Design of a reflective tool to integrate
students’ context in Dutch language
learning services

(NLtraining use case)

Mariana Pérez Contreras
Master Thesis



]
TUDelft

Design for interaction

August 2023

Delft University of Technology
NLtraining

Dr. F. Secomandi

MSc. D. Yan

Jorien Overeem

| consider myself privileged to

have amazing people around who
supported me along the way and
who believed in the cause, even if
sometimes | was all over the place,
they helped me get in line and keep

going.

Thanks to Di and Fernando, who were
my mentors in TU Delft, who brought
their expertise and helped me to
achieve my goals, provided me with
inspiration. Di for helping me organize
my thoughts and re-phrasing what |
was thinking, and Fernando for asking
good questions and enabling my
critical thinking.

Special thanks to the team within
NLtraining, beginning with Inge, who
was the first person who | spoke
about my ambitions and always made
good questions. Thanks to Jorien
who guided me into SLA theories
and with all the patience of the world
allowed me to reformulate my design
thoughts and put them into context.
Thanks to Frans, Maria, Sandra, and
Annelies who supported my work

by letting me in their classrooms

and thanks to all the students who
contributed with their stories with an
open mind.

Thanks to my friends, from TU Delft,
from Leiden and from México and
neighbours, it means a lot that

you were always asking about my

progress and even if you were not
familiar with the topic, your nice
words and trust in me kept me going.

Thanks to my (ex) colleagues, who
shared their experiences with their
thesis and brought hope in desperate
moments.

Thanks to Rocio, for being my running,
Dutch and life buddy, for all your
support and companion during this
project.

Without my family, it would not have
been possible, for my father, who
always inspired me to achieve and aim
for being a better human being, to my
mom who has been always the heart
of the conversations and to my sister
who always sees the best of me.

Finally, | would like to thank John, my
partner, my companion, and my best
judge. Who was with me in the bliss
and bitter, listening, commenting,
testing, and whatever was needed,
always holding my hand and my heart.

And thanks to you, for reading.
You are also part of it!

Enjoy!



Language is one of the most
important factors that international
citizens need to acquire when
stablishing in a new country, it
enables communication, widens
opportunities in relation to academic
and professional development (Geurts
& Lubbers, 2017b), and provides a
sense of belonging. Thereforeg, it is
relevant to understand what enables
and inhibits the language learning
process to make the integration
process more user centered, propose
actionable ideas and design effective
interventions in order to optimize
current language services, which in
the end will result in cultural-societal
impact (Sosa, 2019).

This project aims to contribute to
such language learning services
optimization, working together with
NLtraining, who is a specialized Dutch
school providing language courses for
expats and immigrants.

A service design methodology is
proposed to help bringing a user
centric vision based on students'’ real
context but also provides a holistic
scope including not just students and
professors but also content making
professionals and administrative
departments.

The initial phase of the project
involves an exploration of existing
literature from Second Language
Acquisition and service design,
where it was found that SLA research
is centered on providing the ideal
learning environment, however,
specifically in language learning,
interactions in real life represent a
great space for learning, therefore a
gap between real context and learning
environment was found.

To better understand this gap in
current language learning practices,
exploratory research is carried

out, interviewing students from
NLtraining coming from different
levels, where the main insights show
that even though students have great
motivation to learn the language and
achieve academic and professional
goals, their language use in real

life is inhibited by different factors:
cultural barriers, self-esteem, and
deep complex reflective processes.

It was found that professors who are
the course facilitators have limited
access to these kinds of insights,
since they make their decisions based
on assumptions from what they
observe from the course, this, seen

from a service design perspective, can
become an opportunity to optimize
current strategies.

The goal of the project is, then to
design a tool that will help bridge
students’ experiences through a
reflective practice, which will support
their learning process, as well as
support professors with real insights
of their students’ language use. Three
exploratory concepts were developed,
tested with students, and evaluated
from a design perspective, then a final
concept is presented, where a digital
prototype is built, given its versatility
and accessibility, it has the potential
to be integrated into NLtraining's
current workload and bridge students’
context to the learning environment.

This tool helps collecting data such
as: activity performed (listening,
speaking, reading, or writing),
description of the experience (text
input), related class resources and
emotion (good, neutral or not so
good).

The prototype is validated in the
final stage of the project, where the
main findings conclude that enabling

such reflective tool can promote
students engagement with the
course, in first instance because it
provides a structured space to share
and vent their (positive or negative)
experiences, identify elements from
the course that are working well or
not, and finally allow professors to
learn, empathize and best prepare
the content of the course, based on a
loyal portrait of students’ needs.

This project presents the impact

of service design practices in

an educational setting, which
includes supporting stakeholder
communication and collaboration,
helping scope gaps in the service
based on user insights and enabling
an iterative approach to fostering
optimizations.



Tell me and | will forget,
show me and | may remember,
me and | will understand

Confucius

Reflection of a Dutch Ianguage' student: ”
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Chapter 1. Introduction




In the city of Leiden 1 out of 8 citizens
are adult internationals (person

living in the Netherlands who has a
different passport other than Dutch),
(Leiden in Cijfers | Gemeente Leiden,
n.d.), this means that from the 127079
residents, 16,643 come from an
international background, numbers
that are expected to increase in the
coming years, which demands a
deep understanding of the needs and
context of the community.

This project thesis aims to contribute
to such understanding by presenting
an alternative perspective based

on a service design methodology
applied to Dutch language learning,
collaborating with NLtraining who is a
specialized Dutch language school.

Why is it important to talk about
language?

Because is one of the main aspects
that influences international
integration, it is part of a complex
challenge because it goes beyond
facilitating socio-cultural integration
and knowledge sharing, it means
economic development first: for
internationals who relocated in a new
country, and second: for industries,
and government organizations from
the host country (Van Tubergen and
Kalmijn 2009). It enables participation,
promotes a sense of belonging and

Fig 1. Aspects enabled by language learning

widens academic and professional
opportunities, therefore there is

a great interest in bringing new
strategies.

The first section of this chapter is
dedicated to the theory behind the
current Dutch learning courses.
Current Dutch language courses are
mostly based on Second Language
Acquisition theory, which is rooted in
cognitive and instructional sciences,
providing knowledge on structure,
guidelines and strategies to produce
language courses; it identifies the
principal aspects that have an
influence on the learning process and
makes sure that the ideal learning
environment is designed.

In the second section, | will introduce
service design as a discipline that can
provide a resourceful methodology

to help optimize Dutch language
learning courses and its current
theoretical background because it
scopes the different stakeholders

across the service (students,
professors, educational developers,
etc), beyond the learning process,
driven by user insights that are
incorporated in the service to
optimize best practices with a holistic
approach.

As a conclusion, by having a
multidisciplinary approach a bridge
can be created between academic
discussions and real-world problem
solving, this proposes that the
collaboration between the service
design and SLA field can enrich

the dialogue when developing

or optimizing language learning
strategies (Van Der Bijl-Brouwer
(2022).

Second Language Acquisition
(SLA) is defined as a “theoretically
and empirically based field of
academic inquiry that aims to
understand how the systematic

manipulation of the mechanisms of Fig2.

learning and/or the conditions under
which they occur enable or facilitate
the development and acquisition

of a language other than one’s first”
(Loewen, 2014).

It has been evolving through the
last decades, being influenced by
different approaches (Johnson, 2008),

beginning with behaviorism: learning
a language was seen as a “habit
formation”, a relationship between
stimuli and responses. The principal
strategies used in this approach are:
repetition, imitation and practice.

Then, cognitivism, which perceived
language learning as a comprehensive
process, where students were able to
understand and process information
related the target language and
acquire it based on their mental
processes.

Finally, a dialogical approach
explained that there are
environmental factors that can help
understanding language acquisition,
learning a language was seen as

a mean to connect with the world
through signs (language).

Different approaches in SLA

Still, from the previously mentioned
approaches we can see that SLA
practices are deeply focused on the
dynamics between the professor,
the student, and the content of

the courses, with emphasis on the
relationship between learning and
teaching (Lightbown & Spada, 2013).



New developments and theories

are tested with students inside

the classroom, or in an academic
laboratory, where most of the
participants are students on an
academic exchange or international
education programme, being English
or Spanish as the target language.

After this short introduction to SLA
theory and its approaches, | would
like to discuss what are the elements
that conform the language learning
process, based on SLA research.

In the previous section | introduced
Second Language Acquisition

as a general reference for Dutch
language current practices, now

| would like to focus on Dutch
language learning process, which is
presented in the second edition of
Handboek Nederlands als tweede
taal in het volwassenenonderwijs
(2015), (Handbook Dutch as a Second
Language in Adult Education).

In this section | present such

aspects and its description. The

main categories are: influencing
factors, modules and strategies, its
understanding is important because
it will help to categorize and identify
potential opportunities in next stages
of the project.

Modules (activities and knowledge
blocks)

Activities include listening, speaking,
reading and, writing. Listening is the
direct or indirect auditive input which
the student then assigns a meaning
according to their understanding.
Speaking is the speech conversion

of students’ expressions. Both of
these activities are most of the times
acquired already by most of the
Dutch learning students, however,
reading is an activity that requires a
certain level of literacy, it is the ability
to actively assign a meaning to the
characters in paper (or any other
kind of sign). Similar case for writing,
which is making use of characters in
order to communicate (Handboek
Nederlands als tweede taal in het
volwassenenonderwijs, 2015).

Vocabulary and grammar, represent
knowledge blocks. Vocabulary
consists of the knowledge of words
that give the meaning of expressions.
Finally, grammar is form of the
language, where the student must
learn the rules of how the language is
correctly used.

By the end of the course, a successful
(or not) acquisition of the language

is assessed. Writing and speaking

are activities that are assessed

by a qualitative observation of

the professor when performing a
determined task, in comparison

to listening, writing, grammar and

vocabulary that are assessed in a
quantitative test that can be analogue
(written) or digital.

Influencing factors

As the behaviorist approach suggest,
language learning is influenced by
environmental elements, which then,
facilitate the student to communicate
with the real-world through language,
this main elements are the following:

« Students’ background — aspects

like age, length of stay in the country,
genre, first language background and
academic level.

« Cognitive factors — sensitive period
(related to brain plasticity and ability
to learn languages), intelligence, and
learning style.

« Socio-affective factors — attitude
and motivation, extravertedness and
introvertedness, and culture.

« Social environment factors — contact
with the language and interaction and
learning methodology and strategy.

|dentifying factors is crucial, because
it facilitates the interpretation of

the students’ context and how it

will potentially perform during the
learning process. Even though, it

is not very clear from literature if
there is an existing structure for its
collection, or said in another way: it is
not clear if learning this information
from the students is something that
is currently done in Dutch language
courses.

Language learning strategies

After presenting the influencing
factors and modules, it is relevant

to talk about strategies because it

is shows the different process with
which a language can be learned, and
are the following (Loewen, 2014):

 Cognitive —this kind of strategy
relate to the pure brain processes
that are used to retain knowledge, for
example visualization, memory, and
repetition.

« Meta-cognitive - this strategy refers
to more complex processes that

are used to plan, analyse, monitor,
and evaluate learning, for example
choosing a learning strategy and
assessing how effective it was.

« Social - this strategy consists of
reaching out to people in order to get
learning support, activities such as
talking to native speakers and peer
discussions are part of this category
of strategies.

« Emotional - refers to the use of
emotions to support the learning
process. They help regulate emotions
or uses them as trigger to increase
engagement. An example would be a
reward after certain amount of study,
or recognition after successfully using
the language.



Fig. 3 Relevant aspects of Dutch language learning

Learning about the aspects of

Dutch language learning helps us to
understand: through the modules
“what” has to be learned and the
activities involved, through the
influencing factors “why" is it relevant
for the student to learn and the role
it has in their context and through
the strategies "how" can learning be
facilitated.

In conclusion, current Dutch language
courses are dedicated to implement
the ideal learning environment, by
developing new strategies that can
support knowledge gaining, however,
there is a question if whether the
influencing factors are also taken
into account. In the next section | will
deep dive into the challenges that |
found when analysing related work
presented in this section.

In this section, | delve into the
challenges found after reviewing

literature related to language learning.

From the research carried out in

SLA, | found that the main goal is

to design and provide an optimal
learning environment by making use
of effective learning strategies in
order to gain language proficiency.
Therefore its scope is the dynamics
between professors and students and
how knowledge travels.

However, in the frame of this project,
which is Dutch language learning
services, | found that knowledge
built upon developing such learning

strategies comes from research
targeting college students doing an
exchange semester, or in a foreign
education program, where the target
language is English or Spanish.
Specific research related to Dutch
language learning is limited, therefore
it is an invitation to delve into this
context and contribute to current
research.

