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On time arrival

Experience

Journey 
stage

Buy

Pain points

Receive electronic confirmation 
of enrolment (eCOE)
Apply for visa
Spend time with family and 
friends

Touchpoints

People involved

What’s happening

Agent 
Family and friends
Immigration o�ce

I want to spend time with my 
family and friends before I leave. 
It’s going to be a while until I see 
them again

I want to make sure I arrive in 
time to make the most of every 
opportunity provided to me

First time on campus
Pay fees 
Get student card 
Attend orientation
Create timetable
Find long term accommodation

RMIT Security
Teaching sta� 
Students and classmates

Start classes
Find way around campus 
Meet classmates
Familiarisation with facilities
Find food on and around campus
Get acquainted with teaching 
sta�

Accept/
Defer/

Decline
Organise Find AttendPrepare PrepareWait HandleBreak

Receive visa 
Book flight
Find accommodation
Organise pickup/airport transfers
Pack

Arrive in Australia 
Check into accommodation
Buy SIM card 
Buy food
Set up a bank account
Attend registration 
Attend enrolment session & enrol 

Form bonds with people in class 
Understand how class works and 
what is expected
Prepare for first assessments
Meet mentor
Use Library and printing facilities
Look for part-time work

May go home for the break
Stay and explore Melbourne
Catch up on study

May rejoin extracurricular activi-
ties 

RMIT admissions system (iApply)
RMIT emails 

RMIT admissions system (iApply)
RMIT emails 

Family
Agent
RMIT International admissions
Bank

O�er details may be incorrect
Delays in receiving an o�er or no 
o�er
Foundation Studies GPA incorrect, 
o�ered downgraded program

Delays in receiving an eCOE
Long wait times for responses

 

I want reassurance that I’m 
making the right life decision 

I want to take care of the 
must-do’s so that I can feel less 
anxious and more excited!

I want to feel set up and ready 
to start but I’m not sure what I 
need to do 

I’m confused about were to go 
and nervous about making 
friends

I want to get to know people and 
settle into this new life 

I feel homesick but don’t want to 
disaapoint my family by asking to 
go home

I feel like I know what I’m doing 
now. I’ve got this! 

Social media channels 
RMIT website

RMIT Info Corner 
RMIT Connect
Bank
RMIT registration event sta�
Teaching sta�

Google
RMIT website
RMIT Info Corner
RMIT Connect
Real estate agent (rentals)

RMIT Campus map
Lost On Campus app
myRMIT
Blackboard

myRMIT
Blackboard
RMIT emails

Blackboard
RMIT emails

Blackboard
Emails from teaching sta� 

Family
Agent

Visa processing may take a long 
time
Expensive flights
Limited time to prepare and say 
goodbyes
Most countries start uni in 
September  

RMIT pickup service sta�
Accommodation sta� (e.g. 
UniLodge)

RMIT service sta�
Housemates
Students 

Long wait times at Info Corner
Fee payment methods unclear
What to expect at registration
Understanding semesters
UniLodge overpriced
UniLodge booking period unclear
Not confident with online 
payments 
Registration not useful to 
students transferring uni’s
Lack of opportunities to talk with 
other students at registration
Passed between multiple service 
areas to get help
Applied because of City campus 
but based in Bundoora 

Finding classes in di�erent build-
ings 
Understanding room numbers
Di�cult to find the gym
No transport concession
Finding longer term accommoda-
tion 
Access to buildings not provided
Confusing paper process to get 
access 
Receiving too many emails
Changing programs is di�cult 
and paper-based

No printing support
Charged for printing when print-
ing doesn’t work 
Mentor unavailable
Di�erence in academic styles
Unaware of printing credits 
available
Food options on Bundoora 
campus
Teaching sta� unfriendly
Peers less accepting of diversity 
Not enough computers 

Teaching sta�
Classmates 

Family
Friends

Friends
Teaching sta� 

Respond to o�ers
Pay deposit
Pay Overseas Health Cover 
(OSHC)

Prepare Wait

Cost of tours and trips 
Loneliness 

Receiving marks without feedback
Unsure how to join clubs 
Lack of access to tutors
Want more help from School 
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Settle into life in MelbourneArrive in AustraliaAccept o�er and depart home country

International student onboarding experience
On time arrival experience of Omar, 
an undergraduate student from 
Bangalore, India

“I didn’t attend orientation but a few 
of my friends went and got free food. 
They took a lot of photos and posted 
them online. They looked very happy. 
I think I actually wanted to go but at 
that time it was raining so I didn’t go 
then. It was on the lawn, right. Ok, I’m 
going to stay in the library. I was lazy 
at that time.” 

