Understanding the Transfer Student Experience Using
Design Thinking

Abstract

Purpose

Discussion of a 2015-16 University of Washington Libraries project focused on understanding the needs
and challenges of transfer students on the Seattle campus and developing innovative ways to support
transferstudentsuccess.

Design/methodology/approach
The study employs design thinking methods, includinginterviews and rapid iterative prototyping and
feedback, to understand and emphasize the userexperience.

Findings

Transferstudents atthe Seattle campusidentify themselves as a unique group separate from other
undergraduates because of their prior experience, shortened timeline at the university, and theirneed
to balance academic, work, and family commitments. Because transfer students often have littletime to
learn aboutand effectively use campusresources, the authors found that working with campus partners
to enrich transfer-specificstudent orientations and events with educational and practical content was
the most effective means of supporting new students.

Research limitations

This pilot study was conducted overan 11-month period with a small number of participants, butthe
iterative nature of design thinking allowed the authors to gather new feedback from avariety of
students and staff at each phase.

Originality/value

This study showcases how design thinking methods can increase understanding of transfer studentand
otheruserneeds. The design thinking approach can also enable the rapid development of library and
campusservices, as well as outreach efforts, to meet userneeds.

Introduction

This article presentsadiscussion of a2015-16 University of Washington (UW) Libraries project focused
on transferstudents atthe UW Seattle campus. Ateam of librarians, graduate students, and staff
members employed design thinking methodology to explore challenges faced by transfe rstudents and
to identify waysinwhich UW Libraries might bettersupport this group of students. The authors will



highlight the benefits of design thinking as a method forunderstanding student needs and discuss the
results of this approach and subsequent actions takentoimprove the transfer student experience at the
UW Seattle campus. Overthe course of an 11-month project, the teamlearned that some transfer
students wished to have separate events and programming during orientation, as they wanted to be
seenasa distinctgroup and feltthat they had little in common with first-year students entering directly
from high school. Transferstudents also feltintense pressure on theirtime, both because they are
alreadytwoyearsintotheirdegree progress and because of work and family pressures they perceived
to be greaterthan for otherfirst-year students. The combination of these two findings provided the
basis for several programmaticchangesto the way UW Libraries planned for Fall 2016 orientation
events, specifically targeting events to transferstudents and having content that was more explicitly
designed with theirneedsin mind. The authors believe other institutions will benefit not only from
learning about the results of this project, butalso from understanding how a design thinking approach
can yieldadeeperawareness of transfer students’ experiences [1].

Background

The widercontextforthe 2015-16 Libraries projectontransferstudentsisagrowingfocusat UW onthe
needs of first year and transferstudentsin ordertoimprove retention and success. UW is a public,
Research 1 institution with campusesin Seattle, Bothell, and Tacoma. Seattle is the largest of the
campuses, with atotal undergraduate enrollmentin Fall 2015 of 31,525 undergraduates and 14,345
graduate students (University of Washington Office of Planning and Budgeting, 2016). Transfer students
made up over 17% of first-year students at the Seattle campusin 2015 (1,443 transfers out of 8,235
first-year students), with 86% of those students transferring from a Washington State two-year college
(University of Washington Office of Admissions, 2016).

While the overall six-year graduation rate fortransferstudents at UW is 83% — compared to 81% for
first-time, first-year entrants —and transfer students had a slightly higher mean GPA upon graduationin
2015 than high school entrants, transfer students may still face challenges upon arrival ata large
research institution such as UW [2]. Fifty-two percent of transfers are first-generation college students,
19% are from underrepresented minority groups, and 41% are Pell eligible (Rucker, 201643, p. 8). A 2014
UW reporton studentretention and graduation notes anumber of negative predictors of degree
attainmentfortransferstudents, including out-of-state status, PELL eligibility, and first-generation
status (University of Washington Office of Educational Assessment, 2014, p. 18). The highest proportion
of transferstudents who drop out do so after one quarter, versus three quarters for high school
entrants (Rucker, 20164, p. 9), which pointstothe need for more immediate interventions fortransfer
students who may be struggling with theirtransition. Factors relating to transfer student challenges that
are notedinvarious UW reportsinclude adjustmentsto large class sizesand the need forgreater
student support (Rucker, 2016a, p. 11; University of Washington Office of Educational Assessment,
2014).

As part of a suite of efforts designed to increase higher education access and affordability, andin
response to some of the challenges highlighted above, UW is currently engagedina Community College



Engagement Initiative, “ayear-long self-study designed to reviewand assess the Community College
transferstudent experience at the University of Washington Seattle” (Rucker, 20164, p. 2; University of
Washington Race & Equity Initiative, 2016). In orderto align the activities of UW Libraries with such
widerinstitutionalinitiatives, the Libraries created the positions of First Year Experience Librarianin
2014 and Undergraduate Experience Librarianin 2016. These librarians, working closely with the
Libraries Teaching & Learning Group and staff in the Odegaard Undergraduate Library, have focused
theirefforts on assessing student needs, implementing new programs and services, and building strong
relationships with key institutional partners such as the Office of First Year Programs and the Office of
Minority Affairs and Diversity. Integrating the Librariesinto UW’s First Year Experience Initiativesis akey
elementofthe Libraries 2014-17 Strategic Plan (University of Washington Libraries, 2016).

Despite ademonstrated commitment at both the institutional and Libraries levelto supporting transfer
students, the First Year Experience Librarian recognized that there were gapsin Libraries staff’s
understanding of this population and what the Libraries might doto supportit. In orderto beginto
addressthese gaps, the team articulated anumber of questions to explore: who are UW’s transfer
studentsand what challenges do they face at UW and inthe Libraries? Given the possible associations
highlighted inanumber of studies between library use and student success —including higher GPAs and
greaterretentionrates(Soriaetal., 2013; Haddow, 2013) —how could the Libraries supportinstitutional
effortsto help students succeed? How could the Libraries strengthen campus partnerships with others
focused ontransferstudentsuccess? With these guiding questions as astarting point, the team
embarked on a projectto explore how the Libraries might understand and be tter address the needs of
transferstudents.

Literature Review

Thereisa significant body of higher education research devoted to identifying challenges faced by
transfer students and the ways in which community colleges and universities can address thos e
challenges. The authors’ work at UW focused on how those at “receivinginstitutions” (Townsend and
Wilson, 2006) can help tosupporttransferstudenttransitions. Therefore, the team’s review of the
literature concentrated on studies of transfer students after they had arrived at their new institutions.
Key challengesidentified in anumber of studiesinclude: “transfershock,” the declinein grades many
transferstudents experience at their receivinginstitutions (Hills, 1965; Cejdaet al., 1998; Laanan, 2001);
real or perceived gapsintransitional support for students at the receivinginstitution (Tobolowsksy and
Cox, 2012; Townsend, 2008); finding community, feelings of marginalization, and making social
connections (Townley etal., 2013; Kodama, 2002); and differencesin academicenvironments between
“sending” and “receiving” institutions, including challenges relating to large class sizes and connecting
with faculty, especiallyatlargerinstitutions (Townsend and Wilson, 2006).

