
WHO are we empathizing with?1 WHAT do they need to do?2

What do they HEAR?6

What do they DO?5

What do they SEE?3

What do they SAY?4

What do they THINK and FEEL?7

PAINS GAINS

Who is the person we want to understand?
What is the situation they are in?
What is their role in the situation?

What do they need to do differently?
What job(s) do they want or need to get done?
What decision(s) do they need to make?
How will we know they are successfull?

What do they see in the marketplace?
What do they see in their immediate environment?
What do they see others saying and doing?
What are they watching and reading?

What have we heard them say?
What can we all imagine them saying?

What do they do today?
What behaviour have we observed?
What can we imagine them doing?

What are they hearing others say?
What are they hearing from friends?
What are they hearing from colleagues?
What are they hearing second-​hand?

What other thoughts and feelings might 
motivate their behaviours?

What are their fears, 
frustrations, and anxieties?

What are their wants, 
needs, hopes and dreams?

Empathy Map Canvas Designed for: Designed by: Date: Version:

GOAL

How might we ______________________

______________________________________

For _________________________________

In order to _________________________?

Action

Initiation (What)

Users / Stakeholders (Who)

Desired change (Why)

Participant alias: KIRSTIN C


drive.google.com

Participant 1_Kirstin C -
Google Drive
This browser version is no longer
supported. Please upgrade to a
supported browser.

What are challenges or potential opportunities to support your student with 
their goals as it relates to their college admission journey?

Team 1 / Blue

Katie Adamchik
Vincent Bingham
Chris Butcher
Lamont Campbell
Amy Danzo
Pattie Dillon
Ashley Garrett
Lilly Massa-​McKinley
Kayla Gill

Step 1: 
Empathy 

map

Step 2: 
Themes

Step 3: 
Frame 
opp.

Step 4: 
Reframe 

HMW

Step 5: 
Ideation

CLICK ON THE GOOGLE LINK to learn about your 
"User" 
 
You will have about 10 minutes to review the data in 
the folder.

You will find a Google sheet with quotes, a journey 
map the student created of their admissions journey 
and some video clips.

After you've reviewed all the data, get together as a 
group and move to the next workspace: The 
empathy map

OUR  BIG IDEA

New 
college 

engineering
student

high school 
student 

struggling with
college 
process

concern about ACT 

Applying for 
scholarships

Navigating 
Admissions

Process Lack of 
information

and 
guidance

Surprised by the 
deadlines; 

frustrated by lack 
of communication

from school

beth saying
need to 

start 
sooner

Seek help 
from 

college 
advisor

Family 
support

"Stress"

"Down 
to the 
wire"

Need to 
work on 

the process
early 

Need to get 
their scores up

to get into 
engineering 

school

Fear of being 
left behind in 
financial aid 

process

transcript
sent 

earlier

Wants to be at 
a college that 
has her major 
and is close to 

home

Different admissions
webpages and 

passwords. hard to 
remember 

everything and 
navigate all the 

different processes.

Fix transcript issues 
because school sent 

the junior year instead 
of senior year - major 

ramifications for 
scholarship decisions 

and deadlines

stay 
organized

Want to go to 
a good 

engineering 
school close to

home

Beth helped to 
break things up 
into small pieces 
so it became less 

stressful.

finances 
were a 

decision 
maker

Wants to be 
successful in 
college and 

earn a degree

Feel anxious 
overwhelmed 

Parental
support 
(or not)

Scholarship
dollars to 
help pay 

for college

Scholarship
deadlines.

Classes not 
lining up in 
schedule.

most likely not
getting direct 

admit into 
engineer 
program

KEY 
GUIDANCE

TRANSCRIPTS

Orientation 
was a pivitol
moment for 

them.

their role is to apply 
and take the necessary 
steps to complete the 
application/admission 
process and then do 

the same with the 
scholarship process

PERSISTENCE

complicated 
process

Setting aside time 
for scholarships. 
Work isn't done 
after admissions 
process. Have to 

then write essays for
scholarships.