“I called to ask about late registration 
and they told me not to register late 
and come early. So then I had to rush 
everything. I got the �ight ticket six 
days before.”

“It was a bit confusing. I tried to pay 
by credit card. I had to try a lot of 
things on my own. I ended up using 
BPAY. I didn’t know BPAY before, I had 
to do a lot of google searching. It was 
a lot of money so I didn’t want to 
mess it up.”

“I found out about I had money to 
print, then I had to learn I had to use 
myDesktop. I found out to use 
myDesktop because I googled ‘how to 
print at RMIT’”

“I think timetabling started at 8am. I 
didn’t know that places would be 
taken. I hadn’t done timetable on this 
website before. I didn’t know places 
would be taken so fast. I missed out. If 
I had known I would have gotten up 
30 minutes early and gotten into my 
class”

“My o�er letter arrived in 2 days. Very 
fast! The process to get in was easy. I 
expected an interview but it didn’t 
happen. I ended up accepting a bit 
late because of trying to secure a 
loan” 

“I didn’t have much time to prepare 
because I had to apply for my visa and 
my visa kind of got delayed. And I was 
so unsure of coming because the 
course was starting really soon and I 
hadn't got my visa. I was very close to 
postponing…”

“I didn't have a place to stay so I had 
to stay in a hotel and look for accom-
modation. That was really di�cult 
because most of the students were 
out there hunting for apartments in 
the city. I wanted to live in the city but 
the cost was really high because the 
demand was high.”

“I didn't know that the three numbers 
meant the building, the �oor, and the 
room. No one told me that. So 
obviously we have to just �gure 
things out here. You need to be street 
smart and you need to �nd your way, I 
know that. I think at least for the �rst 
week, there should be some sort of 
information so that you reach your 
class on time.”

“The thing is I have my classes at all 
the wrong times. The soccer club is 
when I have my evening class on 
Friday and the activity is during my 
class on Thursday. So I actually signed 
up for it but I don't get to go for it”

“I spent the break doing assignments. 
They were due right after the break. I 
was using my laptop for my assign-
ments all day long for seven days!”

“The whole registration day, like the 
whole point of the event, was so that 
you could ask questions. But they just 
said, "go to RMIT Connect. It's like 
Google for RMIT, so just go there. Go 
there!" To me, I'm like, ‘why are we 
here if you're just going to point us to 
the direction of looking online?’"

“My friend took me around and 
explained where the shopping centre 
was and everything. She also told me 
how to get to the city”

Explore Set routineTrade o�

New initiatives Extended web chat hours and 
capacity matched to channel 
demand 
(RMIT Connect) 

Online enrolment
(ARG) 

Improved o�er experience 
(StudyLink) 
(Global Admissions)

Automated comms campaign 
once (O�er Made) (Global Admis-
sions - ICAAT) 

Connect for success - direct 
content for priority cohorts to 
maximise onboarding, direct 
comms with priority cohorts 
(RMIT Connect)

Revised acceptance deadlines 
(Global Admissions) 

ARG project to improve delega-
tion authority (ARG) 

Living, welfare and safety project 
(Wellbeing)

Revised Mates mentoring 
program (Student Life) 

Airport Greeting Service (Student 
Life) 

Review of credit/RPL process 
(ARG)

RMIT 60 Digital Assistant (DVCE)

Combined welcome events with  
international and domestic 
welcome (Global Admissions/Stu-
dent Life) 

Late arrival event (Welcome to 
Melbourne) (Student Life) 

Collecting ID in person (RMIT 
Connect) 

Digitised change of program 
(Global Admissions) 

Onboarding videos for inbound 
students (Comms/Wellbeing)

Arrival comms campaign over 2 
months, 8 edms (Comms/Global 
Admissions)

Web optimisation - prepare to 
arrive and student welcome 
(Comms)

Revised engagement model for 
clubs and societies program 
(Student Life)

‘Looking for part-time work’ video 
(Comms/Wellbeing) 

 

Targetted trips and tours (Student 
Life)

Arriving late
Unaware of class start dates 
Unsure of things to do 
On campus enrolment
Student email address and pass-
word details
Enrolling mid-semester 
Awkward & crowded orientation
Competitive timetabling
How to get a student card 
High living costs   
Accessing rooms 
Documentation required for 
credit transfer 
Separate orientation for domestic 
and international
No people at program orientation
Too shy too attend orientation
Student cards not able to be used 
as ID (lacks birth date)

Targetted follow-up engagement 
campaign (Student Life)

Revised timing for onboarding  
feedback (Student Life/Comms)