Townsend and Wilson (2006) and Townsend (2008) make the important observation that understanding
one’sown institutional context (size, nature of student body, and mission) is critical for fostering
transfer student success, and explored student perceptions of the transferexperience at a large,



research-focused institution similarto UW’s. Both Townley et al. (2013) and Townsend (2008) highlight
the importance of understanding the potentially unique needs of transfer students and creating “a
supportive university environment that facilitates opportunities for their participation in activities that
are customized totheirneeds” (p. 280). This may come in the form of specificstudent orientation
programs designed exclusively fortransfer students (Eggleston and Laanan, 2001), as well as other
“transfer-specific practices” such as transfer centers, transfer-specificadvising, social events, and
scholarships (Miller, 2013, p. 47). Beyond specificindividual practices, Jain et al. (2011) alsoidentifythe
need forinstitutions to develop a “transferreceptive culture,” which is defined as the “institutional
commitment by a four-year college or university to provide the support needed forstudents to transfer
successfully —thatis, to navigate the community college, take the appropriate coursework, apply, enroll,
and successfully earn abaccalaureate degree inatimely manner” (p. 257).

The library literature addressing transfer students is sparse, relative to that of the greater higher
education realm. Nonetheless, several key articles have looked at the role of the library in supporting
transferstudents. Phillips and Atwood (2010) provide an excellent summary of a handful of libraries-
based articles that considertransferstudents (pp. 335-37); few libraries-based articles have been added
to the corpus since, although atleast one recent conference presentation (McCallister, Gregor, and
Joyner, 2015) addressed transfer-aiding collaborations between two- and four-yearinstitutions. Notably,
while Phillips and Atwood’s work itselffocused on information literacy concerns, theyrecommend that
“like its First Year Experience counterpart, transfer students would benefit by receiving systematic
support for theiracademicsuccess” (p. 344), and they encourage ongoing dialogues about the library’s
role in students’ success.

Earlierlibraryliterature explored the challenges of differing levels and availability of library instruction
(Staines, 1996; Tag, 2004), and case studiesinclude examples of instruction programs targeting transfer
students (Cox and Johnson, 1992) and a library partnership with awriting centerto assist under-
prepared transferstudentsinacclimating academically to afour-yearinstitution (Tipton and Bender,
2006). Tipton and Bender assert thatlibraries shouldn’t shy away from small-scale collaborations as
necessary supplementsto largerinstruction efforts at research institutions in particular, stating that the
“one-size-fits-all school of education has already failed some of these students more than once, and
alternatives are desirableforretention and graduation of diverse student populations” (p. 401). The
authors of this paperecho this assertion, the sentiments of which were backed up ininterviews with
transferstudents. One of the goals of the UW Libraries project was to identify opportunities forthose
creative, small-scale collaborations that would speak directly to the specific needs of transfer students,
as called for by Benderand Tipton.

In orderto gaininsightsinto the needs of transfer students and devise new ways tofostertheirsuccess
at UW, the Libraries project team employed design thinking methodology, which Steven Belldescribes
as a process that

... guidesthe development and implementation of all types of products and services. Design
thinking can be used to create a new buildingora new library service. Design thinkingis the



mental approach that designers use to identify problems, understand those affected, prototype
possible solutions, and then develop appropriate products and services (Bell, 2007).

Designthinkinginvolves aseries of steps takento gaininsightinto people and their needs orchallenges,
innovating new solutions to meet those needs, and then developing one of those solutions through an
iterative processthatcircles back to usersforfeedback to ensure it works forthem. Design thinking has
been used extensively inthe fields of design, engineering, information technology, education, and
business for many years (Dorst, 2011).

Design thinking entered the field of librarianship in asignificant way via the recent partnership between
design firm IDEO, the Chicago PublicLibrary, and Aarhus PublicLibrariesin Denmark. The collaboration
enabledthese two publiclibrary systems to explore ways in which the design thinking approach could
be usedto develop andimplement new servicesinresponse to highly diverse sets of user needs. The
partnership resultedinthe 2015 Design Thinking for Libraries Toolkit, which guided the UW Libraries’
project (the toolkit consists of anin-depth guide, activities workbook, and a “Design Thinkingin a Day”
at-a-glance guide). Beyond the Design Thinking for Libraries Toolkit, however, explorations of design
thinking’s useinlibraries, and academiclibrariesin particular, is less extensive. Mathews (2012)
highlighted design thinking as one possible method libraries could use toinnovate more rapidly, and
articles by Bell (2008 & 2015) and Meierand Miller (2016) pointtothe potential of thisapproach for
academiclibraries. Thereisalso agrowing body of literature on service designin libraries (Marquez &
Downey, 2015; Johnson etal., 2015), which shares many traits with design thinkingin the emphasisona
holisticfocus on user experience. However, there are currently fe w detailed case studies of how design
thinkingin particularis beingappliedin college and university libraries. The authors hope that the
projectoutlinedinthis article will provide a useful example of how design thinking can be used
effectivelyinacademiclibraries tofacilitate better understanding of usergroups such as transfer
students.

Methodology

The projectteam decided that using design thinking, as user-focused methodology, would be ideal for
quickly learning more about transferstudents at UW Seattle and piloting new servicesto support them.
Usinga design thinking approach forthe development of services and spacesin librariesis valuablefor
two key reasons: first, the emphasis on direct, ongoing engagement with users through a variety of
qualitative methods (interviews, observation, etc.) places the focus on userexperience; second, the use
of feedbackinaniterative process of rapid design, prototyping, and reassessment means that this
approach can helplibraries be more nimble and responsive to user needs. Furthermore, the emphasis
on developing empathy with users —seeingthe world (and not just the library) through theireyes —is
critical for libraries to understand the challenges students face in theiracademicand personal lives.

The project was conducted from October 2015 through September 2016. Afterholdingadesign
thinking training workshop for Libraries staff in Summer 2015, seven staff members who curre ntlywork
with or were interested in understanding the needs of transfer students volunteered to form a small



projectteam:the First Year Experience Librarian, staff and MLIS students from the Odegaard
Undergraduate Library, and the Assessmentand User Experience Librarians. Having this small core
group was key to the success of the design thinking process, inthatall individuals involved brought
unique skill sets and fresh perspectives to the process and members were able to act nimbly without
havingto coordinate too many busy schedules.