"stressful 
experience 

because...sche
dule was just 
not lining up."

took ACT
multiple 

times

Get 
acclimated
to school

Even applying
to two 

schools is 
complicated

Schedule
classes

Orientation
Day helpeddoesn't want to 

be paying for 
school after she 

finishes her 
degree

This student did not 
give up even when 

their test scores 
were not as high as 
they needed to be. 

They kept taking the
test.

"I felt awful 
and I was 

devastated"

success = 
admitted and

awarded 
scholarships

Loves that 
she is in a city
and close to 

home

Keep trying 
even though

she felt 
discouraged

Hired 
someone to 

help her 
through the 

process

Became 
first-​year 
college 

students

Selection
bias?

Something
went 

wrong

"Navigators"
Paid 

assistant

College Access 
Orgs/programs

FINANCES

Scholarships
Cost-​

sensitive

DISTANCE 
FROM HOME

SCHOOL 
CHOICE

Major 
influences 

school 
choice

"START EARLY" &
Get Organized

Not paying 
enough 

attention to 
processes and 

deadlines

Not 
understanding
how to use the

portals

Doesn't seem 
to have a lot of
family support 

through 
processes

Less 
concerned 
with school

size, etc.

Visiting 
campus made 

them feel 
connected

Family 
members 

not 
involved

Want to 
stay close
to home

High schools
sending 
wrong 

transcripts

Causing 
delays in 
financial 

aid process

GEAR
UP

Can we help 
create a system 
where students 
won't NEED a 
"navigator"?

What is the 
barrier to 

connecting with 
the folks who are 

in place for 
guidance?

Community 
Colleges have 
staff members

in the high 
schools

Staff working in 
high schools to 

help prospective 
students with 
transition and 

registration

In some states, students 
don't apply for college - 

guaranteed direct 
admission and transcripts 
automatically shared and 

college is free

Navigators who 
help focus on 

the right school 
and career 

focus?

Higher ed's 
purpose 

getting lost in
the process

Lack of 
authenticity/be

ing genuine 
with students

Personalized 
approaches 

for individual 
students

Student 
should get 

guidance from 
anyone they 
interact with

More 
accountability 
for institutions

to remove 
barriers

Removing 
barriers helps 
put the focus 

back on 
learning

Getting in 
shouldn't be
the hardest 

part

In KY, 55% of 
students don't go to 
college so creating 

more 
communication and 

access could get 
them into college

How might we create a 
simplified, automated, and 

transparent admissions process 
for ALL HS students in order to 
increase college-​going among 
the 55% of students who are 

least likely to transition to 
college after high school.

How might we simplify the 
admissions process for 

every HS student in order 
to effectively increase the 

enrollment rate of the 55% 
of KY HS graduates who do 

not go to college?

direct 
admission

transcript 
exchange 

(dual 
credit)

Tuition 
free 

college

partner with
KDE for 

transcript 
exchange

Study other 
states who 

are doing this
effectively

Survey students 
to see how they 
feel about the 

proposed direct 
admission 

process

dual credit 
system 

uncoordinated

Streamlining
scholarships

standardized 
steps in the 

admission to 
enrollment 

process

FAFSA could be 
accessible to all 

institutions and not 
rely on students to 

request it be sent to 
specific schools

Partner with tax 
prep services to 
help with filling 

out FAFSA

increase need 
based aid and 
decrease merit

scholarships

all students 
assigned a 

navigator who 
makes 

competitive 
salary        

Everyone
gets paid 

fairly!

Streamlined 
checklist and 

deadlines 
across 

institutions




drive.google.com

Participant 2_Miles M -
Google Drive
This browser version is no longer
supported. Please upgrade to a
supported browser.

Participant alias: MILES M

CLICK ON THE GOOGLE LINK to learn about your 
"User" 
 
You will have about 10 minutes to review the data in 
the folder.

You will find a Google sheet with quotes, a journey 
map the student created of their admissions journey 
and some video clips.

After you've reviewed all the data, get together as a 
group and move to the next workspace: The 
empathy map

WHO are we empathizing with?1 WHAT do they need to do?2

What do they HEAR?6

What do they DO?5

What do they SEE?3

What do they SAY?4

What do they THINK and FEEL?7

PAINS GAINS

Who is the person we want to understand?
What is the situation they are in?
What is their role in the situation?