Another challenge that | found is
that factors influencing the learning
process are related to students
background, social and socio-
affective factors, as well as the social
strategy suggests that reaching out
to Dutch native speakers is crucial to
effective learning, which implies that
learning is not limited to the learning
environment; “learning is an activity
that happens in different instances,
for example as in formal and semi-

Fig. 4 Visualization of current dynamics in SLA, where the arrows
show the direction on which knowledge and information travels.

formal learning environments”
(Selander, 2008). This is a challenge
because current assessment
structures are based on language
proficiency, which is tested inside the
classroom, when real-life situations
might have a great influence on the
learning process (Fig. 4).

Then, | conclude that knowledge

of influential factors involved in
informal learning can be beneficial
for optimizing the design of future
learning strategies, that can support
students in experiencing an effective
learning process, which at the same
time would contribute to a smooth
integration process, which is the main
goal for learning Dutch, in the context
of this project.

In conclusion, considering an
approach that helps learning from
students’ informal learning in real-
life can greatly contribute to
current approaches involved in SLA
knowledge building (behaviorist,
cognitivist and dialogue).

In the next section | will introduce
a service design approach which is
based on user experience and its
relation with their real environment
and can help overcome the
challenges found in this section.



As mentioned in the previous section,
a great challenge is to learn and
process contextual information from
informal learning outside the learning
environment. In this case, service
design is proposed as a potentially
helpful approach, which will be
presented in this section.

Service design originates from design
thinking, it provides collaborative
methods that balance the needs of
different stakeholders to gain deep
end-to-end understanding of services,
with a user centered mindset, the
main goal is to enable meaningful and
holistic optimizations (Stickdorn et al.,
2018b). There is an increasing interest
for organizations to take a service
design approach, since it brings the
voice of the users to current practices
to foster an improved experience.

The reason for proposing a service
design approach in a discipline such
as second language acquisition
(SLA) is because it uncovers insights
and opportunities beyond the
learning environment. By focusing
on user experience, service design
can provide guidance on how best
satisfy user needs, incorporating the
needs as well from professors and
SLA practitioners. In that matter,
previous work of service design in

education has mostly focused on
administrative and catering processes
process (Carvalho & Goodyear, 2017b),
which means that the approach of
this project can also contribute to
understanding the collaborative
nature of service design and SLA.

Previous work on service design in
educational services (Carvalho &
Goodyear, 2017b), has proposed a
networked perspective of different
aspects involved in the learning
process. This perspective is presented
in the Activity Centred Analysis and
Design (ACAD) model (Fig. 5), which
helps identifying aspects that could
be optimized or improved in order

to foster effective learning. Is has as

a central character the “"emergent
activity”, defined as what people “do".
The three surrounding categories are
the different design elements that can
influence such “emergent activity™
epistemology design (knowledge,
content of the course, tasks etc),
social design (roles establishment,
group discussions, etc), and finally set
design (tools, resources, artefacts).

One point that Calvalho & Goodyear,
(2017b) make is that “learning

cannot be designed, people learn in
and through their own “‘emerging”
activity’, it is a fact that learning is

an activity that happens in different
instances, for example as in formal
and semi-formal learning environment
(Selander, 2008), (during the classes,
or in events organized by schools), as

Fig. 5 Activity Centred Analysis and Design (ACAD) model

well as informal (real life, for example
conversations with neighbours,
reading a letter from an organization,
listening to a podcast, etc). Therefore,
the key is to understand the context
and experiences where learning
"happens” outside of the classroom.

One relevant assumption, that this
project might help clarifying, is that
learning in informal settings (or use
of knowledge outside the classroom)
can be in fit in categories from the
ACAD model, as well as in different
aspects from SLA (mentioned in

the previous section), making it
challenging to map its relevance
within the service structure.

As mentioned by Rodriguez-Kaarto
& Hahn, (2015) concepts like
relations, interaction, and immediacy

with native (or more advanced) 2L
(second language) speakers are

also considered to be part of the
learning environment. Here, | would
like to emphasise a little more on the
relevance of user experiences in a real
context with an example: as part of
the strategies of the class, students
participate in a role-play activity
simulating a phone call to the doctor
to make an appointment. Since it is
carried out by two students with the
guidance of the teacher, students
have a controlled environment,
where they speak in a slow pace and
take time to hold the conversation.
A different story comes when the
phone call has to be carried out in
real life: let's say that the student is
experiencing a weird symptom and
wants to make an appointment,
during the call the speech speed



from the secretary was very difficult
to understand, in addition to the
challenge of explaining the specific
symptom, due to the lack of familiarity
with this context, the student can
experience a negative emotion,
which in most cases prevails in
their own thoughts. During the next
class, the professor tries to explore
how students are tracking with
their language use, but the student
did not feel like sharing openly her
experience, due to embarrassment,
disappointment, etc.

This point shows that the real context
and learning environment can vary

in different elements, which raises
the following question: how can
informal learning (or learning in real
context) be related or embedded in
formal learning? It would be great
that professors could be present
when students are using the language
in real-life, unfortunately it is not
possible by the means that we have
nowadays, therefore, it is important
to look into a method/tool to learn
about informal learning. It is relevant
to understand real-life language use
because it can provide useful insights
about what enables an inhibits
language learning, which could be

for example: cultural constrains
(Rodriguez-Kaarto & Hahn, 2015),

lack of motivation (Lamb et al., 2020),
exposure, economic incentives,
efficiency (Geurts & Lubbers, 2017b),
and more. So then, optimizations can
take place to tackle inhibitors and

reassure enablers.

As a conclusion, service design can
provide a holistic structure of the
elements that are related to the
learning process and its production
(ACAD model), as well as provide a
user centric perspective based on
user experience and incorporate

it into SLA research structures,
however, there is a latent question in
regards to the connection between
the learning environment and real
context, which is part of the main
contribution of this project.

In this section | explained what is
service design, how can it relate and
contribute to SLA, in the next section
| will focus on describing the service
design methodology and what are the
different tools that can be used.

| would like to properly dedicate
this section to explain the design
methodology and the tools that can
be used from service design.

An interesting quality from service
design is its versatility and can be
applied or explained in different
ways, according to Stickdorn et al.,
(2018b), it can be seen as a mindset,
as a process, as atoolset, as a
cross-disciplinary language or as a
management approach. In the frame

of this project, service design will be
defined as a methodology because it
sets an objective and evolves through
iterative cycles, being the following
the stages of the methodology:

» Research - consists of learning
the current context of the service
within the user’s life (van Boeijen,
A. et al, 2020). In this stage, the
user plays a crucial role where they
can actively participate in different
methods depending on the project.
The outcome is to obtain data and
translate them into insights about
service performance and shed light
into possible improvements.

e Ideate - consists of making use of
insights to concretize in different
ideas how the issue, touch point or
design goal be solved.

« Prototype - consists of the pilot
version of a concept in real-life,

it helps visualizing how does the
proposal will look in the future. The
level of fidelity varies according to
the needs of the project, in some
cases it is used to explore concepts,
communicate or inspire.

 Test - In this step, the concept

goes through a validation process,
assumptions and question stablished
in the research question, can now be
assessed against the performance

of the prototype. Here, the designer
can get an idea on what aspects are
working well, and which ones would

need to be optimized.

In each of the stages different
methods can be applied depending on
the objective of the research and help
collecting data from the service, users
and stakeholders, a complete list of
such has been listed by Stickdorn et
al., (2018b) and van Boeijen, A. et al.,
(2020). In the following paragraph | will
introduce the most relevant methods
in the frame of this project:

e Participant
observation - consists
of the designer getting
immersed in the users’
context by accompanying them in
their normal activities, the designer
can interact or not according to the
design goal. The objective is to detect
which are the elements, artifacts,
emotions, and people involved in
the desired situation or interaction.
There are different resources that help
document this kind of methodology,
like voice recording, taking
photographs and making field notes.

e Interviews - consists of
one-on-one conversations
with the users, where the
designer makes use of a
semi-structured script with relevant
questions. The goal is to understand
the user’s perspective and learn from



their experiences. Activities that help
documenting data obtained through
this tool are voice recording, taking
photographs and making field notes.

 Brainstorming — consists
of a session were based
on provided information,
participants develop ideas.
The goal is creating concepts and
shape them in sketches, text, or mind
maps. Diversity is key, and having
an open mind helps designers and
participants to collaborate.

» Workshop sessions

— consists of a session

where a certain group of

participants (could be
users, but also different stakeholders
from the service ecosystem), and
the facilitator, that can be the
designer brings a targeted topic
with a specific goal, this could be
generating a discussion about an
issue, test a concept or understand
the participants’ point of view. These
sessions can also be called co-design
or participatory sessions because
people are brought together to work
in a certain topic.

« Decision matrix -

consists of guiding

the decision-making
process, mainly when a more detailed
concept is to be developed from
previous iterations. This tool helps
mapping relevant aspects and
giving a value to each element to

help objectively decide which is the
optimal direction.

In addition to the methods, service
design provides tools to help
document, analyse and visualize the
findings resulting from data collection
by using the previously mentioned
methods. Being among them:
personas, journey maps, stakeholder
maps Stickdorn et al., (2018b).

« Journey map

- consists of a

visualization of a user
experience over time, or throughout
the service. It helps to identify gaps
or issues and support decision
making when proposing a solution.
There are different variables that
can be displayed in the customer
journey such as: activities, emotions,
stakeholders, interfaces, etc. Data
used to elaborate the journey map
comes from research tools like
interviews and observations.

» Stakeholder map -

like a journey map, the

stakeholder map is

a visualization of the

stakeholders involved
in the service and the main goal is to
map their relationship: what are their

needs, motivations, and requirements.

This tool is valuable because it helps
showcasing the ecosystem and helps
designers to work with a holistic
approach.

Fig. 6 Visualization of service design stages, its definition, tools and methods used in iterative cycles.

After presenting an overview of the
methods and tools that are used in
service design, the next step is to
define the strategy or practice that
will enable students’ real context to
reach the learning environment.

Students’ real context is a concept
that varies between students and
can be unpredictable, this is what
makes it fascinating. Its intangibility
can challenge its understanding
and collection, therefore a strategy
that can allow students to act as

translators of their own experiences
can be a reflective practice, when
applied effectively, it helps students
to scaffold (informal) learning
experiences into the (formal) learning
process, according to Bentvelzen et
al. (2022b).

In the next section | will introduce the
theory behind the reflective practice
and its current applications.



In the previous sections | introduced
SLA as a theory which faces some
limitations caused by the intangibility
of students’ real context, which is a
factor that influences the learning
process. Then, | proposed that a
service design methodology can
provide useful tools to propose a
user centered optimization. In this
section | propose that a reflective
practice can be a helpful strategy

to stimulate students to document
their real context because it can
help transforming experiences to
actionable insights.

Reflection is defined as the process
carried out to reassess thoughts,
beliefs, and feelings by analysing past,
present, and future situations, finding
causes and building conclusions with
a problem-solving approach
(Strampel, K., & Oliver, R,,

2007). It is a relevant activity

in the learning process

because it helps understand
behaviours, enables

students to engage in personal
and self-development (Reflection
Literature, 2020) and facilitates
cognitive growth (Wang et al., 2023).

In the frame of this project, reflection
can enable students to become aware
of their language use in their daily

life, evaluate their experience and
translate it into data that can be then
analysed in the context of the course.

Durall et al., (2017) explain that the
reflection process consists of three
main stages: awareness, critical
analysis, and change. Beginning with
recognizing a past or present situation
(awareness), where the person
becomes aware of an experience,
where it is important to provide a
broad description of the aspects and
resources that were involved. Then,
the critical stage consists of making
relationships between facts, emotions
and resources and understanding the
causes. Finally, change consists of the
application of the learnings from the
previous stages in future situations.
Important tasks of the reflection
process include making analogies,
evaluations, and generalizations,
understanding feelings, and
remembering people and knowledge
involved.

Fig. 7 Reflection process presented by Durall et al., (2017).

Another topic from of study of the
reflection practice is mentioned

by Durall et al., (2017), who locates
reflection in two-time dimensions: in
action and on action. This definition
is relevant because reflection in
action refers to the reflection process

made immediately after a situation
or event happened, opposite to
reflection on action, which refers to
the retrospective analysis of such
event or situation. During in-action
reflection one can capture a loyal
picture of a situation, being able

to identify very specific details and

Interviews - are (semi) structured
conversations conducted by an
interviewer, who brings a topic for
reflection with prepared questions,
and the interviewee responds
according to their experiences.

Fig. 8 Reflection in-action happens immediately, reflection on-action happens afterwards

prevent any omission of relevant
information. Compared to reflection
on-action, which involves recalling
details from a situation, which
sometimes can represent a challenge,
however, it can provide a deeper
understanding of the situation,
emotions and factors involved.