Throughoutthe various stages of the project, the team held interviews and focus group-style discussions
with a total of eight transfer students and four University staff members. In keeping with the iterative
nature of design thinking, six of these student and staff participants were consulted at multiple pointsin
the process [3]. Inaddition, follow-up surveys were sent to students who attended aseries of events
that were implemented inthe final stage of the project.

The work of the UW Libraries projectteam was structured around the phases outlined in the Design
Thinking for Libraries Toolkit: inspiration, ideation, and iteration/implementation. Accordingto Tim
Brown, CEO of IDEO,

the design thinking processis bestthought of as a system of overlapping spaces —inspiration,
ideation, and implementation —ratherthan a sequence of orderly steps. Inspirationis the
problem or opportunity that motivates the search forsolutions. Ideation is the process of
generating, developing and testingideas. Implementationis the path thatleads fromthe project
stage into people’s lives (Luebkeman, 2015).

The projectteam began the inspiration phase by exploring existing institutional dataand conductinga
literature review. The institutional data examined by the team focused on admissions and enrollment
data, including the average age of transfer students admitted to UW and the types and locations of the
institutions from which they transferred. This data provided animportant big picture contextforthe
team’s qualitativework, and the literature review helped identify keyissues faced by transfer students
more generally. Based onthe dataand literature, the team brainstormed questions about transfer
studentsand the challengesthey mightface at UW and in using the Libraries. During Fall 2015, the team
explored these questions by conducting seven semi-structured interviews with four transfer students
and three staff from First Year Programs, the Office of Minority Affairs and Diversity, and Undergraduate
Admissions. Eachinterview was conducted by two projectteam members, with one asking questions
and the othertaking notes. Interviews were also recorded for later analysis by the entire team.
Following the design thinking approach, the project team did notfocus the interview questions
specifically on the Libraries (see Appendix A). Instead, it took a more holisticapproach and explored
broaderissuesfaced by transfer students (culture shock, work-life balance, connectingto resources on
campus) and on theirentire college experience (admissions and orientation processes, studentlife). In
doingso, the team hopedtoidentifyinnovative waysthe Libraries might support these students.

Afterthisinspiration phase, the team moved to the ideation stage, which was designed to generateand
testideasto meetthe challenges articulated in the initialinterviews. As part of this stage, each team
pair reviewed the recordings and notes for the interviews they conducted in ordertoid entify



preliminary themes to share with the group. Team members did not formally code the interviews, but
instead identified common threads using the design thinking method of “storytelling.” Thisinvolves each
team membertakingturnsto describe what they thought were the mostimportantideas and quotes
fromthe interviews they conducted, whilethe others listened and took notes (IDEO, 2015, pp. 51-52).
The selection of “memorablestories” (IDEO 2015, p. 54) and quotes on the part of each team pairwas
subjective; however, the fullteam had all interview notesin front of them during the storytelling session
so they could ask questions about how and why certainideas were chosen. This narrative approachisin
keeping with the design thinkingemphasis on developing empathy with users, and the method served
two purposes:itallowedthe teamto “immerse [themselves] in different user perspectives” (IDEO 2015,
p. 53) and also highlighted where team members agreed or differed on what was important to transfer
students.

Aftereach member’sturn, the group collectively identified common themes relating to the challenges
experienced by transferstudents at UW Seattle that they heard emerge across multiple interviews. The
team brainstormed possible ways to address these challenges, discussed them, and then voted onthe
ideas thatemerged from brainstorming. This resulted in the selection of asingle ideato prototype:a
transferstudent panel event hosted by the Libraries. In design thinking, the prototypeisa “physical
representation of [a] concept” thatenablesteamsto “share ideas with other people, get feedback, and
learn how to furtherrefineit” (IDEO, 2015, p. 69).

In design thinking, once a prototype has been created, the project enters the iteration/implementation
stage: thisinvolvestestingthe prototype, gathering userfeedback on the prototype, and modifying the
originalideabased onthat feedback. Thisis followed by additional prototypes or pilots and further
feedback and modification until the team determinesthatthe ideaisreadyto be rolled out officially to
users. Thisiterative process ensures that staff do notinvest significant time and resources into creating
new, fully formed services that may not be entirely suited to user needs (IDEO, 2015, p. 83). Duringthe
preliminary development of the Libraries prototype transfer student eventin Winter 2016, the team
discoveredthatasimilarevent wasalready being hosted by the First Year Programs Office on campus.
Instead of puttingresourcesinto testingits own event, the team observed this panel as a prototype.
Four team members attended the eventin orderto observe attendance and how it was received by
students. Feedback on this event was then gathered using asingle focus group style discussion
conducted by two members of the project team. The discussion was held ata meeting of the campus
transfer student organization, which was attended by six students and two First Year Program staff
members (two of the studentsin attendance and both staff members had been previously interviewed
inthe initial stages of the project).

Based on the feedback received during this discussion, the team decided not to proceed with the idea of
atransferstudenteventasthey had originally conceived it (a detail ed discussion of the feedbackisin
the Results section below). Team members revisited the brainstorming processin later Winter/early
Spring 2016 in order to identify different solutions to transfer student needs, drawing upon the themes
identified inthe original seveninterviews and subsequent userfeedback on the prototype. Asaresult, a
suite of new programming and events aimed at transfer students was developed. Project team members



thenreturned to two staff membersin First Year Programsto gain inputonthe newideas. The
programming was pilotedin Fall 2016 and studentfeedback was gathered viafollow up surveys, with
the planto integrate the programminginto ongoing Libraries offerings startingin 2017.

Limitations

There are some limitations to the team’s approach to understanding transferstudent needs. Thiswas a
small pilot project designed to gaininsights into transfer student needs at the UW Seattle campus and to
explore the potential of design thinking methodology. The project was based on feedback from asmall
sample of a total of twelve participants at a single institution. The students interviewed by team
membersintheinitial stages of the project were recruited through astudent organization, Transfer
Students United, so they may have held opinions shaped by their experiences as members of agroup
focused onraisingthe profile of transfer students on campus. Given the small sample of participants,
the results are not intended to be generalizable to otherinstitutions. However, one of the key benefits
of design thinkingisthatitis structured to addressthe question of sample size and representativeness:
while the teaminterviewed only 4 students and 3 staff at the start of the project, the continuous
engagementwith users at later stages of the project (returning to 6 of the original intervieweesand
gaininginsight from 6 new participants at laterstages) provided avariety of user perspectives and
opportunitiesto assessif ourideas were viable.