What do they need to do differently?
What job(s) do they want or need to get done?
What decision(s) do they need to make?
How will we know they are successfull?

What do they see in the marketplace?
What do they see in their immediate environment?
What do they see others saying and doing?
What are they watching and reading?

What have we heard them say?
What can we all imagine them saying?

What do they do today?
What behaviour have we observed?
What can we imagine them doing?

What are they hearing others say?
What are they hearing from friends?
What are they hearing from colleagues?
What are they hearing second-​hand?

What other thoughts and feelings might 
motivate their behaviours?

What are their fears, 
frustrations, and anxieties?

What are their wants, 
needs, hopes and dreams?

Empathy Map Canvas Designed for: Designed by: Date: Version:

GOAL

How might we ______________________

______________________________________

For _________________________________

In order to _________________________?

Action

Initiation (What)

Users / Stakeholders (Who)

Desired change (Why)

Stress, non-​
streamlined 
processes, 

several different
contacts

Ensure everyone 
has all the correct 

documents for 
each step in 

process

Scholarships

Who: New 
freshman, 

traditional student 
completion the 

admission process.

Frustration 
with the lack  

of touch points
from the 

institution

Gather 
information at the

start - Including 
reading & 
listening

Situation: 
Miles, 

struggling with
documents

Felt that the 
process for 

application was 
more  

complicated than 
it needed to be. 

university 
bureaucracy 

and  
communication 

gaps
Support from
HS counselor 
throughout 
the process

a confusing 
admissions, 

scholarship, and
acceptance 

process

HS Counselor told
them the 

transcript was 
right, they don't 
know why there 

was an issue

Assumption: 
Friends telling 

them they 
didn't have to 
do "all that"

Frustrated 
University 

Staff 
Too 

many 
steps

Confusing
Process

The 
process is 
frustrating

Ordered 
transcript 

(apparently
wrong one)

Validation, 
acceptance 

into 
program

too many people 
were involved in 

the process 
(counselors, staff, 

etc.)

Repeated 
contact with 
several folks 
throughout 
the process

Admission Process 
Itself is Complicated

& Overwhelming

Need Clearer 
Communication 
from institution 

- including 
websites

Need for 
personal 

accountability

Too many steps 
in general --- 

multiple 
repeated 
actions 

What are challenges or potential opportunities to support your student with 
their goals as it relates to their college admission journey?

Rethink 
communication 
to student and 

parents

Online statewide 
inquiry form 

"free" - individual 
institution follow-​
up with specific  

Streamline application 
information required 

instead of all the upfront 
information we currently 

require. MINIMALIST 
APPROACH.  Reduce 

wasted processing time.

Convert to 
Apps 

instead of 
websites.

Guidelines:  
Quantity over 

quantity --- Yes And 
... be visual ... use 

headlines to 
describe idea 

quickly.

Since we are accepting 
most applicants 

anyway, why is the 
process so 

cumbersome with so 
much up-​front 

information requested.

Application 
Phases to 

reduce 
overwhelming 

process.

Use mini-​
videos for 
common 

questions or 
processes.

Rebuild application, 
CRM, retention 

tools, text 
messaging into a 

single 
comprehensive 

system

Statewide 
Application & 
Database of 
documents 
(transcripts)

Common 
centralized website 
(CPE?) --- You want 
to go to school in 
Kentucky? This is 
what you have to 

do. 

Team 2 / Red

John Gregory
Christopher Hetherington
Olivia  Morris-​Bush
Emily Howard
Christopher Jensen
Rebecca Johnson
Saundra Kimberlain
Leslie Maxie
Kausha Miller
Maggie Price

Step 1: 
Empathy 

map

Step 2: 
Themes

Step 3: 
Frame 
opp.

Step 4: 
Reframe 

HMW

Step 5: 
Ideation

Stress of student 
dealing with leaving 

home/HS and entering 
college.

Lack of preparation 
overall for College 
Admission Process

First-​Generation 
students don't 
have a lot of 

parental 
knowledge to 

assist.

No prior experience 
with learning to 
navigate a new 

environment.  Lack 
of exposure to new 

experiences.

