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The Tale of Two
Irajectories

The growing disconnect between evolving needs and perceptions of students, and the
academic services designed to support them.

( Cassandra Knowles - Matilda Larsson - Surya Yogananthan - Sahil Rawal J
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The University’s
most reliable
services are

from student
awareness

@ Importance @ Satisfaction Usage
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Availability of Wi-Fi on Campus LMS

LMS is the most used service (4.96),
but ranked 6th in importance (3.92).



MISM 6213 - Data Storytelling - April 10, 2025

Why does this matter to the C10?

This project is meant to support a ClO-led initiative to ensure that
digital services are not only functional - but visible, valued, and
aligned with user needs. With millions invested in Wi-Fi
iInfrastructure, ERP systems, and academic technology, leadership

needs to know: Strategic Goals...

e |s the university meeting the evolving expectations of students, o
faculty & staff? Investment Validation

Post-COVID transformation

e Has the university's post-pandemic investments paid off? | _
Strategic Planning: master plan, outreach, engagement

e \Which services are driving satisfaction?

2018 2021 2024
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Pre-Pandemic During Pandemic Post-Pandemic

BUSINLESS CONTEXT
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Data Source

e MISO surveys

e 2018, 2021, 2024
e Students, Faculty, & Staff 600

800

@ python’

Data Cleaning 200
e Python
e Removed unnecessary columns
e "-909" treated as missing value 0

Students Faculty Staff

DATA & METHODOLOGY

e Averagesfiles
e Student files concatenated
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Perception, not performance, is driving disconnection.

There is a growing disconnection
Classroom Technology @ LMS between the evolving needs and
perceptions of students, and the

\/ academic services designed to support
them.

Classroom tech usage rose
steadily

(+10%)

post-COVID

CENTRAL INSIGHT
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Importance vs. Satisfaction

The diverging bar chart reveals the largest discrepancies between importance and satisfaction across services.

-

Wi-Fi on Campus

Online Colab Software

Overall Computing Services

ITS Online info & self-service
Self-Service Banner (My Framingham)
Canvas Support

Library Database

Library Reference/Research Service
Ram Search

Satisfaction Importance

SIUDENT DISCONNLECT
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Importance ol Key Digital Services Is Declining Despite steady satisfaction levels

Importance scores drop — a red flag
@ Library Database @ Available Wi-Fi on Campus LMS Indicating potential disengagement or

| | lack of awareness.
ITS Online Info & Service

3 — Library databases dipped from

4.2 to 3.8

over 6 years

2018 2021 2024

PERCEPTION OVER TIME
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© Library Database Ram Search @ Tech Resource/Helpdesk

.\: .
Importance —— — Usage and importance of
services show small but
meaningful gains.
— — But, there are still gaps,
— —— showing that some tools are
Usage \ underutilized or undervalued.

2018 2021 2024

Perception Gap

USAGL VS. IMPORTANCE
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M Awareness Campaigns:

Reintroduce essential but overlooked services through relatable, student-centric messaging

Service Storytelling:
Highlight real use cases and outcomes & how these tools support academic success

@/ Student-Led Engagement:

Involve student ambassadors or peer tech reps to advocate for tools & normalize their value

Service Visibility on Digital Platforms:

Integrate service information into portal s students already use to reinforce awareness

RECOMMENDATIONS
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Don’t let essential
services [ade into