Results and Discussion

Identifying Student Needs & Challenges (Inspiration)

Initial interviews in Fall 2015 with four transfer students and three selected staff members who support
them pointedtoa numberof recurringthemes, many of which confirmed issuesidentified in the
literature review and in the survey of institutional data. Key themes that emerged during these initial
interviews are discussed in detail below, including: transfer students’ desire to have priorexperiences
recognized and to be acknowledged as adistinct group from first-year students entering UW directly
from high school; the need to identifyresources and sources of support rapidly; the “culture shock”
many students experienceintransferringto a large research institution from acommunity college; and
the importance of forming community on such a large campus.

Value of prior experience & identification as a unique group

All fourtransferstudents the teaminterviewed in the initial phase of the project expressed their
perceptionthattheir prioracademicand personal experience was not always fully acknowledged or
appreciated by their peers, faculty, and staff at the receiving institution. The average age fortransfer
studentsat UW in Fall 2015 was 23, and all student interviewees noted that this perceived age and
experience gap between transfer students and high school entrants presented challenges to their sense



of belongingat UW. One student highlighted the example of some of her professors and peerswho
assumedthat all students had started at the university directly out of high school, notrealizingthat
transferstudents have had different experiences:

| think most of the resources here are centered around [a] freshman culture. | remembersitting
in class and professors every now and then willtalk about, “Rememberyou did this during your
freshmanyear?”...andthenyou justfeel like obviously he orshe is not speaking to me because |
didn’tstarthere freshmanyear. | have different experiences and it would be greatif those
experiences wereacknowledged...

However, whilestudents noted that they had significant prior educationaland life experiences they
wanted to have acknowledged, this did not mean that they knew how to navigate the very different
academicand social environmentat UW. As one first-generation transfer student observed, although
she had significant prioracademic experience from community college, she was uncertain about how to
translate this experienceto her new institution:

| know about taking classes, but | don’t know whatyou DO ina university. Isitthe same [as
community college]? Doyou justgoto class and thenyou go home? Well, the answerwas no.
Later, | feltlike | was missing out on something... everybodyhere is buildinga community,
everybodyis doing something besides just goingtoclass.... Forawhile, | wasfeeling out of

place.

In comments such as these, interviewees highlighted the need fora kind of institutional support that
couldrespecttheirpast experiences andstill provide them with the resources they needed to make the
successful transition from one academicenvironmenttoanother. All the transfer students interviewed
by the projectteam wished to be seeninstitutionallyas a distinct group, differentfrom othernew
students. They wanted programs focused solely on transfer students, such as transfer-specific
orientation events, and resisted the idea of being grouped with other (generally younger) first-year
students. Intervieweesin thisinitial stage of the project were all commuterstudents, and all believed
that transferstudents had work and family responsibilities and existing outside social networks that
otherundergraduate students did not.

Identifying resources and sources of support rapidly

In addition toidentifying as a distinct group with important past experiences and specificneeds,a major
challenge identified by all the initial UW transfer student interviewees was the pressure to “hitthe
ground running.” While new first-year students have four or more years to learn about campus
resourcesand services, transfer students felt they did not have the luxury of time to find and effectively
use sources of support: “You spend most of yourtime here tryingto figure out how to do things, where
to go, whoto talk to, [but] by the time you’ve builtyourresources list,beforeyou can really start using



those resources, yourtimeisup.” Thisis a particularly acute issue at an institution such as UW, which
operatesonacademicquarters ratherthan a semestersystem.

Staff who work closely with transfer students, such as advising and admissions officers, noted that
because transferstudents are often older and have prior academicand life experiences, they have a
tendency to wantto be more self-sufficient when they arrive at UW. The three staff membersin these
initial interviews said that transfer students are less likely to ask for help than high school entrants
because they are often used to taking care of themselves. The same student who noted thatshe did not
know whatto “do” in a university alsoindicated that she felt she should have known how to navigate
hernew environment because of her priorexperience. In the midst of such a potentially disorienting
and disempowering experience, she was notinclined to ask for help. Should students even wish to seek
out sources of support, locatingthem at large institutions such as UW can be a challenge in and of itself.

The lack of awareness of supportand resources available to transfer students also extended to the
Libraries. Although interviewers often did not ask directly about the Libraries, the team heard from both
students and staff duringthis projectthat UW’s large library system was daunting for new transfer
students: they did not know where the buildings were, which libraries they could use, which libraries
offered the best study spaces fortheirneeds, and how the libraries were different from each other. As
one studentremarkedintheinitial interview stage, “We have libraries which offer different types of
resources. They definitely need to be highlighted, specifically fortransfer students.” Transferstudents
oftendid notreceive aformal, separate introductionto the Libraries during their orientations. The
transferstudentsinterviewed by the authors also frequently entered their majors without takinga 100-
level class that would have provided them with an introduction to UW Libraries services and resources.
While one of the student interviewees had taken a Transfer First Year Interest Group (TFIG) course at
UW, whichincludesanintroduction tothe Libraries, others had eithernottaken a TFIG or had not
received Libraries instruction as part of any UW course they had taken. More generally, only about 6% of
transferstudents at UW enrolledina TFIG in 2015 (J Larsen 2016, personal communication, 17 October).

“Culture shock” & community

All fourstudentsinthe initial interviews expressed feeling “culture shock” when they arrived at the
university: this was connected to large class sizes, the radical change in scal e from community college to
UW, uncertainty about different academic expectations, and questions about how to form community.
One studentlikened herexperience as atransferstudentto an “immigrant experience,” inthatshe had
left behind herexisting community and had to establish anew identity and relationshipsand learna
different culture. Students noted thatit had been easierforthemto get to know instructors at their
community colleges than to connect with professorsin large lecture classes at UW and that they were
surprised certain academicskills, such as writing, that were taught as part of community college classes
were now the responsibility of the studenttolearn outside of class.
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All the studentsinterviewed as part of the inspiration phase noted challenges in finding community on
campus. Many students who enter university directly from high school establish social networks in their
firsttwoyears through student organizations, dorms, or Greek life. As noted earlier, the students who
were interviewed initiallywere commuter students,and all indicated they had jobs and existing family
commitments, which meantthey were often not on campus beyond whenthey were in classes. This, in
turn, made it more challenging to connect to otherstudents or existing communities and to balance off -
campus and on-campus life. However, as one staff memberwho works closely with transfer students
noted, thereisalsoatensioninthis desire forcommunity: whilethere isawish to build connections,
these students are often highly focused on getting theirdegree work completed and on their external
commitments. As the staff membernoted, some transfer students resent even havingtogoto
orientation: they wanted to attend classes and do their coursework, then leave campusforjobsand
home.