Need more 
direction 
prior to 
process

OUR  BIG IDEA

School of 
choice is 

cheap and 
close to home

Figure out 
what 

university 
to attend

send 
appropriate 

ACT scores to
scholarship

counselor
really 

helped
relying on others 

to help him 
through the 

process instead of
doing some of it 

on his own 

Success = 
Admission

Assumption:  
Classmates going 

to same 
collection, Lots of 

Recruiter on 
Campus

Put the 
blame on the 

institution 
"They"Blaming 

institution
Having lots of 

repeated 
conversations and

lots of phone 
calls/interactions 
with HS counslor.

hearing that 
he should 
know all of 

this already 

Maybe a sense of 
worry about 

missing future 
deadlines or form 

submissions

Unprepared,
Insecure, 
Imposter 
Syndrom

Need Clearer 
Communication 
from institution 

- including 
websites

Email 
that is 

printable

One common 
format webpage
across the state 
for Applying to 

College.

Information 
via multiple 
modalities.  

Tik-​Tok video 
style.

Better utilize
"smart" 

technologies
Easy 

Checklists

fff
use techonology to

new students and their parents

ease application and admission process

streamline communication



Participant alias: NORA R


drive.google.com

Participant 3_Nora R -
Google Drive
This browser version is no longer
supported. Please upgrade to a
supported browser.

WHO are we empathizing with?1 WHAT do they need to do?2

What do they HEAR?6

What do they DO?5

What do they SEE?3

What do they SAY?4

What do they THINK and FEEL?7

PAINS GAINS

Who is the person we want to understand?
What is the situation they are in?
What is their role in the situation?

What do they need to do differently?
What job(s) do they want or need to get done?
What decision(s) do they need to make?
How will we know they are successfull?

What do they see in the marketplace?
What do they see in their immediate environment?
What do they see others saying and doing?
What are they watching and reading?

What have we heard them say?
What can we all imagine them saying?

What do they do today?
What behaviour have we observed?
What can we imagine them doing?

What are they hearing others say?
What are they hearing from friends?
What are they hearing from colleagues?
What are they hearing second-​hand?

What other thoughts and feelings might 
motivate their behaviours?

What are their fears, 
frustrations, and anxieties?

What are their wants, 
needs, hopes and dreams?

Empathy Map Canvas Designed for: Designed by: Date: Version:

GOAL

How might we ______________________

______________________________________

For _________________________________

In order to _________________________?

Action

Initiation (What)

Users / Stakeholders (Who)

Desired change (Why)

Move in was 
overwhelming 

and lots of 
people

they do the 
research to pick 
the schools they
are interested in

They're a little 
frustrated. 

They're also 
worried about 

finances

Talk to their 
advisor or 

faculty about 
resources on 

campus
interested in 
psychology, 

worried about 
costs and debt

First gen. college 
student, financial aid

recipient, trying to 
figure it all out on 

their own

Nora

they make the 
phone call to get
the transcripts 

even though it's 
frustrating

can imagine 
they wonder 

why no one is 
helping 
enough

Other students 
making friends 
and being in a 
place that 'just 
feels right' to 

them.

get 
transcripts 

and logistics
figured out

They feel like 
everybody else

has things 
figured out

Meet people
on campus; 
talk to their 

advisor

They keep
persisting

They move 
in even 

though it's 
scary

Hear others say "it
just felt right" 

about where they 
go to school

Nervous 
about 

meeting 
people 

They're 
nervous 
and shy

they say they are 
frustrated bc they 
thought they had 
transcripts in and 

they weren't 
received

get 
connected 

socially and 
meet people

need for 
support person

guide 
them to 
advisors

used to 
high school

support 
people

Insight

What are challenges or potential opportunities to support your student with 
their goals as it relates to their college admission journey?

CLICK ON THE GOOGLE LINK to learn about your 
"User" 
 
You will have about 10 minutes to review the data in 
the folder.

You will find a Google sheet with quotes, a journey 
map the student created of their admissions journey 
and some video clips.

After you've reviewed all the data, get together as a 
group and move to the next workspace: The 
empathy map

Need for 
support 

person / better
handoff

care 
team 

model

when does 
this happen?

how is it 
formalized?

various 
offices 

working in 
tandem?