How to enable reflection?

Several studies describe techniques
with which reflection can be
supported, for example, interviews,
and questionnaires (Bentvelzen et al.
2022b), as well as dialogues with peers
(Mynard, Jo 2022), journaling (Wang

et al. 2023) which can be analogue
(written) or digital, and formulating
questions.

Questionnaires - are a set of
predetermined questions presented
in a specific structure to prompt
reflection towards a situation.

Dialogues - are non-semi- structured
conversations between a group of
people or one-to-one, this method
enables a conversation where
participants share their experiences
and build upon a collaborative
reflection.

Journaling - is a technique where
the participant/student writes a
description of a situation, experience,
etc. including their emotions,
thoughts and insights. This can be
enabled in different settings: in paper,
or through a digital platform, where



the goal es to enable self-reflection.

Self reporting - similar to journaling,
self-reporting collects emotions,
thoughts and attitudes, however, it
makes use of structured questions
and it has been used for research
purposes.

Formulating questions - is a
technique where the participant/
student ask their own questions in
regard to a specific topic helping to
retrospectively reflect on what they
find relevant.

After revisiting theorical background
of reflection, | found that it can
serve two main purposes: collect
information from the students' real
context, as well as engage students
into an autonomous learning
perspective. Reflection enables
students to become aware of their
experiences, identify relevant aspects
and build knowledge from it. When
this process is carried out, the data
collected can become useful for
professors, researchers and course
designers to get to know contextual
information. This can enable
communication between different
stakeholders, as a service design
practice suggests.

In conclusion, reflection can provide
a technical frame to activate
students’ experience and help
translating such into the learning
environment. Furthermore, it can

enhance the learning process, and
improve communication between
stakeholders.

With this section | finalise the
theoretical review of related work and
proceed to formulate the research
questions and design goal, according
to my findings.

After deep diving into SLA research,
service design tools and methods,
and theory of reflective practicum, |
structured my findings by framing the
problem and formulate the research
questions accordingly, finally, |
conclude with the design goal.

| found from SLA research that it is
mainly focused on learning strategies
which are oriented towards the
dynamics between student and
professors, and less focused on daily
life experiences, which can have a
great impact on the language learning
process.

The research questions that this
project aims to elaborate on are the
following:

RQ-How can service design
methodologies be used to embed
students’ real context in Dutch
learning courses best practices?

Sub-questions that will help shape
the scope are:

RQ1-Why is it important to know
about language use in real context?
(Chapter 1 and Chapter 3)

Correlating findings from relevant
literature within the context of
NLtraining by identifying language
courses as a service.

RQ2 - How can language use
experiences can be learned, gathered,
and documented?

(Chapter 4)

|dentifying the techniques that
can enable student's reflection and
its documentation, customized to
NLtraining's students.

RQ3 - How can language use data can
be implemented in Dutch language
learning services?

(Chapter b)

Integrating a final design which
brings effective reflection and can be
implemented in NLtraining’s services,
to be used by students and different
stakeholders.

As a conclusion, a design goal was
formulated:

“Design a tool that helps bridging
students’ real-life experience with
the learning environment”

This chapter explored relevant
literature, which helped framing the
problem statement. The following
chapter will be focused on the steps
towards a final design according

to the design goal and research
questions.



Chapter 2. Design process and Methodology




In brief, the main research question
that will guide the research direction
of this project is:

How can service design
methodologies be used to embed
students’real context in Dutch
learning courses best practices?

and is supported by the following
secondary questions:

RQ1-Why is it important to know
about language use in real context?

RQ2 - How can language use
experiences can be learned, gathered,
and documented?

RQ3 - How can language use data can
be implemented in Dutch language
learning services?

Why a design methodology? (1) it
allows designers to get to know

the real context of service users (in
this case students from a Dutch
learning course), (2) provides a
holistic approach mapping different
stakeholders and their roles, finally
(3) it is iterative, helps generating
concepts that become prototypes in
different cycles, this will allow me.

In this section | will describe each of
the stages that conform this thesis
project, the tools, and outcomes.

Additional details about research
with participants

The sample was selected based first
on their experience and familiarity
with the context (Dutch language
courses), this involved students,
professors and course designers
(maximum-input sampling, (Stickdorn
et al., 2018b)) and second that they
showed interest in the topic (self-
selective). This allowed me to build
trust with participants, keep constant
communication and obtain reliable
data.

Consent and privacy before each
session with participants a consent
form was prepared, explaining the
scope of the project, their role in

the session and the details on how
data would be used. Any personal or
delicate detail was discarded, and any
graphic material was processed and
anonymized, to ensure the privacy of
the participants.

Reading guide:

The project is structured in three
main stages, however, | contemplate a
stage 0 which is the project brief. The
work involved in each of the stages

is documented in different chapters
of this project with the intention of
facilitating the comprehension of the
design decisions made along.

Each chapter has a color code, it

is visualized in Fig. 9 (next page)
together with the methods and tools
used. This chapter is does not include
any research activities, therefore it is
not part of the description.

A full description of the methods

can be found in Chapter 1, section

2.1, with exception of social listening
in the research stage, which refers

to conversations with people from
related areas of expertise, for example
critical design, Finish language
learning, participatory policy making
for internationals.

Chapter1

Chapter 5

Chapter 3

Chapter 4

Chapter 6



Social listening .

Stakeholder map

Brainstorming

Observations ]

==== Design goal

Journey map and research questions

Interviews

Chapter 3 Chapter 4

Sprint 1
Research

Fig. 9 Overview of the design process followed for this thesis project

Sprint 0: Project setting

Preparation of a project brief which
consisted of the proposal of the topic
and potential approach.

Sprint 1: Research

First section - (Chapter 1) | carried
out an exploratory research, which
consisted of getting immersed on
existing literature and understand
the relation between different
theories related to Second Language
Acquisition and service design.
Methods: literature review
Objective: Gain theoretical
knowledge from related theories
to define the scope and problem
statement

Outcome: research questions and
design goal

Second section - (Described in
Chapter 3) continuation of exploratory
research with participatory methods
in order to correlate findings from
literature into the real context of

the project. First contact with target
group following the guidelines
mentioned in the previous page.
Methods: interviews, observations,
data analysis, and social listening
Objective: build up theorical
knowledge with contextual insights
Outcome: journey and stakeholder
map

Sprint 2: Ideation and prototyping

In this stage (Chapter 4), |

applied ideation and prototyping
methodologies to explore the
solution space determined in the
previous section, then, will proceed

Waorkshop

Decision matrix

Defined concept

Observations

to test three different concepts

with students and professors to
understand what are the most
relevant features according to the
students’ context and needs, finishing
with a definition of a design proposal.
Methods: Brainstorming, prototyping,
workshop, observation

Outcome: Decision matrix, final
prototype

Objective: Selection and definition
of the concept idea and its design
guidelines

Sprint 3: testing and validation

First section - (Chapter 5)

| designed an evaluation session
with students in order to assess the
final design against design criteria
formulated in the previous stage.
Methods: Testing in real context,

interviews, research

Objective: Evaluate the proposed
design concept, provide
recommendations and elaborate a
report

Second section - (Chapter 6) |
analysed and synthetised the results
from the evaluation in the previous
section, discuss the contribution

to current research and provide
recommendations for next steps.
Methods: Data analysis and academic
writing

Outcome: Report, journey map,
stakeholder map

Objective: Conclude with final
remarks in regard to the performance
of the final design and present the
contribution of the project to further
research.



Chapter 3. Understanding the real context




3.1Introduction to the
context

The idea of working with a social
topic related to language learning
came from the fact that the
internationalization percentages

in Leiden are increasing, as
mentioned in the introduction. This
transition towards a multi-diverse
and cultural society represents an
exciting challenge that requires
optimization of services involved in
social integration, being learning the
language a crucial aspect.

A good start is to look at it with
interdisciplinary lenses, which
means integrating knowledge from
cross-academic disciplines, learning
from different ways of working and
considering the real-life context.

In this case, design can function

as a "binding glue” by making use

of participatory methods who help
engage with the real-world (Van Der
Bijl-Brouwer, 2022).

More specifically, | pictured how
service design can provide relevant
tools and knowledge given its
collaborative nature and end-to-end
understanding of experiences from
different stakeholders, which “enable
holistic and meaningful service
experiences” (Stickdorn et al., 2018b).

This would not have been possible
without the support of an organization
which | introduce in this section:

NLtraining, who expressed their
interest in making this project a case
study.

In this section | will share the
motivation for this project, introduce
NLtraining and provide a detailed
picture of their current practices and

insights from students and professors,

to correlate my previous findings from
literature.

3.2 Motivation

As an international citizen of the
Netherlands, | have experienced

the need for integrating to society,
moreover, | have seen that thisis a
challenge that is also experienced
by almost 12.5% of the population in
the Netherlands (Leiden) (Leiden in
Cijfers | Gemeente Leiden, n.d.), who
come from a different country. In a
fast-paced world, priorities such as
work, family and wellbeing take most
of the time of immigrants, leaving
scarce time and energy to learn a
language on top. Because of this, |
think that providing effective and
mindful language learning services
is crucial for a smooth integration,
improvements in academic and
professional opportunities and gain a
sense of belonging.

Therefore, | would like to use my
abilities as a designer together with
my experience as an international to
design a proposal based on the needs
and demands from the real context.

3.3 Meet NLtraining

NLtraining is a specialized Dutch
language school that, since 2005,
(Over Ons, n.d.) works together with
organizations such as companies
and government instances to deliver
Dutch language courses also called
“programs”. Around 4,000 students
take part on the teaching activities in
the 140 locations in the Netherlands.
Each of the courses is though and
planned for a specific goal: “to provide
a suitable learning environment for
language acquisition to facilitate
participation in work and society. By
doing this, students can have access
to better opportunities” (Over Ons,
n.d.).

? nitraining

The offer of courses (or “programs”)
consists of different levels from
beginner (AQ) to advanced (B2),
where depending on the migratory
situation of each student, it can get
subsidised by the government. The
groups consist of adult students
from different nationalities and get
together two times per week for 6
hours, in the city of Leiden, where
NLtraining facilitates their services.

NLtraining joined the project because
they are constantly optimizing their
learning services and share the vision
that language learning goes beyond
the classroom.

Their contribution of NLtraining

as a stakeholder of this project is

to provide access to students and
professors, provide information about
the organization, share details about
their way of working and express
their needs. | was working with Jorien
Overeem, the main contact for this
project, who works in education
development and Sandra Alberto, who
is a project leader.



3.3.1 NLtraining’s
stakeholders

A stakeholder map illustrates in Fig.
10 involved stakeholders along the
service and its role. By scoping the
role and relevance of stakeholders, |
get to understand the dynamics and
communication, which is the first step
towards identifying gaps.

The client is an external organization,
such as government, companies and
foundations, who are interested in a
specific target group and its language
proficiency.

EDA Team (education development)
builds up a proposal which contains
the structure, method, and timing
of the course, according to their
expertise in cognition and SLA.

Professors

Professors are the responsible for
carrying out the classes throughout
the course and are the direct contact
with students,

Students are the service receivers,
they and main target group of this
project, they interact with professors
and project leaders and their role is
to participate in the courses and gain
language proficiency.

Project leaders are in charge of the
administrative processes: forming the
groups, registering and de-registering
students, etc.

As additional stakeholders | identified
language researchers and society

in general. However, they are not
represented in the stakeholder

map, because they do not actively
participate in the service activities.

6

Project leaders |

-

Students \

Fig. 10 NLtraining's stakeholder map

3.3.2 The language
learning journey

A stakeholder map illustrates in Fig.
10 involved stakeholders along the
service and its role. By scoping the
role and relevance of stakeholders, |
get to understand the dynamics and
communication, which is the first step
towards identifying gaps.

The client is an external organization,
such as government, companies and
foundations, who are interested in a
specific target group and its language
proficiency.

EDA Team (education development)
builds up a proposal which contains
the structure, method, and timing
of the course, according to their
expertise in cognition and SLA.

Before the course
(pre-service)

Prepare the course materials Assessment

! Students
|
Enroll Follow the classess
e e Facilitate classes
process
Professors
Gather groups
Project leaders | Admin

|
Docurl‘nentation
Promoting course ’

EDA Team
_Irnp_ler_ngnta_t!nn

Project brief strategy

Design courses 'I

Fig. 11 Journey map of a course in NLtraining

During the course
(service)

Complete assignments

Professors are the responsible for
carrying out the classes throughout
the course and are the direct contact
with students,

Students are the service receivers,
they and main target group of this
project, they interact with professors
and project leaders and their role is
to participate in the courses and gain
language proficiency.