Addressing Student Needs (Ideation)

Using the themes emerging from student and staff interviews conducted during the initial inspiration
phase of the project, the team moved to the ideation phase to identify potential solutions to student
challenges. The team decided to prototype an event designed to help students learn about campus
resources and form community by meeting and hearing about the experiences of othertransfer
students. The proposed event, hosted by the Librariesin Winter quarter, would consist of a panel of
transfer students who would share experiences and tips with new transfers, followed by asocial event
inwhich transfer students could meeteach other. Libraries and other campus support material would
be available to students duringthe event. The teamfeltthat this eventwould addressanumberof the
issuesraised by students and staff: havingan event just fortransferstudents would speak to the desire
to be acknowledged as adistinct group; a panelin which transferstudents could share with their peers
whatthey had learned about navigating UW would potentially help to demonstrate the ways in which
transfer student experiences wereinstitutionallyacknowledged and respected; the social event would
help support community building; and the hosting of the event by Libraries staff, in a Libraries space,
and including Libraries and other campus resources, would assist new transfersin becoming more
familiarwith the Libraries and getting up to speed quickly on campus resources.

As mentioned previously in the Methodology section, the team discovered thatasimilarevent, a
transferstudent panel on “Avoiding Transfer Shock,” was already being hosted by the First Year
Programs Office. As this panel was quite similartothe projectteam’sidea, team members decided to
treat this panel astheir prototype. However, only one new transfer student attended the panel, which
prompted the projectteamto question whether other such events would be successful.

Reconnecting with Students & Staff (Implementation/Iteration)

In orderto identify potential reasons forthe lack of attendance and to explore whetherthe ideafora
Libraries event needed to be modified or discarded altogether, the projectteam returned to transfer
studentsand First Year Programs staff to gatherinputviaa discussion ata meeting of the campus
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transfer student organization. During the follow-up discussion with six students and two staff from First
Year Programs, team members described what they observed at the student panel and solicited
feedback from the students about what might make such an event successful. All students and staff felt
strongly that the timing of events was critical, as was the perception of how directly relevantit was to
immediate needs. Events that have a discernible connection to success (especially if directlyrelated to
theirdepartment/major) were seen by students as the most likely to succeed. Given the time pressures
faced by transferstudents, they wanted to have a clear understanding of what they would get out of it.
As one studentnoted during the discussion, “I have todecide if |lam goingto go to work or attend the
event.” All the students at the follow up discussion indicated that they wanted information included in
transfer student orientations at the start of the quarter, as this was the best time forthemto gain
introductions toimportant support services on campus. After this point, students noted that they were
immersedin coursework and felt the window of opportunity provided by orientations was often lost.

This discussion helped team members realize that developing and hosting theirown event was nota
viable solution to meetingthe needs of transfer students. Whilethe team was attempting to address
some of the challenges identified in the inspiration phase of the project (needing community, learning
about campus resources), team members had not given sufficient weight to otherimportant elements.
These included time pressures felt by transferstudents because of existing commitments and their
commute, and that the critical moment forreaching transferstudentsis early in theirfirst quarter.
Couplingtheinsights frominterviews and prototyping with the institutional data pointingtothe fact
that UW transferstudents are more likely to drop out during their first quarter underscored forthe
projectteamthe importance of connecting with transferstudents as soon as possible once they arrive
on campus and integrating Libraries offerings more seamlessly with existing orientation activities.

At this point, the project team reassembled and revisited previously brainstormed ideas for how the
Libraries might supporttransferstudents. The team decided to shift the focus more firmly onto working
closely with campus partnerstointegrate the Libraries more effectively into existing ori entation events,
rather than trying to offeradd-ons orstand-alone events. The teamreviewed previous ideas fromthe
ideation phase and decided to design neweventsin partnership with First Year Programs and the
Undergraduate Research Program. Thus, afterthe initial inspiration phase in which the projectteam
identified challenges faced by transfer students at UW, an ideation phase thatenabled the teamto
brainstorm and create a prototype of a possible solution to some of these challenges, and an
iteration/implementation stage in which feedback on the prototype was gathered, the team repeated
stepsintheideation processto generate new ideas foreventsand programmingtointegrate into
existing orientation programs. These new ideas, which Libraries staff began pilotingin Fall 2016, are
describedinthe sections below.

Meeting students where they are: Integration into Fall 2016 orientation activities

The First Year Experience Librarian worked closely with staff of Odegaard Undergraduate Library, First
Year Programs, and the Undergraduate Research Program toimplement aseries of new events to
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supportincomingtransferstudentsin Fall 2016. The offerings attempted to address the specificneeds
of transferstudentsthatthe design thinkingteam had identified, including helping students discover
critical resources early intheir UW academiccareerand in ways that respected theirlimited time. The
Libraries co-hosted transfer student focused programming as part of Fall orientation that combined
academicand social opportunities tied to departmental/subjectinformation.

The Libraries’ transfer student programming was offered in September 2016 during Dawg Daze, a
campus-wide, week-long series of events designed to welcome newand returning students before the
start of classes. The First Year Programs Office had received similar feedback from transfer students
about the desire forseparate programming, and, as a result, held aseparate Transfer Student Kick-Off
forthe firsttimein 2016. This provided an opportunity forthe Libraries to join wider campus efforts
focused ontransferstudents. Events offered by the Libraries were designed in collaboration with First
Year Programs and were marketed cross-divisionally as a suite of opportunitiesintended exclusively for
transferstudents.

The first of these was a series of library tours to showcase several different libraries on campus. They
were led by returning transferstudentsin ordertofacilitate connections between new and more
experienced transferstudents. The tours were developedin response tothe lack of awareness transfer
students expressed about the Libraries supportavailable to them, and the fact that many students might
not receive formal library instructionif they did not take eithera 100-level ora Transfer First Year
Interest Group course. The library tours, which were attended by 41 students, introduced transfer
studentstoa variety of library spaces and services available to them and positioned the Libraries as an
active presence inagrowingtransferstudent support system. The tours introduced students notonly to
the Odegaard Undergraduate Library (which transfer studentinterviewees had associated with
“younger” and “less serious” students), butalsoincluded arange of other Libraries spaces that are well-
suited to quiet, individual study.