Welcome videos 
from advisors that
can be shared w/ 
virtual calling card

have a "bid day" (but
not a bid day) to 

meet your official 
support trusted 

person, like official 
but casual actual 

event

On campus coffee
times (meet and 

greets) with 
advisors / advising

Online 
meet and 

greets with 
advisors

Regular 
retention/suc
cess meeting 

initiatives

Make use of a 
standard 

communications 
tool across 

advisors

establish a 
care team 
for each 
student

note all the ones 
we love are about 
relationships and 

outside of 
office/meetings, 

etc

have a success 
team who works 
together and has 

good synergy, 
open to all (UK 

model)

have closer 
relationships w 

high school 
people so the 

university people 
are more trusted

have some 
sort of one-​

stop shop for 
all student 

needs

Team 3 / Purple

Matthew  Purdy
Arion Jett-​Seals
Heidi Reid
Tamara Russell
Sarah Shaaban
Savannah Sipple-​McGraw
Sarah Stevens
Amanda Stonecipher
Jessica Romious

Step 1: 
Empathy 

map

Step 2: 
Themes

Step 3: 
Frame 
opp.

Step 4: 
Reframe 

HMW

Step 5: 
Ideation

tenacity is 
crucial

finances

Multiple issues with 
getting right documents 

submitted (lots of 
bureaucratic frustration!)

need 
better 

hand off

worried 
about 

applying 
scholarships

worried 
about 
debt

Lack of 
confidence

transcriptsFrustrations

College 
choice 

based on 
cost

OUR  BIG IDEA

Said/thought
they completed 
task (transcript) 

but was informed 
it was not done

Nervous - thought
they would be 
told they can't 
attend due to 

balance

she follows 
through - 
did this 

project, etc

frustration 
w transcript 
process and 
bureaucracy

wants to find a
person who 

really supports
her like the 

people in HS

wants to
do it 
right

persistence
and 

resilience

desire for 
connection 
and to meet 

people

graduate, 
no debt, 

interest in 
psychology

nervous, frustrated 
w processes, 

worried about 
costs/debt, worried 

she won't fit in 
(social belonging)

streamline the handoff process

students

ease their transition to college



Participant alias: ROSE M


drive.google.com

Participant 4_Rose M -
Google Drive
This browser version is no longer
supported. Please upgrade to a
supported browser.

WHO are we empathizing with?1 WHAT do they need to do?2

What do they HEAR?6

What do they DO?5

What do they SEE?3

What do they SAY?4

What do they THINK and FEEL?7

PAINS GAINS

Who is the person we want to understand?
What is the situation they are in?
What is their role in the situation?

What do they need to do differently?
What job(s) do they want or need to get done?
What decision(s) do they need to make?
How will we know they are successfull?

What do they see in the marketplace?
What do they see in their immediate environment?
What do they see others saying and doing?
What are they watching and reading?

What have we heard them say?
What can we all imagine them saying?

What do they do today?
What behaviour have we observed?
What can we imagine them doing?

What are they hearing others say?
What are they hearing from friends?
What are they hearing from colleagues?
What are they hearing second-​hand?

What other thoughts and feelings might 
motivate their behaviours?

What are their fears, 
frustrations, and anxieties?

What are their wants, 
needs, hopes and dreams?

Empathy Map Canvas Designed for: Designed by: Date: Version:

GOAL

How might we ______________________

______________________________________

For _________________________________

In order to _________________________?

Action

Initiation (What)

Users / Stakeholders (Who)

Desired change (Why)

Smaller city, 
good program,

get to room 
with someone 

familiar

Lots of 
anxiety/nerves, 
personal reach 

out is 
comforting

MajorCollege 
admission

Rose

To be
on the 

right path

decision 
making

Selecting
a major 

Room 
selection

What are challenges or potential opportunities to support your student with 
their goals as it relates to their college admission journey?

CLICK ON THE GOOGLE LINK to learn about your 
"User" 
 
You will have about 10 minutes to review the data in 
the folder.

You will find a Google sheet with quotes, a journey 
map the student created of their admissions journey 
and some video clips.