Project leaders are in charge of the
administrative processes: forming the
groups, registering and de-registering
students, etc.

As additional stakeholders | identified
language researchers and society

in general. However, they are not
represented in the stakeholder

map, because they do not actively
participate in the service activities.

After the course
(post-service)

Acquiring the language

Assessment

Detect issues within
learning process

Lessons learned
|

I'Feedback
Monitoring Admin |

Motivate students

Follow up

Receive feedback

Adjust project for-
further use



3.4 Preparing to deep
dive into NLtrainig’s
context

In this section | describe the
preparatory work done before getting
immersed in NLtraining's context.

The first step was to contact with
interested professors, with whom |
would work along the project. Three
groups participated: two intermediate
(level A2 to B1) and one advanced (BT
to B2), conformed by adult students
living in Leiden.

Upon agreement with
professors, | joined the
classes from the three
groups as an observant
with the objective
to explore the current dynamics
between students and professors
in their environment and to assess
whether language use experiences
outside the classroom was a topic
that came across the class. Data from
this observations was documented
in field notes made throughout the
classes.

Afterwards, | invited
interested students
to interviews carried
out during the class.
Participants included
9 students in total
from different groups:
6 from an intermediate level (A2-B1)

and 3 from an advanced level (B1-B2).
All participants provided their consent
to participate in the session.

The language used in the interviews
was Dutch, with exception of

one interview that was in English

and another that was in Spanish
because the participants felt

more comfortable speaking in

those languages. Additionally |
interviewed two professors, one from
intermediate level (A2-B1) and one
from an advanced level (B1-B2). These
interviews were carried out in Dutch.

The goal was to deep dive in different
aspects relevant to students’
experiences and professors’
knowledge: language use in real

life, current reflective practices

and perception of NLtraining's
services. The topics touched upon
the interviews were inspired from
literature and previous observations.
The complete transcript of the
interviews can be found in the Annex.

Interviews were documented with

a voice recording device, then
transcribed and translated to English.
Then, the transcripts were imported
to a software called Atlas.ti to
facilitate its analysis and synthesis.

| identified trends in participants’
responses and created codes
according to incidental topics.

Finally, | generated insights from both
students and professors.

Figures in this page show NLtraining's
physical learning environment,
including printed materials, use of

a digital platform and additional
computers for individual assignments
and exams.

Fig. 13 Set design of the classroom

Books and access to the digital
platform differs depending on the
proficiency level and the learning
method included in the course.

Fig. 14 Set dsign of the clasroom



3.5 Stepinginto the
students’ and professors’
shoes

After carrying out interviews, |
proceeded to transcribe and translate
data obtained, then | identified trends
and clustered insights. The main
findings from students data is the
following:

« Motivation and language use —
Students are in general satisfied with
the service, their main motivation to
learn the language is to communicate
with family members (55% of the
participants) followed by getting
access to better work opportunities
(44% of the participants), however,
most participant students stated that
the most evident opportunity to use
the language is during the classes,
opportunities outside the classes
were limited in an average of 3 times
per week.

« Inhibitors of language use -

There are two main factors (student
related and service related) that
inhibit students to search for more
language use opportunities, which
are:

Student related- Involve (external
aspects) cultural barriers, where the
student does not feel they convey
with the cultural and social rules,
therefore they perceive pressure to
fitin and prone to negative reactions,

which are interpreted as a “lack of
empathy” from Dutch society. The
external factors have an impact in the
way the students perceive themselves
(internal aspects), beginning

with complex mental processes,
overthinking if the knowledge

that they possess is fulfilling their
expectations of fitting in society.

Service related — Most prominent
inhibitors are writing and speaking
(abilities), and grammar and
vocabulary (knowledge).

« Class resources —

Most of the students considered that
the resources provided by NLtraining
are useful even thought they do not
use all of them. 3 out of 9 participants
mentioned that they are aware

that is good to have a wide range

of resources because they support
different learning styles. However, the
use of the website (online exercises)
was the preferred format, because of
the practicality to do the exercises at
home. Regarding desired resources,
there was a trend that showed

that topics that were not related to

realistic situations were less engaging.

« Reflection - It is a process that

is already happening, students
mentioned that they carry out
reflective practices mostly to find
mistakes and learn from them. A
minority of students (2) mentioned
that they reflect before they have
language use (planned opportunity).

Reflections of negative experiences
tend to be more impactful that
positive experiences.

Insights found from professors data is
as follows:

Professors expressed their interest
for knowing more about language use
of students, one of them emphasised
that throughout the class he had to
make choices about the topics and
materials, and most of these choices
were done based on his assumptions.

They said that they have little
knowledge of to what extend students
reflect, they include some reflection
after the modules, but it does not
provide a structure, it is done during
the classes.

As a conclusion:

1. Levels across the service operate

in different times, which might entail
knowledge gaps, due to the scarcity
structured communication patterns
(Tam et al., 2023). Professors have little
knowledge of students’ experiences
with language use outside the
classes, which causes those most
learnings from students’ experiences
are obtained through assumptions.
Course designers then depend on
their own assumptions from the
assumptions from professors. Which
increases the relevance of providing a
tool to enable professors to learn from
students’ experiences.

2. Students have a great interest in
sharing their experiences, from the
interviews, | could learn that the level
of detail from their stories is very
high, according to Pozzo and Nerghes
(2020) these stories are powerful
sources of information that enables
knowledge to go further than (just)
assumptions.

3. Reflective practices are already
common in students. However,

the lack of structure can lead to
negative self-perception, or negative
perception of their effort to learn

the language, which can demotivate
students to use the language and
“narrow it to merely survival-oriented
behaviours” Oxford et al. (2015).

4. The relation between the topics

of the class and real-life context is
crucial for students’ engagement, this
means that if the topic is relevant

for the students’ context, then they
will look for opportunities to use the
language outside the classroom more
frequently. According to Kormos and
Dénes (2004): “the topics or tasks that
are accurate to the contextual sense
seem to be more useful”.

In the next section | will summarize
findings from the interviews with both,
students and professors.



3.6 Key insights

After getting in contact for the first
time with students and professors,

| could correlate knowledge from
literature. In this section | will
conclude this chapter by summarizing
my findings in main insights that will
help me develop concept ideas to
bridge students’ experiences to the
classroom.

Assumption based knowledge
Professors do not have a strategy

for learning students’ experiences
outside the classroom, even though
they are interested. This generates

a gap of knowledge that causes that
course content is not fully relevant to
students. Given the intensity of the
courses, professors have scarce (paid)
time to prepare outside the teaching
hours, and students are its majority
working full-time, in charge of their
families or studying. This results in
professors formulating assumptions
from their observations in the
classroom.

Strong reflective practices that do
not reach the learning environment
In the other hand, students are
already carrying out deep reflective
practices, which happen mostly
after negative experiences with
language use: factors such as cultural
barriers, self-perception and lack of
knowledge are the main inhibitors
for language use. These processes
help students identify the areas that

need reinforcement for language
proficiency. However, this reflections
are not reaching the classroom, since
there is currently no dedicated space
or structure to do so, since the course
is focused on predetermined content.

This insights relate to the problem
statement formulated in Chapter

1, which is that current language
learning courses have a limited
knowledge from students real
experiences because it is fully focused
on the formal learning environment.

This section helped to answer
RQ1-Why is it important to know
about language use in real context?
Because there is a gap between
students’ current reflective practices
and professors, which cause
assumption based knowledge. In
student’s reflections, they identify
map aspects that can be improved or
that work well, this can be very helpful
for professors to optimize their course
preparation.

The next step is to prepare for
developing concepts in order to
collect and document current
reflective practices, as stated in the
design goal:

“Design a tool that helps bridging
students' real-life experience with the
learning environment “

Next section will describe the
conceptualization process.



Chapter 4. Developing concepts




4.1 Introduction

This chapter describes the process
and reasoning behind developing
concepts of a tool that obtain data
from students real-life experiences
with language use.

In previous chapters | addressed

RQ1 which was: why is it important
to know about language use in real
context? it is important because
professors build up knowledge on
students’ real context based on
assumptions, and students’ context
remains as an external factor, when
from literature it is know that it has a
great impact on the learning process.

Now in this chapter, | address RQ2:
How can language use experiences
can be learned, gathered, and
documented?

The first step was to carry out an
individual brainstorm session, where
the outcome was three different
concepts ideas, then | proceeded to
build a prototype for each of them,
and finally | evaluate each concept
with students in order to assess what
attributes can be mergen in one
concept design.

This chapter concludes with the
results of the evaluation session and
its analysis.

4.2 Design opportunities

Prior to propose concepts, | carried
out an individual brainstorm session
inspired by the application of current
reflective techniques (explained in
Chapter 1) and its correlation with
the findings from the real context
(described in Chapter 2).

Several research has been carried

out exploring research techniques

in education, for example Feeler
tracks focus and physical activity
from students and it is displayed
where students can reflect upon their
behavior (Durall, E & Toikkanen, T,
2013), or using tarot cards as a way to
implement a playful experience where
students and professors could reflect
(Skovbjerg, 2022). In addition, my
observations showed that students
are highly involved in conversations
and dialogues with other students
and that they become engaged in
exercises that are related to their daily
life experiences.

|deas like: a situated interface
installed in open spaces, a written
journal, a reward system everytime
reflection was carried out, playful
experiences with Dutch people, etc,
where developed in the brainstorm
session. Afterwards, | selected

the potential idas according to
NLtraining’s context, which are
presented in the following sub-
sections.

4.21Taal-canvas

This concept is based on a written
journey and was inspired by previous
research by Wang et al. (2023) that
explains that paper journal reflection
can enable the ability to access
memory a thoughts, it allowes an
embodiment of knowledge through
writing.

The reason that a journaling
technique was selected is because

it provides a space for personal
reflection after using the language in
real life, as well as helps documenting
information for professors to learn
from their students. Can be easily
stored and consulted in further
occassions. This concept allows
reflection in-action, since it can be
carried out in a wallet, then it can

be extended and filled in afterwards
(reflection on-action). This versatility
of reflective types intends to collect a
loyal portrait of the students context,
which can be then shared with their
classmates.

How does it work?
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1. Students use the Dutch language
outside the classroom.
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2. Students take a folded A3 journey
map, which has check boxes to
indicate what did they do (speaking,
listening, writing, or reading) and how
did they feel (good, neutral, not so
good).

3. The map unfolds showing a journey
line, with graphic resources to help
students share more details about
their experiences.

4a. The student can select whether
they want to share with the group
and begin a discussion with other
students. The student can keep their
journey for themselves for further
analysis.



Core features

Words as reflective agents

Writing is a powerful technique

that helps organizing thoughts

and enables reflection, which

then become tangible and easily
documented. This feature satifsies the
need for collecting and documenting
student’s experiences.

Playful experience

Emojis can help convey a message
and communicate meaning between
cultures, there are some experiences
that can not be easily told, therefore
emojis facilitate the narrative of
stories and potentially serve as a
playful experience.

Personalized

Students can design their own
journey, the text and layout depends
on each participant’s creativity and
motivation, therefore, no story will be
the same among the class

4.2.2 Digi-taal

Janssens et al. (2018) says that
various disciplines are currently
using electronic diaries in order to
collect data on feelings, knowledge,
behaviour and social context, this
enables to learn about real-life
situations, in a true to reality way.

This prototype was inspired on the
familiarity that most of NLtraning
students have with digital interfaces,
in particular throughout NLtraining’s
courses: class content is already
available for students.

It is a digital interface that allows
reflection in and on-action, which
means that it is available at any

time, for students to share their
experiences: right after a situation

or retrospectively. It collects the
frequency of language use, the
activity that they performed: listening,
writing, the resources from the class
that were relevant in their experience
and finally the emotion they
perceived. Options are predetermined
and were based on the previous
studies in Chapter 4. To enable this
experiences to reach the learning
environment an option to share their
story is available.

To develop this concept, | made use
of simplified visualizations, reduced
text, and graphic communication, it
was integrated it in a Figma (digital
prototype software). Link to prototype

Core features How does it work?
Convenience bz 1, Students have an
experience using the

It can be accessed at any time, this is A Dutch language.
a benefit because informal learning
experiences can happen at any time,
therefore this concept can serve as e

great support in that regard.

2. This experience brought
an emotion that the
student wants to share
a and proceeds to use the
Simple interaction prototype
3. The student follows the
screens throughout the
interface which prompt
a reflection, clicking the

options that suits their
situation.

Though a set of screens, the

student can select the options

related to their experience, no a

extra-time needed to complete a

story. It brings a balance between

enhancing reflection and simplicity

that helps document experiences.

