/150h  2/10h  e—— trol
. . = contro
Academic history
DOCENTES
. Ana Luisa Rodrigues
iscte (o arodngaes > . :
ana.luisa.rodrigues@iscte-iul.pt Teachers mformatlon
1
| S——
Margarida Santos Simé&o Lourengo 5 including contacts and
simao.lourenco@iscte-iul.pt b
LICENCIATURA N° ALUNO office
Finangas e Contabilidade 20212089
PASTAS
23% CREDITOS MEDIA
(o]
60 /180 ECTS 14,7 valores Q =y Centralised subJect
Bl R E) Materiais materials for download
5 Livros 4 ficheiros
1°ano Vv

Contabilidade Financeira AVALIAGAO PERIODICA

14 > . s
6 ECTS Teste intercalar individual 1%
G 20 do Marketi 30% da avaliagao
estdo do Marketin .
6 ECTS 9 6 > . Subject assessments
Teste final individual 1% .
sii = 70% da avaliagcao with grade
Informatica de Gestao B>
6 ECTS
AVALIACAO POR EXAME
Introducgao a Gestao % > Exame Final

6 ECTS - -
100% da avaliagéo

Matematica 17 >
6 ECTS ] 2000
) 888 Eq ®
oo HOME CALENDARIO MENU CURSO PAGAMENTOS
@ 88 &5 ®
M

HOME CALENDARIO ENU CURSO PAGAMENTOS



Payments

Tuition payment
control

Pagamentos

PROXIMA PROPINA
Sabado, 15 Jan 2022

PAGAMENTOS
2/8 Prestacdes

POR PAGAR
Propina Novembro
Data Limite: Sexta, 21 Nov 2021 250,80€ >
E A
xame 1395€ >

Data Limite: Sexta, 08 Out 2021

PAGO
Propina Outubro
K2
05 Set 2021
Propina Setembro ¢
[

05 Set 2021

— 000
©
ooo
HOME CALENDARIO MENU CURSO PAGAMENTOS

< Pagamentos
Propina Novembro

DATA LIMITE
Sexta, 21 Nov 2021

REFERENCIA MULTIBANCO Copiar
ENTIDADE 1234
REFERENCIA 123 456 789
VALOR 250,80€

Referéncia valida até 16 Set 2021 17:35.
Apos essa data é gerada uma nova referéncia
de pagamento.

INSTRUCOES PARA PAGAMENTO

Para fazer um pagamento por Referéncia
MULTIBANCO basta dirigir-se a um
equipamento e selecionar:

0 Pagamentos e Outros Servigos
Q Pagamentos de Servigos

e Introduzir a Entidade, Referéncia e
Montante

— 000
®
883 000

HOME CALENDARIO MENU CURSO PAGAMENTOS

V/4

Easy and direct access
to the reference

for payment at
Multibanco, with
option to copy directly
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Map

Search feature

<

Sala OE2
°
Av. Prof
\“L'
V‘f\eﬂ\\
&t
¢
2 o
Copitraje : o
% %
9 o &

[

Sala OE2

® Ocupada
Edificio | - Piso O

Campus map with current location

that makes way finding easier

(powered by iBeacons)

Q

Anibal B(‘(!e“couﬂ

® © o
()

o Leveld

X

Reservar »

08:00 - 08:45

<

Mapa

Reservar Sala OE2

08

09

10

n

12

13

14

15

Setembro, 2021

QUARTA QUINTA

15| 16

9:00 - 9:45 9:00 - 9:45
10:00 - 10:45 10:00 - 10:45
12:00 - 12:45
14:00 - 14:45 14:00 - 14:45

— ooo
ooo

HOME CALENDARIO MENU CURSO

Possibility to

book a room

SEXTA

17

11:00 - 11:45

12:00 - 12:45

®

PAGAMENTOS

V/4

Room reservation
notification displayed

on the homepage

Tens uma reserva para Sala OE2 das )
9:00 as 10:45

W, cCU Uld A84
Balcdo 01
HORARIO Ver tudo >

Contabilidade Financeira Il

08:00 Mudanca de Sala: OE2

30



Onboarding /7

Reading QR codes
located in relevant

Gamification of the campus exploration Spaces

process for new students

< Mapa
Ler cédigo QR X

Desafio completo!

iscte

15 Setembro 2021 Agora que ficaste a conhecer melhor o
campus, dirige-te até a Associagao de
Estudantes para receberes o teu

Welcome Kit.

ULTIMA SENHA

|
O teu dia A84 > _

Balcdo 01 Pesquisa por sala, servigo...

O

Av. Prof. Anibs! Bet!
Bem-vindo ao ISCTE - e
Com fome? Vai petiscar
Na pagina inicial podes ver as tuas préximas - " ao Agora Café
aulas, notificagdes, préximos eventos e a 2 P —
ementas disponiveis. Q '
Vai até ao mapa e comeca a explorar o ° (] .
campus! L
© ° EU- Collect reward after
Comecgar > Level 0
completing the challenge
HORARIO iscte Q
Contabilidade Finz : 2 A ler o cédigo QR...
X o ) | oL =
08:00 Mudanca de Sala: OE: esquisa por sala, servico Q <& 5% o |
2 ; % ®
] @ o Lewi)
E ®
oo0o  Estatistica Conhece o campus o/10 ® %
Sala B024 0 Vai até aos locais assinalados no mapa Agora Café Ler cédigo QR >
) 888 E a Faz o scan do cédigo QR no local Aberto 09:00 - 21:00

HOME CALENDARIO MENU cu L .
e Uma vez que estejam todos Edificio | - Piso O

terminados, vai até a AE para

receberes o teu Welcome Kit
X Sair do desafio 5 O I

screens

31



The rigor and professionalism with which Xperienz embraced the
project that led to the mobile app we now have at Iscte is clearly
reflected in the quality of its usability and the intuitive interfaces
our users now praise. The Iscte app is, without a doubt, richer
thanks to this partnership.

Antoénio Luis Lopes

Director of Information Systems Development Services

GETITON

. Google Play

# Download on the

& App Store

500+

downloads

32



About Xperienz

Xperienz is a pioneering UX consultancy in Portugal.

With over 20 years of experience in the market, we
specialise in research, information architecture, interaction
design, design sprints, service design, and conduct

usability and accessibility evaluations.

Find out more

www.xperienz.pt

Q@ Rua do Pdlo Norte, n°14, 2.1
1990-266 Lisboa, Portugal

Qe (+351) 211 310 999

RN info@xrd.pt
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