After you've reviewed all the data, get together as a 
group and move to the next workspace: The 
empathy map

Team 4 / Green

Barb Tipmore
Stephanie Tolliver Hyman
Lara Vance
Kristen Wallitsch
Emily Weideman
Deborah Whistler
Beth Willey
Joshua Williams
Phyllis Clark

Step 1: 
Empathy 

map

Step 2: 
Themes

Sticking points
in processes

Relationships

Guidance 
Counselor

GearUp 
Counselor

Other 
incoming
students

Overcoming 
those 

obstacles

TranscriptsFAFSA

Family 
expectation

Having 
an 

anchor

Step 3: 
Frame 
opp.

Step 4: 
Reframe 

HMW

Step 5: 
Ideation

Kentucky 
high school
transcript 
database

Career 
development 
assessment

Sign up for 
email updates 

from 
admissions 

office

Connect 
student to 
social and 

community 
groups

Create 
wrap 

around 
services

Improving 
upon 

relationships, 
opportunity to 
inform those.

Look at 
touchpoints 

and how they
are informed.

Place college 
admissions 
advisors on 
high school 
campuses

Establish additional bridge 
programs for students who

may be uncertain about 
pursuing college or 
choosing a major, 

providing them with 
guidance and support.

Train 
guidance 

counselors

Expand
GearUp

Go 
TEAM 4!!

Hire after-​
hours 
staff

after 
hour 
staff

Develop 24/7 
chatbot services to 

assist with 
answering student 
inquiries efficiently 

and in real-​time.

Implement streamlined
direct admission 

processes to reduce 
the stress of obtaining 

letters of 
recommendation and 

official transcripts.

career 
discernment 

class as part of
High school 
requimrents

Combination 
of 24/7 

chatbot and 
timeline/ 
checklist

Form strategic partnership 
teams to establish strong 

connections with local high 
schools and community-​

based organizations, 
ensuring collaboration and 

engagement.

Utilize AI systems, 
such as ChatGPT, to 
assist students by 

answering questions
and providing 

support efficiently.

Expand online 
access to 

educational 
resources and 

services for greater 
convenience.

Streamline 
processes 

for 
admissions

Developing 
statewide 

communication 
plan for 

application 
process

OUR  BIG IDEA

Prospective 
Student

Navigate 
the 

admissions 
process

They see their 
parent in the 

healthcare 
field

Shadowing
experience
exploring

They hear 
their GearUp 
advisor being

calm

They 
engaged 

with alumni

High school 
senior, not 

positive about 
career path

They 
engaged 

with current 
students

I imagine 
that they 

asked 
questions

Apply to college,
settle housing 

situation, 
choose a major

I imagine them 
talking to Housing
to ask about how 
to room with their

friend

Too many
 unknowns

They are hearing 
that the nursing 
program at the 
institution is a 

good one.

 learning from 
family, 

overwhelmed by 
paperwork and 

deadlines, 
apprehensive about 

housing       

strangers 
are scary, I 
admire my 

father

They heard 
guidance 

from GearUp 
advisor.

Passive
in 
communicating
needs

seems fairly 
organized and 

proactive--​process
map and quotes 
indicates      a lot 
of recordkeeping.

Not 
knowing 

their 
roommate.

To be 
closer to
home.

Reputation of 
school, good news

from housing, 
calm advice of 

advisor

GearUp 
advisor asked
her how she 
was feeling.

roommate 
uncertainty, 
not clear on 
major choice

Needs help
organizing 
. Maybe a 
process 
step by 
step

close to home,
adrenaline of 
orientation 

day

We can imagine 
her saying that 

she is not 
positive about 

her major.

Exploring 
nursing as 

a major

Uncertainty
about 
major.

 Desire to
be close 
to family.

Being in a 
place that 
is too big. 

Feeling lost.

They did 
successfully go

through the 
application 

process.

Positive 
feelings about 

summer 
outreach 
(SOAR)

It sounds 
like they 

took 
advice.

See counselor 
and GEAR Up 

teacher 
helping

Appreciates
help from 

adults

transcripts

comfort 
with the 
known

Scholarship
apps

foster supportive and intentional relationships

students who are going through the admissions process

reduce anxiety by better informing them, 
during the process and into their first year


