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What do school administrators need to 
successfully implement an online learning 
platform? 

What are the main features we should build 
for a self-service product?

How to increase acquisition and retention of 
customers?
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Research Methods 

● 1:1 or small group remote contextual interviews with 6 enterprise customers

● Participants were from different organizations of varying sizes and had a mix of usage 

● Qualitative semi-structured questions, participatory design card sort, and design concept feedback

Research Goals

● Understand Admins’ needs and goals

● Explore ways to organize information used by admins

● Collect feedback on design concepts
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Overall User Goal
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Admins drive 
adoption & 
engagement in 
their communities

… in order to prove 
their big experiment 
was worth it.
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Justify their decision 
and show value of 
their investment
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“A committee meets monthly to 
monitor the strategic technology 
plan.

[They] check insights to make sure 
teachers and students are using 
subscriptions... [to] show [it's] worth 
purchasing again next year.”

- District Technology Integrationist

Most admins mentioned the need to 
prove the worth of the organization’s 
financial investment
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Needs & Pain Points
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Admin User Journey Map
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5 of 5 orgs

Find an individual without 
knowing their name or 
school

Visualize or drill down 
through the levels 

UserNeeds

Hard to troubleshoot
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“You have to know the person's 
name already to search for them… if 
[only] we could just pull up a [school 
site] and have everything about that 
[site] show up right then”

- Educational Organization Director

“I don't always know what they've titled their class 
as.. nice to have a toggle right here to sort them 
alphabetical?”

- District Technology Integrationist
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Disconnected Levels

All 
Members

All 
Classes/G

roupsAll Districts

All Schools
Students

Parents

Current Working Model

Students & Parents

Classes & Groups

Teachers

Schools

Districts
Admin's 

Mental Model
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All or Nothing 
Audience Posts
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4 of 4 orgs

Select specific audiences 
(by grade, class, 
hybrid/remote, etc.)

Use minimal tools to reach 
as much of the audience as 
possible 

“We don't wanna bombard 
them with… communication[s] 
that are just not necessary to be 
communicated at that level.”

- District Chief of Staff

UserNeeds



Sample of Work  |  Jean Watanabe, User Researcher

Data to Take Action 
& Inform Decisions
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4 of 4 orgs

Measure engagement and 
usage across their 
organization throughout the 
year

“How often [do] the kids and parents 
come visit [the site]? [I need] to see if 
my investment is worth it, right?”

- President of Educational Service Company

UserNeeds
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Feedback on 
Designs & Card Sort
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What info should 
appear in each 
category?
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● Admin Home 
○ Member Requests

● Communications
○ Recent announcements
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How do Admins 
expect to interact 
with the homepage?

Full time admins expect to log in and land in 

Admin home for easy access to address 

what they need for the day

● Visualize and access entire org structure
● Member requests
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#1
#2

(This platform is potentially a small part of their work role. 
They need to get in and out quickly.)
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Research Recommendations
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Admin Research Takeaways

Front line technical 
support unable to 
troubleshoot and fix 
user problems 

No Problem 
Solving Tools

Hard to train users 
when usability, 
reliability, and quality 
issues are out of their 
control

Broken 
Features 

Unable to show 
measurable results to 
the decision-makers to 
justify the purchase

Success 
Metrics

Users with admin 
permissions may not 
need to use Admin 
Home all the time

On Demand 
Admin Home
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Overall Recommendations

Self-Service. Empower Admins with permissions and the capability to quickly resolve problems. 

Focus on Quality. Fix Bugs. Improve Reliability. Promise what we can deliver.

Help Me, Help You. We have a shared goal with Admins to drive adoption and engagement. Leverage that 

energy. Collaborate with orgs to enact initiatives that increase engagement and build tools to measure it.

Admin Home. Build toward a set of tools that helps Admins efficiently accomplish their day-to-day 

administrative tasks. 
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Empower the admins. 
They are a small but mighty 
group who help implement 
and are responsible for the 
success of OUR PRODUCT.
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Sample of an Insights to Action Matrix I co-created with product teams to prioritize their research informed action items

Feature & Usability Recommendations
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Impact of Research

Announcements feature rolled out to 100% enterprise customers

Most enterprise customers are currently utilizing the feature

Very positive feedback from implementation team