N 4. The student sends their
story to the system.

Personal and shared experience

Students can fill-in and reflect about =~ |~
their experiences first by themselves,

and then decide to share with their 5. Additionally, the student
peers. This concept enables a hybrid A can share it with the group
modality: reflection in and/or on- % or propose a discussion
action, personal and shared, it all around their story.
depends on the student's needs and
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Activity performed: writing,
listening, reading or speaking

Learning modules involved:
grammar, vocabulary, etc.

Learning resources from
the class: books, website,
professoretc

Emotion involved: good, not
so good and neutral
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https://www.figma.com/proto/IcYoDqvw2yzYjKMPeNR2y9/TvT?type=design&node-id=38-69&t=F1PgiasXXZTKTNjM-1&scaling=scale-down&page-id=38%3A68&starting-point-node-id=38%3A69&mode=design
https://www.figma.com/proto/IcYoDqvw2yzYjKMPeNR2y9/TvT?type=design&node-id=38-69&t=AlAOzqkPqYSksGvN-1&scaling=scale-down&page-id=38%3A68&starting-point-node-id=38%3A69&mode=design

How does it work?

Bentvelzen et al. (2022b) says n

that conversations are a powerful
technique for reflection, and
this resonates with NLtraining _
way of working. Throughout my dice.
observations in the classroom, |
realized that students get engaged
in conversations between students,
where the professor serves as
moderator. Work made by Fagan
(2015), states that a dialogic

4.2.3 Samen spelen

1. A student throws the
dice and then picks a
_ card with the number
WA/ that appeared from the

2. The rest of the students get a

interaction between students, point card with elements grouped
regardless of their correctness can in 4 categories (each category has

help students work through language different points). Each element has
issues. several checkboxes. The elements are

the same as in the previous concepts

This concept was created to enable (knowledge, activity, and emotion).

a group discussion through a game
interaction. The intention is that e
students get in groups and share ﬁ@ picked the card
their experiences using prompting & answer the question,
questions and to stimulate students ' | andthe rest of the
to engage in a conversation, a points *+°  zAdw studentsproceed to
system was included. The game check boxes of the
has a points card where students elements that are mentioned while
can cross relevant aspects from answering the question.

their peers’ experiences that were
mentioned during the conversation.
This concept allows students’
experiences to travel to the learning
environment by the points card that
will serve as documentation of the
aspects were mentioned. This game is
intended to be used during the class,
or when students are in the classroom
and enables reflection on-action
because the questions are from their
previous experiences.

3. The student who
) ()

4. The student finishes answering the
question, and the rest of the students
can elaborate in the conversation,
finally, the next student picks the dice
and begins another turn.
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Core features

Enabling students dialogue

Students from NLtraining are easily
involved in conversations with their
peers and professors, therefore this
concept brings a structure for this
conversations to enable reflection. By
asking questions, students can share
their emotions related to good or

bad experiences, they can learn from
their stories, but also learn from other
students. It acts as an interchange of
knowledge.

Playful experience

By adding a points system, this
concept aims to stimulate a deep
reflection where students get
rewarded with points after anserwing
the questions. Takes off the pressure
of initiating a dialogue and answering
deep reflective questions.

In the next section | will describe the
at
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4.2.4 Concepts overview

In this section | present an overview

of the three concepts, to facilitate
identifying their main attributes:

reflection technique used, data

collection method and how can the
experience be documented.

Concept

Reflection
technique

Data collection

Experience
documentation

Taal-canvas
A written
journey

1. Reflection in-action:
folded version of the
prototype for use on-
the-go

2. Reflection on-action:
extended version to fill it
in a desired moment and
place

Students will write their
stories and use stickers
to describe important
details.

It collects: activities,
resources from the class,
emotions and a detailed
description of the
situation.

The level of the details
depends on the student
and their preference.

Experiences will

be documented in
paper, which will be in
posession of students
when filling in their
journeys, then, it will be
provided to professors,
who can keep it for
further analysis and then
shared with EDA team.

Digi-taal
A digital
diary

Reflection in and on-
action since it can be
used at any moment:
after a situation orin a
later moment

Students can select
from the determined
options which is the
most suitable for their
experience: what did
they do, how did they
feel and what resources
from the class were
useful (or not).

Additional media can
be collected, such

as photos and voice
recordings.

Experiences will be
stored in a server which
professors and EDA team

would access at any time.

Samen

spelen

Group
reflection

Reflection on-action

it is used inside the
classroom with other
students. Not possible
to do reflection in-action

Students will cross in
their game card the
aspects mentioned by
other students (activity,
emotion and resources
from the class). Details
about the experience are
not documented since
conversations are not
recorded. The student
will act as a reporter.

Experiences will be
documented in the
game cards, professors
can keep them after the
session and formulate
insights from the
selected elements.
Sharing with EDA team is
possible, it can be done
in person.

Table. 1 Overview of the three concepts

4.3 Testing the concepts

Concepts were tested in a workshop
session (described in Chapter 1).

In this section | will describe the
preparations for the session.

« Sample (27 participants)

Three groups of students participated
in this session:

Group 1- Intermediate level
conformed by 12 students

Group 2 - Advanced level conformed
by 9 students

Group 3 - Intermediate level
conformed by 6 students

« Workshop setting

The session was carried out during
the class in 45-50 minutes. Students
were provided with the three
prototypes and tested each of them
with a determined time (5-7 min).

Evaluatie boek

wwwwww

Fig. 17 Pictures of the evaluation booklet

e Evaluation method

Students evaluated each prototype
by filling in a booklet. The evaluation
consisted of questions (using a scale
of 1to 5) regarding to the support
and structure provided to reflect,
inspiration to reflect, willigness to
share their stories with peers and
professors and wiligness to use. This
questions helped analyse to assess
the effectiveness of the reflective
technique used in each prototype,
related to RQ-2 (How can language
use experiences can be learned,
gathered, and documented?)

Additionally | got together with two
professors to discuss their toughts on
the concepts. Finally, | proceeded to
integrate insights from students and
professors.




Fig. 20 Testing Taal-canvas

trots op mezelf

4.4 Results

In this section | present the outcome
of the evaluation session described in
the previous section.

1. Reflection enabler - Students got
the most inspiration from writing
and playing with their journeys,
most of them were immersed and
the materials seemed to work

well to enable reflection. Only a
couple showed to be afraid of the
‘empty canvas’. However, from their
assessment, it was mentioned that
they did not have enough time to
complete their experience, which
means that this tool format might
take too long to interact with, as well
as the amount of data depends on
each student, some of them can get
into very deep and personal details
that are not in the scope of the
project (ex. Work and family issues).

2. Willingness to use - The use of the
digital app was smooth, and students
could share their experiences,
however, the fact that the prototype
was not totally functional might
influenced the assessment, where
students explained that if the “app”

was functional it would be a good tool.

4. Sharing stories - 70% of the 27
participants selected to stories
with their classmates and almost
50% of the participants who wanted
to share their stories also wanted
their professor to initiate a group

discussion based on their story,
which show there is an interest from
students to bring their experiences to
the classroom.

5. Empathy as driver for conversations
- Beginning a conversation was very
interesting for participants with

the Samen Spelen prototype, some
students expressed that they have
had similar experiences and were
surprised and delighted to learn from
the other’s experiences. In a way, it
was a perception of “l am not alone”
or “l am not the only one” which

was powerful and motivating. In the
other hand, having the point system
made it too difficult and lead to some
frustration, this means that it is not
necessary to include such method in
order to foster conversations.

6. From professors perspective —

A great interest was shown while

the students were exploring the
prototypes, and incidentally helped
them filling them up. For Taal-canvas
and Samen Spelen, it was needed that
the professor acted as a moderator,
which enriched the knowledge of

the students’ experiences, in the
other hand, in practice this would
take a good amount of time of the
classes. Professors mentioned that
for them would be easier to read short
sentences and emojis.



Decision Matrix

The final step to evaluate each
concept was to display in a

decision matrix, where | assess the

performance of each prototype
according to the attributes presented

in Table 1.

Concept Reflection Data collection Experience
technique documentation
Taal-can- |+ Positive reactionand + Students appreciated | ‘I would like to share so |
vas engagement on writing | the additional elements | can be heard”
) their stories. to share their stories + Most of the students
A written (emoijis and stickers) agreed to share their
journey |-Students mentioned that stories with the class by
it took more time than - High variation on level | marking the check box for
expected to complete of detail: some students | sharing
their story. used key words, other
wrote large paragraphs. |- Professors mentioned
that it would take them
“ would not like to have | extratime to process
emojis in my pockets” the data, since students
- A physical prototype to |configure their story to
use on-the-go was not their preference, with a
practical free format.
Digi-taal “I do not have to have + Students explored “| can choose what to do
A digital anything extra; | can do it |andfilledineachofthe |atthe end (Share with a
) in my telephone” questionsinordertofill | message, audio, group
dlary + Positive reaction in their stories. discussion)”
towards a digital + Having alternative for
interface, the questions |- Having determined additional media such as
helped students to fillin | aspects can limit photos and audios was
their stories in a short students brining up new | percieved as positive
amount of time. aspects
-Selecting options was
not so inspiring for
students.
Samen “It was nice to listen to my | + Conversations involved |- Professors had to be
spelen classmates’ experiences” |a high level of detail from | present in order to learn
+ Engagement in students experiences details from students
Group discussions, where experiences, the points
reflection |professorswere also - These level of detail was | system was not effective

involved observing and
making short comments

-The points system did
not contribute as an
enabler of reflection,
since it was perceived as
an unrelated feature.

not considered in the
points system

in providing an accurate
documentation.

Table. 2 Concept assessment based on attributes from concept generation

4.5 Conclusion

This concept evaluation session
helped me to identify the strenghts
and weaknesses from each concept.
After analysing the results, a final
direction will integrate strong aspects
from the three concepts according

to RQ2 How can language use experi-
ences can be learned, gathered, and
documented? and the current context
of NLtraining.

The aspects considered for the final
design are the following:

« Writing a description of an
experience

« Use of emojis to facilitate reflection
and description of experiences

« Convenience to use on-the-go

« Ability to share additional media
(photos and audios)

« Ability to share stories with others

In relation to the design goal: the

final design should allow students

to describe their stories in short
sentences and share additional
media through a tool that can be used
on-the-go. This not only facilitates
student reflection, but also professors
to easily analyse and document such
experiences.



Chapter 5. Final design




In this chapter, | will present the
final design and its validation. First,

| will describe the concept, the
prototype and the impact according
to the design goal. Then, | will make
a brief description of the validation
procedure and | will finalize with a
conclusion assessing the impact of
the tool.

The final concept consists of a
digital story-telling interface that
allows students to transform their
experiences with language use
into “stories”. By a set of questions,
experiences become tangible and
accessible to students enabling a
structure for reflective practice and
moreover, sharing with peers and
professors.

It integrates attributes from the
different concepts developed in the
previous stage (Chapter 4). Being the
key functions:

« Enabling reflection of students’
experiences.

« Help identify and document
resources from the course that were
related in their experiences, in order
to bridge their real-life context to the
learning environment.

 Allow sharing stories with other
students and professors.

The impact of this tool in relation to
the design goal is that it will provide
support to students to externalize
their experiences, by making them
tangible through the interface,
professors would also receive
collected data to avoid assumption
based knowledge and help preparing
the content of their classes according
to the needs of their students.

Aspects collected by the interface
were determined by SLA literature
(Chapter 1- Aspects of SLA) and the
exploratory research carried out to
students in the initial stage of the
process (Chapter 3 - Understanding
NLtraining's context) and were
confirmed with the previous concept
evaluation session.

The prototyuping process inluded
creating a paper flow, then a
wireframe based on Digi-taal and then
a polished version with NLtraining’s
brand guidelines.

The final prototype was built in Figma
and imported to Protopie in both
Dutch and English. Access to the
prototypes is through the following
links:

English prototype

Dutch prototype

The next section will describe in detail
the flow of the interaction of “Your
Story".


https://cloud.protopie.io/p/b19b1f0df96889d4745a16d8?ui=true&scaleToFit=true&enableHotspotHints=true&cursorType=touch&mockup=true&bgColor=%23F5F5F5&playSpeed=1&handoff=true
https://cloud.protopie.io/p/7a4ba7b6fd34a1257301d850?ui=true&scaleToFit=true&enableHotspotHints=true&cursorType=touch&mockup=true&bgColor=%23F5F5F5&playSpeed=1&handoff=true

5.1.1 Core functions

Add a story <
Reflecting about an
experience D
This is the core function of the . "‘:
interface, enabling a structure for
student’s reflection. It is achieved in —
two main actions: . =
1. Option selection - a set of options e
are displayed on the screen at - Q Adda story Q
three key moments: selecting the P R
activity performed in the experience
(reading, listening, reading or writing), E %‘ 5 g
resources from the class that = - - -
were useful (or not), and selecting 2 - 3
additional material to complement - —
their reflection: add a photo, voice . . - -
message and submit in a group
discussion, there is also the possibility u m
to add an alternative option. Add  story Q
This aspects where selected from a T
correlation between (1) the learning W
modules from SLA theory and (2) the = ~
results from the exploratory research
carried out with students: aspects Rl
that they consider relevant (or not). - -
2. Text input - Students can add a e
title to their story and describe in Adda story g
short sentences relevant details. This et yur story.