The second event, a transfer student social with departmental librarians and advisors, was developedin
partnership with the Undergraduate Research Program. The social, which was held in the
Undergraduate Library, was designed to be aninformal event where students could meet othertransfer
students, subject librarians, and departmental advisors. While this event was in many ways similarto
the team’s original idea, the critical difference was thatitwas held in conjunction with the
Undergraduate Research Program’s panel presentation on research opportunities for transfer students.
This eventspoke directly to new transfer students’ need tolearn quickly about the campusservicesand
resources availabletothem (inthis case, librarians, advising resources, and Undergraduate Research);
helped to build community among students and those who supportthem; provided departmental-and
major-specificconnections with immediate relevance to students; and highlighted ways that students
could build on theirexistingacademicexperiences in undertaking undergraduate research projects at
UW. As aresult of thistighterintegration between the Libraries and its partners, attendance at the
social was robust, with over45 students meetinglibrarians, advisors, and fellowstudents.
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From the Libraries’ perspective, both the transfertours and the social addressed the fact that many
transfer students miss out onintroductory library sessions offered as part of 100- and 200-level courses.
Since transfer students often immediately enrolin upper-division courses in their majors and need
subject-specificresources, meeting liaison librarians who could help them succeed in their courses was
an importantelement that acknowledged both transfer students’ academic needs and differences from
otherfirst-yearstudents. Libraries’ staff also gathered feedback about these new piloteventsin orderto
identify areasforimprovementand better understand whether they met student needs. While the
analysis of this feedback is ongoing, initial assessments from the eventsindicate that students found
them useful. Asone student noted in the transferstudent social survey, “l appreciate all the on-campus
transfer events. Ittruly feels welcoming and has helped prepare me for my classes.”

Raising awareness among Libraries staff

In additionto developing eventsin collaboration with other campus offices, the project team shared
findings with Libraries staff in order to raise awareness of transfer student needs and to create buy-in
for Fall orientation activities. Project team members presented theirresults to subject liaison librarians
inSpring 2016, and also hosted a Transfer Student Panel as part of the Libraries’ staff development
program in Summer 2016. At that panel, Libraries staff had achance to heardirectly fromtransfer
studentsabouttheirchallenges and how the libraries might help make the transition to UW easierfor
othertransferstudents. The event was designed to enable Libraries staff tolearn about the rich
experiences and challenges faced by transfer students and to brainstorm ways to consider transfer
students’ needsintheirown work.

Next Steps: Ongoing Partnerships & Support for Transfer Students

While the 2015-16 cycle of work started by the projectteamiscomplete, Libraries effortstoimprove
the transfer student experience will carry forward into 2016-17 and beyond, and much of the work
begun by the projectteamis beingintegrated into existing operational efforts. In keeping with the
iterative design thinking approach, the Libraries will continue to engage in ongoinginstitutional efforts
to identify transfer student needs, to develop creative and collaborative solutions to meet those needs,
and to pilotandrevise those potential solutions through ongoing dialogue with students and campus
partners. In her article “Institutional practices that facilitate Bachelor’s Degree completion for transfer
students,” Miller (2013) recommends moving toward a campus “collaborative culture” focused on
transferstudentsupport (p. 48). One of the questions the team began by asking focused on how
Libraries staff could strengthen campus partnerships, which can be challengingto cultivateata large
and decentralized institution. The projectitself, which involved frequent contact with staff in other
units, enabled UW Libraries staff to build these stronger connections with staff in First Year Programs,
Admissions, the Office of Minority Affairs and Diversity, and the Undergraduate Research Program. Asa
result of the project, the Librariesis positioned to continue to work with partners tofostera
“collaborative culture” fortransfer student success. Moving forward in 2016-17, UW Libraries staff hope
to extend these partnerships, including with the new Transfer Initiative Manager, a position proposedin
2016 as part of UW’s Community College Engagement Initiative (Rucker, 2016b, p. 5).
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In addition, librarians will explore connecting with students outside the Librariesin anewly revamped
space in the studentunion building called the “Commuter & Transfer Commons.” This space, whichis
designedto give commuterand transferstudentsacentral, dedicated place for connecting with each
other, offers the opportunity for outreach and promotion of library services and resources. Asthe team
learned during the course of the project, some transferstudents had astronginterestin being
recognized as a distinct group from otherfirst-yearstudents and felt especially pressed fortime.
Librarians hope that meeting transfer students where they are in this new campus space will help
connectlibrarians and studentsin a way that potentially saves students time and willemphasize the
message thatthe Libraries recognizes transfer students’ specificneeds.

Also, as part of the effort to provide students with faster and easier ways to identify campus resources,
includingthose offered by the Libraries, the First Year Experience Librarian will partner with First Year
Programs and otherunitsto ensure that online information for transfer studentsis collectedinone
place and that students are aware of thisresource. Finally, Libraries staff also plan to create a transfer
student “persona.” This persona will assist Libraries staff in keeping the specificneeds of transfer
studentsin mind when designing and marketing library services and resources (Ward, 2010).

Conclusion

As aresultofa2015-16 designthinking project, UW Libraries staff at the Seattle campus now have a
better understanding of transfer student needs and stronger relationships with transfer students and
the staff who supportthem. The design thinking method itself has yielded important dividends in terms
of increased connection with students and staff. The high touch approachinherentin design thinking
was critical for establishing these connections and developing arich understanding of transfer student
experiences. The transferstudents interviewed by team members reported that they struggledtofind a
sense of connectionand community in comingto such a large institution. The approach of a personal,
empathic, continual dialogue led transfer students to express repeatedly their gratitude thatlibrarians
were takinganinterestinthemas a distinct group of students.

The projectresulted both in a new suite of eventsthat directly benefitted transfer studentsin Fall 2016,
as well asa set of initiatives that will be implemented in 2016-17. Just as importantly, the design
thinking approach has assisted the projectteamininternalizingand formalizing methods focused on
continuous engagement with allusers. This pilot project has provided UW Libraries with anew
operational modelin which adesignthinkingteam generates newideas for student supportthatcan
then be incorporated into ongoing Libraries activities. The authors highly recommend design thinking as
a way forlibrariestolearn about the needs and challenges of aspecific population (such as transfer
students) and to create innovative solutions for meeting those needs. Thisis an approach that can be
scaled to varying timeframes and resources available in differentlibraries. The IDEO toolkit, in particular
the “Design ThinkinginaDay” at-a-glance resource, provides anideal starting point for exploring how
thisapproach can supportlibrariesin continually improving services to meet user needs.
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Notes

[1] Highlights about this project, with afocus on best practices for using design thinking as part of an
overall assessment program, were presented in ashort paper entitled “Assessment by Design: A Design
Thinking Project atthe University of Washington Libraries” atthe 2016 Library Assessment Conference,
Arlington, Virginia, October 31-November 2, 2016.

[2] Graduation rates are drawn from the University of Washington Office of Educational Assessment,
2014, p.61. The six-year graduation rate for UW transfer studentsis higherthan the national figure of
65% forstudents who transferred to publicfour-yearinstitutions (Shapiro etal., 2013, p. 24). At 2014-15
graduation, the mean GPA for UW transferstudents was 3.34, compared to 3.32 for high school
entrants.

