The Student Journey:
Mapping the links between
student support services
and academic departments

Kerry Summerfield
Student Mental Health Project Officer
Staffordshire University
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Start to Success Project

A whole community approach to supporting student transitions into, through and
beyond university

A 2 year project led by Keele and Staffordshire University working in partnership across the
region to support the mental health and wellbeing of HE & FE students

3 areas of focus:

* Student transitions

e Early interventions

e Step change in support through partnership working with the NHS
www.starttosuccess.co.uk
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http://www.starttosuccess.co.uk/

Key mental health outcomes:
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A whole community approach: the
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Project Officer — Progression and Success

Improve outcomes for students, particularly those who are identified
as high risk, increase engagement with services and develop
Interventions that will provide tailored support for students

Map the student journey from application to HE through to
completion, encompassing different types of learners

|dentify pressure points throughout the academic year where
students are vulnerable to withdrawal and mental health issues

Develop interventions to support students who take a Break In
Studies to continue 1
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The main campus is based in Stoke-on-Trent

o 28% of students are drawn from the local area

e 13" most deprived Local Authority in England (2019 Indices of Multiple Deprivation)

* Over half of areas are classed as among the 20% most deprived in the UK

e One third of areas are in the 10% most deprived areas

* More than 2/3 of children live in poverty in some areas of the city

* Lower life expectancy

* Lower than average educational attainment, qualifications and income

« Higher unemployment and homelessness

o 28% of students are local — 25% from POLAR4 Quintile 1

 The wider area of Staffordshire is far less deprived, but pockets of deprivation
exist start to &
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Student demographics — Staffordshire University

55%
53%
46%
28%
20%

18%
15%
1%

Commuting

Mature

From lowest participation neighbourhoods
From the local area

From 20% of areas classified in the Index of
Multiple Deprivation

BAME

Have disclosed a disability

Care leavers
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Characteristics of students

We looked at the needs of different types of students to develop bespoke interventions:

Mature

Home

Commuting

BAME

LGBT+

Students with a disability

Care Leavers/Estranged students
International

Postgraduate
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Student Journey Maps

. Map for each Semester of the student journey overall,
Initially created using Visio

. International Students
. Postgraduate Students
. Break in Studies process
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The maps

Maps have been created for each Semester. This is an
example of the September — December map

Pressure point:

Students may experience
homesickness, it may be the first
Lirne: they have lived away from
home and support networks
Vulnerable:

All students, mature students if
Iiving away from spouse and
children
Intervention
Social events
Social and Communication Group
for students with ASD, anxiety who
struggle with socialising and
relationships
Infermation on accommedation
zuitable for parents and children,
wellbeing activitiesiworkshops,
timetahling in blocks o allow
weekend travel

Transition into University and into the second

mental health and retention
Intervention:
Retention register
opportunities to disclose throughout the year
Ensure that students are not ‘medicalised’ too
early offer nlerventions such as a chal,
workshops and sell-help resources
Transfer medical records in the case of an
existing mental health condrtion

Pressure point;
Lifeskills
Shapping, cooking, budgeting,
laundry ete.
Interventions:
Warkshops, information, recipes
cook & eat, mentoring, local
information on where to shop

'vear are particuiar presssure points for student

Conditional

Application

Student Finance
application made

Interview/
offer made

Unconditional

Accommodation
allocated (if
applicable)

Student Journey
Sept - Dec

Pressure point:
Students aged 25 and over, those aged 21-25 tend to
identify with younger groups
Interventions

Targeted induction event for mature sludents and parents

with childcare and baby facilies
Matura Studenis’ Advisor as a source of information and
signposting
Talkslvideos'case studies on the perspective of the
mature student

Pressure point.
linance
Waiting for student loan to be
approved # delayed
Awaiting first payment
Ensuring entitiement to loans/
grants/bursaries
Interventions: Support to deal with
Student Finance England for
vulnersble students
Student hardship fund

¢

Here is an excerpt from the map,
showing the process, pressure
points and interventions at each
stage of the student journey
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Pressure points and interventions

« Inthe 3 Semester maps, we identified pressure points which would apply
to students overall at each stage of the journey:

« Transition into University

 Living independently of family and friends network
- Finances/budgeting

« Accommodation

« Making friends/isolation/loneliness

« Academic support

start to @
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International students

The journey for international students encompasses more complex changes which
can also be mapped to enable easy identification of pressure points and suggested

interventions

Fressure ot
Anwiety and excitement about moving 1o a new counlry
Interventions:
Pre-arrival webinars on visas and culture
Contact with peers prior Lo moving. Facebook page for each country
A representative or alumni in the country who can give information
Practical infarmation about food, finances and accommodation
Payment of fees, information on health and welfare, Student Services, meel and greet, armval at airport,
accommodation, details of the registration and immigration processes, how to open a Bank account, safety and security
Details of any financial assistance/Scholarships
Make information available in other languages
The student profile of courses
Get feedback from international students on the information provided
Signposting to sources of information eg, ICKISA
Sport. lesure and laith-based sevices
Virtual lgarming environment pre-amival videos
Providing information about the NHS and health services and how they work in the UK
Video or interactive onling case studies of students who have moved 10 the UK for study
Adwice on local transport methods and discounts
and places of interest

Rash Hast

Pressure point:
Moving into accommodation
Interventions
A mix of international and nonanternational students
Key messages aboul wellbeing communmicated in languages and culturally appropnate within résidences
Opportunities 1o cook and eal together in residences
Appropriate accommodation for parents or students with disabilities

