FIGURE 3A . ) Indicates interaction between
Traditional, face-to-face course service blueprint customer and the organization's

people and technology
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Bb =Blackboard FM = Faculty member  TA =Teaching assistant ULA = Undergraduate learning assistant UTS = University testing services
Note: To minimize complexity, vertical arrows are not included for support processes.
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** Repeat for 3 inclass, non-final exams during semester.

*Repeat process for 12 assignments during semester.




FIGURE 3B
Redesign to an online and hybrid course service blueprint

Indicates interaction between
customer and the organization’s

people and technology
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Bb =Blackboard FM = Faculty member  TA =Teaching assistant ULA = Undergraduate learning assistant UTS = University testing services
Note: To minimize complexity, vertical arrows are not included for support processes.
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*Multiple self-guided learning assignments, major projects, and online exams



FIGURE 4
Financial aid process service blueprint

customer and the organization’s

]: Indicates interaction between
people and technology
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*From high schools, universities, and other sources.

Create and
maintain
application
system

Create and
maintain
application
systems

Enable
web session

If paper
application:
Receive
and review
application

Note: Various support processes span the blueprint, including human resource and training management and database creation and
maintenance. To minimize complexity, vertical arrows are not included for support processes.
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**Due to discussion with schools'financial aid personnel or change in tuition
after the original award letters were sent.