[3] Under UW Human Subjects guidelines, the authors were not required to submit an Institutional
Review Board application forthis project.

References

Bell, S. (2007), “Design Thinking & User Experience”, URL: http://stevenbell.info/design.htm (accessed
26 September2016).

Bell, S. (2008), “Design thinking”, American Libraries, Vol. 39 Nos. 1/2, pp. 44-9. URL:
http://stevenbell.info/pdfs/ALdesignarticle.pdf (accessed 29 September 2016).

Bell, S.(2015), “Design thinking for flexible solutions,” Library Journal. URL:
http://lj.libraryjournal.com/2015/01/opinion/steven-bell/design-thinking-for-flexible-solutions-from-

the-bell-tower/ (accessed 15 June 2016).

Cejda, B.D., Kaylor, A.J., & Rewey, K. L. (1998), “Transfershockin an academicdiscipline: The
relationship between students’ majors and theiracademicperformance”, Community College Review,
Vol. 26 No. 3, pp. 1-13. doi: 10.1177/009155219802600301

Cox, J. & Johnson, R.(1992), “Transferstudentsinthe library: The forgotten population”, Research
Strategies,Vol.10 No. 2, pp. 88-91.

Dorst, K. (2011), “The core of ‘design thinking’ and its application”, Design Studies, Vol. 32, pp. 521-32.
http://dx.doi.org/10.1016/j.destud.2011.07.006

Eggleston, L.E., & Laanan, F. S.(2001), “Making the transition tothe seniorinstitution”, New Directions
forCommunity Colleges, Vol. 114, pp. 87-97. doi: 10.1002/cc.23

16


http://stevenbell.info/design.htm
http://stevenbell.info/pdfs/ALdesignarticle.pdf
http://lj.libraryjournal.com/2015/01/opinion/steven-bell/design-thinking-for-flexible-solutions-from-the-bell-tower/
http://lj.libraryjournal.com/2015/01/opinion/steven-bell/design-thinking-for-flexible-solutions-from-the-bell-tower/
http://dx.doi.org/10.1016/j.destud.2011.07.006

Haddow, G. (2013), “Academiclibrary use and student retention: A quantitative analysis”, Library &
Information Science Research,Vol. 35 No. 2, pp. 127-36.
http://dx.doi.org/10.1016/j.lisr.2012.12.002

Hills, J. R. (1965), “Transfershock: The academic performance of the junior college transfer”, The Journal
of Experimental Education,Vol.33 No. 3, pp. 201-15.

IDEO (2015), Design Thinking for Libraries: A Toolkit for Patron-centered Design. URL:
http://designthinkingforlibraries.com/ (accessed 28 September 2016).

Jain, D., Herrera, A., Bernal, S., & Solorzano, D. (2011), “Critical race theory and the transferfunction:
Introducingatransferreceptive culture”, Community College Journal of Research and Practice,Vol. 35
No. 3, pp. 252-66. http://dx.doi.org/10.1080/10668926.2011.526525

Johnson, A., Kuglitsch, R., & Bresnahan, M. (2015), “Using Participatory and Service Design to Identify
Emerging Needs and Perceptions of Library Services among Science and Engineering Researchers Based
at a Satellite Campus”, Issues in Science and Technology Librarianship, No. 81. URL:
http://www.istl.org/15-summer/refereed5.html (accessed 1 October 2015).

Kodama, C. M. (2002), “Marginality of transfer commuter students”, NASPA Journal,Vol.39No. 3, pp.
233-50. http://dx.doi.org/10.2202/1949-6605.1172

Laanan, F.S. (2001), “Transferstudentadjustment. New directions for community colleges”, Vol. 114,
pp.5-13. doi: 10.1002/cc.16

Luebkeman, C.(2015), “Designisour answer: Aninterview with leading design thinker Tim Brown”,
Architectural Design,Vol. 85 No. 4, pp. 34-9. doi: 10.1002/ad.1922

Marquez, J., & Downey, A. (2015),”Service design: Anintroduction to a holisticassessment methodology
of library services”, Weave: Journal of Library User Experience,Vol.1 No. 2. URL:
http://quod.lib.umich.edu/w/weave/12535642.0001.201?view=text;rgn=main (accessed 30 September
2016).

Mathews, B. (2012), “Too much assessment not enoughinnovation: R&D models and mindsets for
academiclibraries.” Paper presented at the Library Assessment Conference, Charlottesville, VA. URL:
http://hdl.handle.net/10919/19047 (accessed 28 September 2016).

McCallister, K. C., Gregor, M.N., & Joyner, D.W. (2015), “Librarians collaborate! Working across two-and
four-yearinstitutions to teach information literacy skills.” Presentation at the Association of College and
Research Libraries Conference, Portland, OR. URL:
http://www.ala.org/acrl/sites/ala.org.acrl/ffiles/content/conferences/confsandpreconfs/2015/McCalliste
r Gregor Joyner.pdf (accessed 21 October 2016).

17


http://dx.doi.org/10.1016/j.lisr.2012.12.002
http://designthinkingforlibraries.com/
http://dx.doi.org/10.1080/10668926.2011.526525
http://www.istl.org/15-summer/refereed5.html
http://dx.doi.org/10.2202/1949-6605.1172
http://quod.lib.umich.edu/w/weave/12535642.0001.201?view=text;rgn=main
http://hdl.handle.net/10919/19047
http://www.ala.org/acrl/sites/ala.org.acrl/files/content/conferences/confsandpreconfs/2015/McCallister_Gregor_Joyner.pdf
http://www.ala.org/acrl/sites/ala.org.acrl/files/content/conferences/confsandpreconfs/2015/McCallister_Gregor_Joyner.pdf

Meier, J.J., & Miller, R. K. (2016), “Turningthe revolutioninto an evolution The case for design thinking
and rapid prototypingin libraries”, College & Research Libraries News,Vol.77 No. 6, pp. 283-6. URL:
http://crln.acrl.org/content/77/6/283.full (accessed 15 June 2016).

Miller, A. (2013), “Institutional practices that facilitate Bachelor’s degree completion for transfer
students”, New Directions for Higher Education,Vol. 162, pp. 39-50. doi: 10.1002/he.20055

Phillips, J., & Atwood, T. (2010), “Transferringskills, transferring students: A call to academiclibraries”,
College & Undergraduate Libraries,Vol. 17 No. 4, pp. 331-48.
http://dx.doi.org/10.1080/10691316.2010.525394

Rucker, P. (2016a), University of Washington Community College Engagement Initiative (CCEl) Update,
May 2016. https://www.washington.edu/regents/files/2016/05/2016-05-A-2.pdf (accessed 7 October
2016).