(Sep/Oct)

Acceptance onto
chosen course

Pre-ammval
information

Arrival in the
UK

AT International

ressure point: i

Culture shock - language, food, wealher, Students JOUTI‘IB}
educational system, behaviour, map

unfamiliarity, initially jet lag
Interventions
Meet and Greet at airport
Welcome reception
Helio Project - peer mentors/buddies

Pressure point;
Understanding expectations in teaching/learning
Interventions
Clear informalion aboul leaching and learming methods, assessment
crilena, acadenic proce whal type of feedback on ass
will be given and when, academic Support, learning faciities
Any changes in the course are communicated effectively
Cultural training for academic and support starf
‘Workshops on Library facilities, referencing, essay witing,, plagiarism
Complaints and appeals proce
Grading and classification systems
What academic support is available
English Language support and training
Inclusive teaching and leaming
Support for students whose first language is not English
Is this taken into account when work is graded?
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International Students

This student journey map has been used to support the planning of
the Are you OK campaign, designed to help students look after
their wellbeing whilst at Staffordshire University

It includes self-care — taking time for yourself to do the things you
enjoy, sleeping properly, healthy eating, exercise

- Deliberately avoids the use of the words ‘mental health’ — aims to
address the needs of students from cultures which stigmatise
mental health or do not acknowledge it as an issue

The map enabled easy identification of the pressure points and
challenges for international students using a visual representation
of the student journey

ARE start to @
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Postgraduate students

supervisor

Initial meeting with

Pressure point
The initiall'settling in”
pernod
Intervention
A named contact ror
advice. information and
SIENPOSNg

Mentor/buddy system
Establishing good
relationships with key
slafll, emcouraging open
and informal
communication

Pressure point
Figldwork could be
national/international away
from Supervisor and from
Tamily. The need o be alle
to study int ationally
Interventions
Clear communication
procedures
Having the support of an
onling community of
mentors

Pressure point:

Imposter syndrome/questioning the value of
resaarch. The need to come up with new and
original ideas
Interventions
Building resilience
Recognising and acknowledging
Sell—esteem
Support of peer mentors
Good relationship with Supervisor
Opportunities to share research with School and
uGs
Imposter synarome workshop
I on to self on workshop
Become your own coach workshop

Pressure point:

Unaerstanding that academics will challenge your research

Interventions

Building resilience aclivities
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Postgraduate students

» Currently working on a range of interventions using the mapping as a guide to
pressure points and challenges:

- Transition Handbook

- PhD myths and challenging unhelpful PhD culture
- Things | wish | knew before starting

- A Day in the Life of a PhD/Masters Student

- Imposter syndrome

- Conflicts of identity between PhD students/staff

- Resources for specific groups of students — part-time, self-funded, parents, :
start to @
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Break in Studies

Exploring a holistic approach to the delivery of support for students who take a break
in studies due to mental health and wellbeing issues

Only 50% of students return after taking a Break in Studies

The aim is to ensure continuity of support and a more personalised and personable
approach to care and support at these difficult points of transition

Survey carried out in June/July 2020 to students who are currently taking a break or
who have previously taken one

start to @

SUCCGCSS



o Break in Studies

Findings

The top 3 reasons for taking a break in studies were:
* Wellbeing

* Health (physical)

* Personal

Most students took their break in the first year or second year of University, with much
lower numbers in their final year or postgraduate

74% of students said they found arranging the break in studies extremely, moderately
or slightly easy
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Break in Studies

Findings

Just under half the students said they received no communication from the
University during their break

Of those who did receive communication, the most popular method was email
(sometimes automated)

A smaller number of students had telephone contact or meetings with their Personal
Tutor

The highest sense of engagement was with students who had some form of contact,
particularly telephone/meetings rather than emails

For most students, engagement with their Personal Tutor before, during and after
the Break in Studies process was a main source of support start to @
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Break in Studies

Recommendations

- Clearer information needed — handbook on Break in Studies and the
option of part-time study if appropriate

- A consistent approach across the University — some students were
getting significant support, others were getting no support

- Communication and engagement at regular agreed times throughout
the break (depending on the student’s wishes)

- A personalised plan to help each student integrate back into
University, with holistic support from academic/student support

services and targeted workshops start to @
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Next steps
LGBT+ students Commuting students
BAME students Students with a disability

Mature students

Using findings from the Alterline Wellbeing Survey, and discussions with Students’ Union group
networks, focus groups and interviews

| will be looking in detail at the needs of the above groups of students, and developing maps
with specific and targeted interventions to support their progression and success

Some preliminary work has already been done — for example, a survey carried out by the
LGBT+ Network Lead last year identified that 72% of students from that group experienced
social isolation/loneliness

Currently researching the experience of BAME students, and particularly black students,
working with members of staff and the student community at Staffordshire and Keele with the
aim of delivering interventions to promote a sense of community and belonging

Working closely with the Disability Team at Staffordshire to support the Quiet Transition event
with presentations on Supporting your Wellbeing and Supporting your Learning for
students with ASD



Conclusion

Mapping the student journey can support campaigns and
strengthen collaborative working between academics and student
support services by identifying in detail the challenges faced by
students throughout the University experience

Specific barriers and challenges relating to under-represented
groups can be mapped to enable tailored interventions which
support progress at each stage

Mapping a process such as Break in Studies enables easy
Identification of options and pathways to support student success
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For further information please contact:
Kerry Summerfield 01782 294174

Thank you

®
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