Wiite your stoey in short sentences

feature was implemented because
from the previous concept testing
session | learned that students get
engaged in a reflective practice, this
is confirmed in the literature about
reflective practice being written
journals an effective tool to enhance
reflection.

Title

Tell your story

Sharing your experiences
This feature helps students digitalizing
their stories, strengthening the link
between their real context and the
class. From the previous research
stages, students showed curiosity

to know what other students found
about their stories and if they had
similar experiences.

By sharing their experiences, students
are strengthening the bond with other
students (and professors), which will
create a sense of belonging, therefore
aims to increase engagement with
language use.

Source of inspiration

The interface will include an overview
of the students’ stories and from their
classmates. These stories had been
submitted and added to their profile
and are available for them to read,
reflect and comment during the class.\\'
Moreover, this section is available

for professors and course designers
to read and get inspired. Actions

after reading students’ stories might
include: for professors, modifying the
class materials and exercises, and for
course designers, optimize the course
design and communicate with clients
about the outcomes.

In the next section | will introduce the
use flow of the interface.

Your story is sent!

Thanks for sharing, well done!
Keep using Dutch and see you
next time!

Questions?

My stories ‘q

<< “De makelaar”
=

Vorige week hebben mijn man en ik met de makelaar

gesproken. Hij hebt alles gezegd, ik konde niet goed
begrijpen, daarom heb ik in stilte gebleven

- Email gestuurd

Ik heb een zommer jurk besteeld en het was niet in de juiste
maat, dus ik schreef een mailtje aan de winkel. |k kreeg een
reactie 5 minuten met meer informatie

== De interview

=D D @D

Ik had gisteren een interview voor een baan waarin ik
solliciteert heb. Ik begon het interview in het Nederlands,
maar ik moest naar het Engels verwisselen...

& + i



User-flow

In this section | explain the interface
flow and aspects that are collected.

— ¢  Privacy policy and
consent.

Let's begin!

My To ensure that the student

D o e is aware or privacy policies,

T the first step is to present

o the key information and

W (romeate i iy a link to the full policy (in

Dutch).

Activity - Triggering reflection

q Documents the activity

_ performed, more than one
et s s option is allowed, since some
situations involve not just one

& ) activity.

Add a story

This works as a trigger to begin
reflecting about experiences.

S—

Home screen - Introduction

Holo studan! ¢ Itistheintroduction to
the interface, shows an
Welcome to your story overview of stories shared
SEEEET in the week, stories shared
i @& by peers and instructions
This is how your week ooks tke:  TOT NEW USETS.

e you

M D W D v z z

©ceme A new story can be created
Stories around you by pressing the + Symb0|.

Ds huisarts” & Do winkel” &
D TS E @D A a

Your stories

\

My stories - Library of experiences

My stories

T “De makelaar”

9

@ “Email gestuurd”

urk b

@ “De interview”

Ik had

n ik
riangs,
maar i

This section present all the stories
submitted by the student, if they
decided to share with the group,
they will appear in the home screen
of their peers.

Professors would have access to
this section and gain knowledge
from students stories.

Text input - Enhancing reflection

q Core function that enables a

. deeper reflection by filling in with
e e O short sentences details about a
story and adding a title according
to their preference.

Add a story

Title

Tell your stery

Course resources - ‘The bridge”

Add a story

7
e What helped you?

Books

q

s ul Presents a set of
el e resources from the
! course, where the most
. o relevant can be chosen
™) - beginning with enabling
resources, then
S - inhibiting resources.
o ooe This aspect intends to
— - bridge the student’s

real life to the learning
environment.

Emotion - Evaluating the experience

Add a story I Students can share their

i o iy gt emotion by selecting the

S TR st option according to their
- . experience: did it go well?,
g f’ neutral? or not so good?
= =

This complements finding
enablers and inhibitors from

e il language use experiences.
m M

Additional media- Documenting

Students can summarize
their stories adding photos,
Youcanalso.. audios or engaging in a group
e discussion (upon request).

e

Add a story _q

iy e If a student does not have any
® ® additional media to add, the
story will just be added to their
gos documented stories.
m ™

/

am> cmm -




Intended use

In this section | will present a set of interactions that showcase the intended use of the interface.

One of the student participants agreed to represent this interactions.

Student “A” opens “Your Story” in her phone and proceeded to fill

up : ‘ Student "A” sends the job application and goes for a walk Student "A" arrives back home, feeling a bit overwhelmed after _ : - S
Sr;uo(i?vr;ttioAn Iﬁs}‘?tgeli)rqrI]:)guft%rhaa{ggligwrﬁ{r?gzrr?gnﬁiglct:gﬁ’lld to relax afterwards. During her walk she was repeating her walk. in her experience, giving structure to her thoughts and identifying
recruiter. She feels nervous because she likes the job and the last sentences in her head and wondered if they were what sentences caused her confusion and what resources from

she does not want to make mistakes. grammatically correct, since in her mother tongue she would the class would help her in the future.

usually respond int hat way.

Student "A” completes her story, and decides to share with the group and Student “B” saw student “A"s story and engages in a conversation The professor prepares an activity with the vocabulary from the
professor, then the story appears other students profile. She feels relieved by because student “B” applied for a job last year and had to write several book related to job search and verifies grammatical structures when
sharing her thoughts and feelings, curious about what her classmates think. emails and struggled with similar feelings, this makes student “A" feels students speak and provides feedback from their sentences. Student

she is not the only one. "A" feels supported and the professors feels satisfied.



In order to assess the impact of “Your
Story” | carried out a validation stage.

RQ3 - How can language use data can
be implemented in Dutch language
learning services? .

Afterwards, | designed the validation
procedure, explained in the next

The first step was to determine the

design criteria (Table. 3) according to:

Design
consideration

Challenge

section.

Design question

Enables reflection

Provide students with a clear
support and structure to reflect
(in and on-action)

Involves emotion
through positive and
negative experience

Provide enough support to
students to open up and relate
emotions in the reflective
practice

Helps identifying
resources from

the learning
environment usedin
real life.

Students to understand the link
knowledge from the course to
their context, and address it

What do you think about your story?

What did you learn from completing
your story?

Did you find anything surprising?

Connects class
resources with real
life

Students to understand the link
between the class and the real
context, so they can relate and
provide relevant data

Do think something could be improved
(e.g., textbooks, course structure) to
help you practice language outside of
the classroom?

Could you identify what was useful
from the class when you used the
language in your real life?

Sharing as an

The flow and questions in the

What do you think your professor

engagement tool interface enable students to would learn from your story?
share their experiences and
learnings with others, but also What do you think your classmates
allow them to keep them for would learn from your story?
themselves.

Usability Provide a clear and conspicuous | Do you feel it was clear to follow?

flow within the interface.

Do you think it was easy to follow?

Was there enough information to
guide you through the interface?

Graphic elements

Enabling a suitable brand
image according to NLtraining’s
guidelines

Do you think the emojis and graphic
elements helped you to describe your
story? Why?

Table. 3 Design criteria for validating “Your Story”

In order to validate “Your Story” with
reliable feedback from students, |
designed a test which was carried out
in real context, in order to ensure that
both reflection in and on-action were
enabled.

« Sample

Upon agreement with professors,

| visited their class and invited
students who were interested on
trying the prototype. The total amount
of participants was three (one from
intermediate group and two from
advanced).

« Validation method

The goal of this session was to
evaluate aspects such as whether

if reflection in or on-action was
achieved, and willingness to use in
real life, therefore the setting was in a
realistic context.

After recruiting participants, |
proceeded to explain the concept
and provide the link to the prototype,
which could be installed in their
phone screen to ensure a realistic
experience.

The task was that students should
use the prototype when they had

an interaction with using the Dutch
language in their daily life and send a

screen shot of the steps they followed
in the interface.

The time frame to test was one week,
where | was not present. Afterwards,
we carried out an interview to
evaluate their experience. Prior to the
in

« Evaluation

After students experienced “Your
Story”, they proceeded to share
their thoughts in a semi-structured
interview of 30 minutes. The
questions were designed from the
design criteria in Table. 3. Students
responses and screen shots were
documented and analysed.

Additionally | got together with two
professors to show them samples

of the stories from students and get
to know their opinion. Questions

to professors were related to their
opinion of the stories format, whether
it would help them optimize their
course content and their willingness
to use. The full script of the interview
can be found in the Annex.



In this section | present the results
from the interviews explained in the
previous section. To facilitate the
overview of the results, | made use of
quotes from students (P(S) 1, P(S) 2
and P(S) 3) and professors (P(P) 1 and
P(P) 2.

Fig. 24 shows an example of the
screenshots provided by one of the
participants. The full list of examples
can be found in the Annex. The
original responses are in Dutch, a
translation to English can be found
below the image.

Verhaal toevoegen q Verhaal toevoegen ?

Vertel maar...

Schrijf in korte zinnen jouw verhaal

Wat heb he gedaan?

Kies een of meer opties

Paya)
p 3 [+ J° ]
/™ | -~ J

schrijven Lezen

Titel
Ongeluk in de krant

Ik las de krant waar er werdt hoe
een vrouw door een explosie
lichtgewond werdt omschreven.

|
(<

De woorden waren niet bekende,
en denk ik niet dagelijks
gebruik.

Ik moest google maps
gebruiken om de hele notitie te
begrijpen|

1

vogonde olgerde

Fig. 24 Screenshots from participant post-interface use

What did you do?: Reading Title: Accident in the news

| read the news that a lady
was injured in a fire, | did
not know the words, | think
| don't use them in a normal
day. | had to use google
maps to understand the

whole note.

Frequency of use

Two participants used the prototype
one time and one participant used it
twice in a one week period.

Willingness to use

Two out of the three students
mentioned that they would use

the app as part of the course, the
participant who was not sure of her
willingness to use said that for her
was more relevant to learn from the
official grading system, because she
was not familiar (and interested) in
implementing new learning strategies.

Verhaal toevoegen q Verhaal toevoegen q
B ™M En hoe ging het?
Kies een of meer opties
Q‘,.'\.. LM e o0
=~ o
Thema's Woordenschat
Goed! Neutraal
— —
o B
N + A
Grammatica Andere optie -
Niet zo goed And pti
o V) —
N4
< Terug Volgende - G Terug

What did you miss?: class How did you feel?: Not so
topics, vocabulary and good
grammar.

Enables reflection

Two participants carried out reflection
in-action and one participant carried
out reflection on-action. Interactions
from reflection in-action were

making an appointment with the
hair-dresser, going to the hair-dresser
and watching a movie. Reflection on-
action was related to their progress
learning Dutch.

Students mentioned that when

they were filling the text, it was not
possible to go back and correct

their mistakes. This illustrates that
students were interested on providing
an appropriate use of the language.

Emotion involvement

Emotions have been generalized
into: good, neutral, and not so good.
Which the participants found that
there should be a wider space to
share alternative options such as:
disappointed.

Connects class resources with real
life

The amount and the detailed list of
resources from the class seems to
limit to some extend their reflection
process because by having many
options, it can create confusion if

an aspect is related to two or more
options. The advice from the student
was to maintain a reduced amount
and leaving space for them to include
alternative options in case they need
it. Having check boxes was proposed
as a practicality measure, but in this
case could be valuable to consider a
text input.

Sharing as an engagement tool

One participant made a very
interesting point, where she states
that she is willing to share her stories
with other students, however she
considered a criterion of relevance to
share. She filled in two similar stories
related to hairdresser interactions,
where she felt disappointed, despite
her positive impression of the
reflective process, these interactions
were found not to be very relevant for
other people from her perspective, but
valuable for her to become aware of
her language use. This confirms that
students might use the interface to
document stories for themselves.



Fig. 25 Participant testing - reflection on-action

Usability

Since the core of the interface is to
share and document their stories,
one participant mentioned that she
did not recall that she could also read
their peers’ stories.

Graphic elements

Graphic language was clear and
concise, allowing students to follow
the user experience.