Rucker, P. (2016b), University of Washington Community College Engagement Initiative (CCEl) Update,
September 2016. https://www.washington.edu/regents/files/2016/09/2016-09-A-5.pdf (accessed 7
October2016).

Shapiro, D., Dundar, A., Ziskin, M., Chiang, Y.-C., Chen, J., Harrell, A., & Torres, V. (2013), Baccalaureate
attainment: A nationalview of the postsecondary outcomes of students who transfer from two -year to
four-yearinstitutions (Signature Report No. 5). Herndon, VA: National Student Clearinghouse Research
Center. URL: https://nscresearchcenter.org/wp-content/uploads/SignatureReport5.pdf (accessed 8
October2016).

Soria, K., Fransen, J., & Nackerud, S. (2013), “Library use and undergraduate student outcomes: New
evidence forstudents’ retention and academicsuccess”, Portal: Libraries and the Academy, Vol. 13 No.
2, pp. 147-64. doi: 10.1353/pla.2013.0010

Staines, G.M. (1996), “Moving beyond institutional boundaries: Perceptions toward Bl for transfer
students,” Research Strategies,Vol.14No. 2, pp. 93-107.

Tag, S.G. (2004), “A library instruction survey for transfer students: Implications for library services”, The
Journalof Academic Librarianship,Vol.30No. 2, pp. 102-08.
http://dx.doi.org/10.1016/j.acalib.2004.01.001

Tipton, R.L. & Bender, P.(2006), “From failure to success: working with under-prepared transfer
students”, Reference Services Review, Vol. 34 No. 3, pp. 389-404.
http://dx.doi.org/10.1108/00907320610685337

18


http://crln.acrl.org/content/77/6/283.full
http://dx.doi.org/10.1080/10691316.2010.525394
https://www.washington.edu/regents/files/2016/05/2016-05-A-2.pdf
https://www.washington.edu/regents/files/2016/09/2016-09-A-5.pdf
https://nscresearchcenter.org/wp-content/uploads/SignatureReport5.pdf
http://dx.doi.org/10.1016/j.acalib.2004.01.001
http://dx.doi.org/10.1108/00907320610685337

Tobolowsky, B. F., & Cox, B. E. (2012), “Rationalizing neglect: Aninstitutional responseto transfer
students”, TheJournalof Higher Education,Vol. 83 No. 3, pp. 389-410. doi: 10.1353/jhe.2012.0021

Townley, G., Katz, J., Wandersman, A., Skiles, B., Schillaci, M. )., Timmerman, B. E., & Mousseau, T. A.
(2013), “Exploringthe role of sense of community inthe undergraduate transfer student experience”,
Journal of Community Psychology, Vol. 41No. 3, pp. 277-290. doi: 10.1002/jcop.21529

Townsend, B. K. (2008), “‘Feelinglike afreshman again’: The transfer student transition”, New Directions
forHigher Education,Vol. 144, pp. 69-77. doi: 10.1002/he.327

Townsend, B. K., & Wilson, K. (2006), ““/A hand hold for a little bit’: Factors facilitating the success of
community college transfer studentsto a large research university”, Journal of College Student
Development, Vol. 47 No. 4, pp. 439-56. doi: 10.1353/csd.2006.0052

University of Washington Office of Admissions. (2016), About UW: Transfer Admissions + Class Profile.

URL: https://admit.washington.edu/why-uw/about#transfer-admission-class-profile (accessed 7
October2016).

University of Washington Office of Educational Assessment. (2014), UW Undergraduate Retention and
Graduation Study. URL: http://depts.washington.edu/assessmt/pdfs/reports/OEAReport1401.pdf
(accessed 7 October2016).

University of Washington Office of Planning and Budgeting. (2016), Fast Facts: 2016. URL:
https://opb.washington.edu/sites/default/files/opb/Data/2016 Fast Facts.pdf (accessed 7 October
2016).

University of Washington. (2016), Race & Equity Initiative: Student Access. URL:
https://www.washington.edu/raceequity/updates/access/ (accessed 7 October 2016).

University of Washington Libraries. (2016), Libraries Strategic Plan, 2014-17: Teaching & Learning. URL:
http://www.lib.washington.edu/about/strategicplan/2014/directions/teaching-learning (accessed 7
October2016).

Ward, J. (2010), “Personadevelopment and use; or, How to make imaginary people work foryou.”
Proceedings of the 2010 Library Assessment Conference. URL: http://hdl.handle.net/1773/19303
(accessed 1 April 2016).

19


https://admit.washington.edu/why-uw/about#transfer-admission-class-profile
http://depts.washington.edu/assessmt/pdfs/reports/OEAReport1401.pdf
https://opb.washington.edu/sites/default/files/opb/Data/2016_Fast_Facts.pdf
https://www.washington.edu/raceequity/updates/access/
http://www.lib.washington.edu/about/strategicplan/2014/directions/teaching-learning
http://hdl.handle.net/1773/19303

Appendix A: Interview Questions

For Students:
1. Tell me aboutyour experiences beforeyouwere atthe UW: where did you transferfrom, and
why did you decide to come to the UW?
a. How prepareddidyoufeel byyourpriorexperiences (at Community College, for
example) forlife at UW?

2. What are some of the most exciting things about beingatransferstudentatthe UW? What are
some of the most challenging things about beingatransferstudenthere?

3. Ifyou couldgive new transferstudents one piece of advice about how to succeed at UW, what
woulditbe?

4. Walk me through a typical day for you —what doyou do, where doyou go?

5. Thinkback to atime whenyoufirstarrived at the UW when you felt confused orlost.
a. How didyou get assistance or resolve your confusion?
b. Werethere particularpeople on campus who were resources foryou?
c. Whenvyoufirstarrived here, how did you find out about services/resources availableto
you?

For Staff:
1. How doyou define a “transferstudent”?
a. Tellusa little bitaboutyourwork with transferstudentsatthe UW —what doesit
involve?
b. What doesthe processlooklike from the pointa studentisadmitted as a transfer
student, to getting the students on campus and oriented to the UW?

2. Thinkback to a time whenyou worked with atransfer student who was facing some challenges.
What were those challenges, and what were you and/or others able to do to supportthem?
a. Basedonthisand otherexperiences, whatdoyou see as some of the most important
issues faced by transfer student when they come to the UW?
b. To what extentare these issues uniqueto transferstudents atthe UW?

3. Whatkind of supportis available to transfer students atthe UW?
a. How dotransferstudentslearnaboutthe supportavailable tothem?
b. Do theytake advantage of this support, and/ordo they take advantage of support

channelsforundergrads generally?

4. What qualities and skills does atransferstudent need to have to success at the UW?
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