PRIVATE RESEARCH
UNIVERSITY
INSTRUCTIONAL TECHNOLOGY
A private research university sought a more unified

approach to supporting instructors using technology
in their courses. An internal investigation revealed an

impressive array of innovative teaching strategies, but also

an awkwardly varied approach to collecting data, assessing
results, and supplying instructional technology support
– from instructional design to content development to
technical support to course evaluation.

In collaboration with a university group representing the
University’s Information Technology Services, University

Libraries, Office of Academic Assessment, and the Center
for the Advancement of Teaching, brightspot developed,
piloted, and assessed a new service model that would

provide a more cohesive source of instructional technology
support. This involved creating a comprehensive

service portfolio, migrating to a shared ticketing system,

standardizing an approach for collecting data, composing

JOURNEY MAPPING
Who’s Capturing What Data & How:

problem-solving.

In a post-project evaluation, brightspot found that 88%
of faculty said they were satisfied with the new support
services, and 78% said they were satisfied with the

instructional technology tools and platforms. Eight out of
ten staff members also said they were satisfied with the
training sessions.
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METRICS CAPTURE MAP
Types o f Support

Services fall into three main types, depending on the complexity

o f the service and the number o f interactions required t o provide
the entire service.
How can I connect my class to
a remote presenter
in real-time?

Help me find…

Point faculty to resources,
tools or colleagues
APPLICATION

How can I connect my class to a
remote presenter
in real-time?

Guide me to...

Level 1+ walk them through
resources and tools, give them
feedback on use follow-up as needed
CO-CREATION

How can I connect my class to a
remote presenter
in real-time?

Work with me to...

Consultation and
sustained collaboration to
create new content,
analyses and approaches
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TYPES OF SUPPORT

QUALIFICATIONS

BRIGHTSPOT STRATEGY