In addition | spoke with two professors
and showed them screenshots from
students’ tests. They mentioned that
they were interested on only reading

Fig. 26 Participant testing - reflection in-action

the text, because they could identify
which aspects from the course were
involved. They think that filling the
activity, resources from the class and
emotion is more for the benefit of
the student and the efficiency of the
reflective practice.

One of the professors said that this
tool would complement current
communication that students have in
whatsapp: they send videos, photos
and engage in conversations.

Fig. 25, 25, 27 show examples of
interface use in real context. One of
the participants acceeded to do a
representation from her stories.

Fig. 27 Participant testing - reflection on-action

The results show that “Your Story”
had a good acceptance between the
participants since two out of the three
mentioned they would like to use it
in real-life. In addition both kinds of
reflection types were used: in and
on-action. This implies that “Your
Story” provides an accessible and
convenient interface for reflecting
and then documenting students
experiences.

The bridge between real-life and
learning environment can be enhance
with the use of “Your Story” because
students are interested on sharing
their stories and professors are
interested and curious about students
real context and by the use of the
interface this is possible, moreover
stories are kept for further analysis.

However, the options from check
boxes for resources and emotions
seemed to limit students, this could
be optimized by adding text input.

As a conclusion, “Your Story”
has a great potential to enhance
NLtraining's current learning
strategies.



Chapter 6. Conclusion




This project was proposed as an
exploration of the application of

a service design methodology

in language learning services
(NLtraining), this perspective aims
to support current practices by
bringing students real-life language
use. In this section | present the
main contributions from the findings
brought by this project.

Students’ experiences scoped in
current SLA research

From the revision of current literature
on language learning, | found that
students’ experience with the

target language is not fully part of
the scope, since it is focused on

the learning process inside of the
learning environment, therefore this
project contributed to understand
the value of learning from students’
real experiences and integrate it in
the agenda for professors and course
designers.

Most used methods to learn from
students’' language use are ESM
(experience sampling method) (Arndt
et al., 2021), Onal et al. (2019), , which
is applied in a questionnaire format
to students, these kinds of tools do
obtain relevant information such as
frequency of use and kind of activity
(reading, listening, writing, and
reading), however, they do not provide
a deep understanding of the context,

such as emotions, which according
to Rodriguez-Kaarto & Hahn, (2015)
is a crucial part of the learning
process and valuable to learn from.
Therefore “Your Story” can serve as
a complement for current practices
by bringing students’ translations
through reflection.

Reflective practice in language
learning

During interviews with students in the
first stage of the project, it was found
that students are already carrying out
complex reflective processes, which
lack structure and have a great impact
on their language use, mostly after
negative experiences. By designing a
tool that materializes such reflections,
students become more engaged with
their own learning process, moreover,
they become aware of which aspects
they need to improve to achieve their
goals. In addition, normalizing sharing
stories can encourage students to use
the language with more frequency
and overcome the barriers they face

in their daily life.

From the professors’ perspective, it
became clear that reflection can bring
them knowledge that they can make
use of when designing their classes
and selecting the topics to work with
during the class, it is an invitation

to enter in the student’s shoes and
generate empathy.

Service design as a versatile
approach for NLtraining

The use of a service design
methodology brought a new look into
current language learning services,
by bringing the students’ voices

to the learning environment and
enabling other levels to learn from

it: professors and course designers.
In the particular case of NLtraining,
this perspective brought valuable
insights and a way of working that
could be implemented in the future,
strengthening communication
between stakeholders and generating
empathy.

Fig. 28 Communication flow between current
NLtrainig's ecosystem: how it is now and how it is
pictured from this project’s perspective

Fig. 28 illustrates potential
communication flows based on

the stakeholder map presented

in Chapter 3: the tool can enable
insights to travel efficiently and
prevent assumption based knowledge
in NLtraining’s ecosystem.

In relation to current research

on service design, this project
contributed by bringing an alternative
perspective where language learning
services were pictured as an (time,
cost and compromise) investment
for students as means for future
development, compared to previous
studies from service design in
education focused on administrative
and catering activities.



Target group

This project involved groups from only
two levels from the complete student
body, excluding groups as: beginners,
“low-educated” (laagopgeleide - which
means students with no or scarce
academic formation) and illiterate
(students that do not know how to
write and read).

Including this groups was not
possible given the time and resources
available, however, further research
including such groups is needed.

Students’ context as part of the
emerging activity

Findings from this project indicate
that considering students’
experiences within the emerging
activity is relevant because they bring
insights that can help design set

and epistemic elements that fit the
students’ context.

Looking at the ACAD model used

as inspiration, informal learning
experiences can be integrated in the
social design category, given the fact
that they consist of communication
with other people in organizations,
personal social environment and
academic instances. This insight
could be a relevant topic for further
research (Fig. 29).

Fig. 29 Vision into integrating informal learning into
social design having an impact on the emerging
activity.

This thesis project was a (personal)
journey, which enabled me to deep
dive on what the role of a designer
is and how it can provide value to
society. It was an invitation to a
retrospectively reflect in my own story
and my motivation to drive change,
even if the challenges in society are
complex.

| learned about resilience and how
it is to lead a project, managing

the timing, organization, and
administrative processes. With
aspects that | enjoyed more than
others, | feel fortunate to have the
chance to do what | enjoy the most:
connecting with people and bringing
their voices and stories to the table,
making use of structured service
design tools. | learned to adapt to
the context and make a space for a
designer in the education sector.

My biggest challenge was to go
against my fear and insecurity for
academic research, | learned to
formulate and support my ideas,
integrating my creative soul in

the way. Since my experience as a
designer has been built in empirical
work inside design agencies. My
biggest pleasure was to work together
with students and professors, my
communication abilities allowed
me to break cultural and language
barriers, where me, as a Dutch
language student, could take the

initiative to run sessions in Dutch and
step out of my comfort zone.

Working as an individual designer

in a multi-disciplinary and multi-
cultural environment has shown

me what path | would like to pursue
after this project, my interest for the
social domain increased and my
ability to connect with people sustain
my passion for designing with and
for people. This project was a good
practice on democratizing education,
giving the voice of the students a
place in the learning environment.
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Annhex

1.1 Extended version of Journey map

Pre-service Service Post-service

Not yet aware of the
service

Not yet aware of the
service

ibility line T iy

Carrying out a previous Wrapping up course

stage actions

course
‘motions/
feelings
linteraction W G et Vel i e Ve Ui M Vel A

port actions Not brief received yet No brief received yet

:akeholder

Receive brief from Research on previous

Government programs
‘Q
[1{1]]
EDA and Government EDA team

Learning about NLtrai-
ning services

Recommendation

Find information online

Posters in public
spaces

Excited, motivated,
released

&

Student

Website, posters, flyers

Learning about a new

Enroll for a course

Fill in the online form

Curious, excited,
motivated

Intake call

Recieve a call to
confirm preferences
and give additional
information

Curious, excited

Wait for a spot

No action

Uninformed, forgetfull

Take the course

Assist 6 hours per
week to class
Do homework

Practice

Excited, motivated,
energized

Finish the course

Complete the exam to
complete the content
of the course

Releaved, insecure,
motivated, proud

& =28, 2 &8 &

Student

Website

Student, professor,
project leader

Phone call

Prepare material and

Receive project knowledge before the
5 brief course - Make intake
project calls
@

Excited and curious
about the project

Promote the course

&

EDA and project leader

Preparing a customized
course

EDA team

Reassured, excited,
determined

Receive online
applications

&

Project leader

Brief professors and

project leaders

Motivated, excited,
busy

Select suitable
students and list them
for a call

@ &

Professor, project leader

Make sure that the
course complies with
requirements and that

the team is trained

E@e B

EDA, professor and

project leader

EDA team

Student

Plan and set the
strategies for the
course

.\o

Motivated, determined
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Finish intake calls and
form the groups

Project leader

Not involved in the
course development

Student, professor

School location, books,
website
Exercises, topics

Classes 6 hr per week,
adapt teaching materials
according to the needs,
follow up planning

Excited, motivated, energized/-
tired, lost motivation
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for the course and
fellow up in students’
progress

2 &

Professor, project leader

Not involved in the
course development

Student

Online survey

Send survey and
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documentation

.
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releaved

Send survey and
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documentation

Project leader

Not involved in the
course development

Further plans

Integrate their knowledge
to their dailylife and/enroll
for the next course
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motivated, proud

& DL E
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Books, online material,
NLtraining website

Support students for
their further plans,
document outcome of
the course
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NLtraining activities

Provide information to
EDA team

Proud and excited

Asses the development
of the course and
document issues

£ &8

EDA professor and project leader

Consult professors
from their experience
and revise survey

o

EDA and professors

Provide information to
EDA team

g 2

EDA and project leader

Document and report
outcome of the course for
further implementation

&

EDA and Government



1.2 Interview script - exploratory research (Chapter 3)

EN - PROFESSORS - Interview Script

1. Introduction - What is the project about and thanks for participating - 2 min
Dear professor: thank you for your participation in this project!

My name is Mariana and | am a student from TU Delft finishing my degree as a Design for
Interaction, where | design interfaces to improve peoples’ experiences with products and
services. In this case | am working with NL Training in order to bring the everyday experience
of your students to the class and help improve the learning experience. It is important to
mention that you are the expert in teaching the language and learning experience, so know
that there is no good or bad answer. | want to learn from your experience, so the more details
you feel comfortable sharing, the better.

We will begin with sharing the confidentiality agreement, where we will talk about the data we
will use for the research, then we will talk about your intention to teach the language and the
intention of your students to learn. Then we will talk about the tools you have to learn about
your students' experiences and what would be helpful for you to use. Finally we will talk about
reflection and how it relates to your teaching experience.

Please feel free to ask any question or to share any comment you think is interesting. So far,
do you have any questions?

2. Confidentiality - Form and explanation of video recording (or just voice recording)
5 min

To better document your responses | will record your voice and video, since it helps me
understand. The material collected during this interview and further sessions will only be used
for academic purposes to better illustrate the context of the project. Details such as name,
address, or any private information will be confidential, as well as if you desire, your face can
be faded (see example).

If you agree with the privacy statement, could you please sign, and if you wish you can get a
copy. Do you have any questions? If not, we can keep going to the next section.

3. Intention to use the service - 5 min
Let’s talk about why you decided to teach this course.
1. Why do you teach your course?

2. When did you begin? and when will you finish?
3. Why do you think your students are taking the course?

4. Analysis and documenting of current language use 10 min
Thanks for sharing, now | would like to ask you:

1. Do you know how and when your students use the language in their daily life?
2. How do you learn about their experiences?
3. How do you document it?

5. Materials from the class involved in current language use 5 min

Thank you for telling me more about how you learn about your students’ experiences with the
language in their everyday life. Now | would like to talk about the class material that you think
best helps students to use the language outside the classroom.

1. What kind of material do you think supports students in their daily life use of the
language?

2. What material do you wish to have in order to help students use the language in their
daily life?

3. Do you adapt your teaching materials to what your students need in everyday life?

4. Ifso, do you do it per student or as a group?

6. Reflection - To what level are students reflecting 3 min
Thanks for sharing your thoughts. We are now in the last question of the interview: Reflection
is an important part of the learning process, therefore it is important to allow students to reflect
on their own experiences when using the language in their daily life.

1. Do you think your students reflect on their experience?

2. How do you help students to reflect?
3. How can their reflections help you with the planning of the classes?

7. Wrap up 1 min

We are now finished with the questions, it was very nice to get to know your experience, thank
you for sharing. Your opinion is very helpful for the development of this project.

Do you have any final questions? Would you like to add anything to your responses? If it
happen that you have a question after this interview you can always reach out to me at:



EN - STUDENT - Interview Draft

1. Introduction - What is the project about and thanks for participating - 2 min
Dear student: thank you for your participation in this project!

My name is Mariana and | am a student from TU Delft finishing my degree as a Design for
Interaction, where | design interfaces to improve peoples’ experiences with products and
services. In this case | am working with NLtraining in order to bring your everyday experience
to the class and help improve the learning experience. It is important to mention that you are
the expert in your experience, so there is no good or bad answer, also | am not assessing your
knowledge of Dutch. | want to learn from your experience, so the more details you feel
comfortable sharing, the better.

We will begin with sharing the confidentiality agreement, where we will talk about the data we
will use for the research, then we will talk about your intention to learn the language, then
about how, when and how you feel when you use the language in your daily life. Afterwards
we will talk about the material from the class that you most use in your daily life and finally we
will talk about reflection.

Please feel free to ask any question or to share any comment you think is interesting. So far,
do you have any questions?

2. Confidentiality - Form and explanation of video recording (or just voice recording)
5 min
To better document your responses | will record your voice and video, since it helps me
understand. The material collected during this interview and further sessions will only be used
for academic purposes to better illustrate the context of the project. Details such as name,
address, or any private information will be confidential, as well as if you desire, your face can
be faded (see example).

If you agree with the privacy statement, could you please sign, and if you wish you can get a
copy. Do you have any questions? If hot, we can keep going to the next section.

3. Intention to use the service - 5 min
Let’s talk about why you decided to enroll in this course.
1. What is the motive for you to take the course?

3. *If you do not remember or if it is not clear, don’t worry, then can you tell me what are
your plans when you finish the course?

4. Current state of language use (Frequency of use, situation and experience) 10
min

Thanks for sharing, now | would like to ask you:
1. Do you use the language in your everyday routine? Yes-no
2. How often do you use it?
3. Could you tell me where you most use it?

4. In which situations do you hesitate and do not use it?
What is the main difficulty to use the language in your daily life?
6. How could you say your experience is? How do you feel when you use it?

o

5. Materials from the class involved in real context 5 min

Thank you for telling me more about your experience with using the language in your everyday
life.
1. Now | would like to know if in any of the situations you mentioned, can you mention
what resources from the class were involved? (books, texts, videos, exercises,etc).
2. \What materials do you think are useful for you to use the language in such a situation?
What materials are not useful?
4. |s there any material that you think you would like to help you use the language in your
everyday life?
5. How do you think the school can help you?

w

6. Reflection - To what level are students reflecting 3 min

Thanks for sharing your thoughts. We are now in the last question of the interview:
1. We have been doing a reflection on your use of the language in your daily life, have
you done it before?
2. Do you usually reflect on what you have learned throughout the classes?

7. Wrap up 1 min

We are now finished with the questions, it was very nice to get to know your experience, thank
you for sharing. Your opinion is very helpful for the development of this project.

Do vou have any final questions? Would you like to add anything to your responses? If it
happen that you have a question after this interview you can always reach out to me at:



1.3 Student booklet to test three different concepts 1.4 Samples of Taal-canvas prototype
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1 2 3 4 5

2 De emojis’ waren nuttig om mijn verhaal te
vertellen.

1 2 a 4 5

5 Ik zou dit prototype In praktijc willen
gebrulken.

1 2 3 4 5

3 De emojis’ waren nuttig om mijn verhaal te
vertellen.

& Dit prototype past goed b de les (dienst)
wvan NLtraining.

1 2 3 4 5

1 De vergeliking met het weer maakt het
makkeljk om te reflecteren.

1 2 3 4 5

Prototype 3 - Digi-taal

4 lk zou met min groep mijn reflecties willen
delen.

1 2 2 4 5

2 Ik vond de vragen - instructies inspirerend.
e .

1 2 3 4 5

5 Ik zou dit prototype in praktijk wilen
gebrulken.

1 2 2 4 5

3 De digitaal app hebt me geholpen om te
reflecteren.

1 2 3 4 5

& Dit prototype past goed bij de les (dienst)
wvan HLtraining.

1 2 2 4 5

S r?
Hoe voelt je je erove
,:1_}'&‘

e

wat heb je gedaan?

0

Lezen Luisteten

Als je het leuk vindt...

Kies je optie:

[k wil mijn verhaal met mijn
& groep delen.

P 1k wil miin docent vragen om
sen discussie te storten.

Anders nog?...

Taal-verhagq)

Wat heb je gebruikt (of niet)?

93



1.5 Interview script validation stage

Student concept validation interview
Interface design

Goal of the session - Evaluate the impact of tool use in the service . o
| would like to talk about how the app looks, because itis important that these elements help and

Session setting — In person, | will get together with the participant in a 30-45 min interview. i i ]
guide you through the experience. Could you tell me the following?

Data outcome — | will prepare printed materials to facilitate students’ engagement throughout the
interview and facilitate understanding the questions 1.
What was the task prior to the interview? — To use the interface in a real setting (when using the
Dutch Language outside the classroom). Since the test is carried out with a semi-functional

Do you think emajis helped you to describe your story? Why?
2. What do you think about the balance of text and images?

) ] o 3. What would you change from the current design? Why?
prototype, responses will be documented with screenshots of the screens of the participants

Structure of the interview — The session will consist of the following sections: Interface impact on current service

e Consent form and data management (2 min)
Now we will talk about what you learned from the interface, remember that the goal is to learn

about how you use the language, it is not the intention to evaluate your writing or speaking

e |ntroduction: goal session (2 min)
e Discussion of the three main topics: (1) interface flow, (2) interface design and (3)
interface impact on current service (15-20 min) abilities. Now, would you share with me:

W 5 mi
* rap up (5 min) 1. Outcome

a. What do you think about your story?
b. Whatdid you learn from completing your story?
¢. Did you find any surprising thing?

2. Reflection upon outcome
| will prepare a printed consent form, where | will explain to the participant what data would be a. What helped you think about your story?

This document contains several relevant questions, however, some guestions might serve as
inspiration and can be answered within previous questions.

Consent form and data management

collected from this session, further use and processing. The format can be found in the appendix. b. Did you find it easy to complete your story?
Introduction ¢. Howdid you feel after completing your story?
d

Thank you for joining this session, let’s begin with a small game: what was the last thing you eat?, Where were you when you complete this story? Were you alone?
could you tell me how did you feel after eating? {1 will show some emojis to help the participant
answer this question) a. |see that you selected (take a photo, send voice note or hold a group

discussion) option to share your story, why do you think you selected it? Do you

After a short conversation (2 min), well this was a short reflection exercise, which we will come
back to after some minutes. Thank you for sharing the screenshots from your previous use. The
goal of this tool is to help you know more about how you use your Dutch outside the class and in

think you would select the same option in other stories?
h. What do you think your professor would learn from your story?

this session, we will talk about what you think the app and how did it helped you in the last days. c. Whatdo you think your classmates would learn from your story?

Do you have any question or comment before we begin with the questions? Then let’s begin! d. Would you use this interface more frequently during the Dutch course?

4. |s there something that you would like to change?
Interface flow

Wrap u
1. | have printed the screenshots that you sent me, | see that you used it XX amount of times, pup

why did you use it as such?
2. What do you think about the order of the questions (activity, description, resources,

emotion, and sharing)? Thank you for sharing your experience, do you have anything extra that you would like to share?

Or do you have any questions?

6. Is there something you feel was missing or was too much?
How much time did you invest in each story?



1.6 Samples of student’s screenshots for validation sessions

Participant 1- Reflection in-action

Professor concept validation interview (Draft)

Professors will be shown the screenshots of the students (1 or 2) as a reference throughout the Verhaal toevoegen Verhaal oevoegen
session. There will be two professors in the session, and we will begin with an ice-breaker

Verhaal toevoegen

technique to sensitize them into the topic.
Interview materials — | will use the journey map developed through the project to inspire

professors to think about a holistic scope. _—
Interview goal — To understand what the impact of the stories for professors is and get ideas on . Afspraak bij de kapper
how could it be implemented in their work. :
= d ) Ik moest een afspraak voor mij
roceaure: zoon bij de kapper maken. Dat
: ging helemal goed. Zo
1. Introduction makkelijke dingen doe ik graag.

2. Stories exploration
3. Journey map game
4, Conclusions
5. Wrapup
Questions:
1. Stories exploration
a. What do you think about the story?
b. Do you see any surprising insight? Why?
c. Did you learn something similar throughout your class?
d. Do you implement this kind of practice in your class? When?
2. Interface evaluation
a. Howrelevantis the information from the screenshots for your work as professor?
Why? Nerhaal toevaegen Verhaal toevoegen
b. Do you think that this helps you better understand your students?
c. What do you think is the most important for you? \=d = En hoe ging het?
Is there something else that you would like to learn from your students’ Kies een of meer opties
experiences?
3. Journey map game
a. Let’s look at how the course looks like, when do you think you would like to use
this kind of information from the interface? (Point out the moments) and why?
What would imply for you to use this interface in terms of preparation?
How often do you think you would like to learn from real experiences?
Do you think it will help you prepare for the classes?
How would you like to receive the information?
What would you do if you detect a trend from your students? (For example having
negative experiences with health services?) To whom would you ask for support?

"o o0 o

{point out in the journey map)
4, Conclusions
a. Do you have any final thoughts on implementing this reflective practice within

your courses’?
b. What would you modify? What do you think works well?
5. Wrapup



Participant 2 - Reflection on-action Participant 3 - Reflection in-action

Verhaal toevoegen ‘q Verhaal toevoegen ,q Verhaal toevoegen ,q Verhaal toevoegen ‘q ¥eatiael Inevosgest 9 Verhaal toevoegen ‘q
- —

Wat heb he gedaan? Vertel maar... ! o puatihiet he dedus Veft ?I maar.. e e

Kies een of meer opties Schrijf in korte zinnen jouw verhaal Boaken Website Kies een of meer opties ScliRotneniChi e beal

M )
Titel Titel

5 @ @ Omgang met Nederlandse taal 5 @ @ Expositie in de bibliotheek

o0 e
" - i S’
schrijven Lezen Ik wil graag mijn Nederland te X Schrijven Lezen eenidocument te printen; en E
verbeteren omdat ik uiteindelijk )’

daarna zie ik een expositie waar
kan werken zonder probleem

hangen photos en voorwerpen Docent
. met Nederlandse taal. Docent d.GmP. . van de jaar 1920.
Iscussie

Groep
discussie

Het was heel interessant, en ik .
- heb bijna alles begrepen, maar

sommige worden van
6 ° onderwerpen wist ik niet, want
zij waren heel oud. 0
Luisteren Spreken Luisteren Spreken . . . m
B I L I Er was niemand erbij waar ik

vragen kunnen stellen.

Thema’s Woordenschat
Thema’s Woordenschat - .

< Terug Volgende = < Terug Volgende = <« Terug Volgende - & Terug volgende > - Tone VeltErie B « Terug Volgende 5

Verhaal toevoegen g <
Verhaal toevoegen q Verhaal toevoegen ‘q Verhaal toevoegen ‘q 9 Verhaal toevoegen ‘q Verhaal toevoegen
e . -
- En hoe ging het? Als je het leuk vindt... . = En hoe ging het? Als je het leuk vindt...
Docent e Kies een of meer opties Ki i Ki ¢ e Kies een of meer opties
discussie P! ies een of meer opties ies een of meer opties
[ -
< & o] V4 “ < o el Vg
o e
Goed! Neutraal Foto maken Spraakbericht maken Goed! Neutraal Foto maken Spraakbericht maken

M M
Thema's Woordenschat . . . .

¥ N X _I_ e m SN A | +
. 1] . 1]
b 2 p "4 p
- Thema'’s Woordenschat Sem2 . -
= i 3 . Niet zo goed Andere optie Deel je verhaal Andere optie Niet zo goed Andere optie Deel je verhaal Andere optie
o8

_. v
Grammatica Andere optie . . . . . . . . .

< Terug Volgende - & Terug Volgende = < Terug Volgende — S5 Lo Volgende = g Terug Volgende -2
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Do not use abbreviations. The remainder of this document allows you to define and clarify your graduation project. The current Dutch learning process in NL Training is based on the acquisition of theoretical and practical knowledge in

the format of courses that last arcund 6 maonths which include printed and digital material and take part in a classroom
on location. Throughout the courses, the students can visualize their progress by filling in rubrics, which the professors
can use as areference to better support the students.

start date 24 - 03 - 2023 24 - 08 - 2023 end date

For this project, the learning experience offered by NL Training is considered as a service, where it is essential to bring
aspects of the user experience to better understand the scope of the service. Translated to the context of the project it
means that itis necessary to gain a deeper understanding of not just the theoretical and practical knowledge, but of
the application of such knowledge in real-life context and how is the experience that comes out of this application.

INTRODUCTION **
Please describe, the context of your project, and address the main stakeholders (interests) within this context in a cancise yet

manner. Who are involved, what do they value and how do they currently operate within the given context? What are the
main opportunities and limitations you are currently aware of {cultural- and social norms, resources (time, money....), technology, ...).

Current research on design and education are based on understanding which factors have an influence onthe
learning process (which can be named learning activity), such as epistemological resources, content and sacial
interactions within education, but knowledge on how to understand the student's experience in real-life contextis
scarce. Therefore this project aims to explore possible ways to bring insights from the students as part of the factors
that are currently scope of design and education.

The Metherands is an international country, where people around the world find professional, academic, romantic,
asylum opportunities (fo mention some of them). One of the first challenges that people face upon their arrival is the
Dutch language, even though English is well spoken in most of the activities, the understanding of Dutch is an
essential part of the integration pracess. In order to achieve such integration, people get into learning the language,
which involves gaining theoretical and practical knowledge, alongside its practice and exposure in the social context,

which is an essential factor By bringing insights from students’ experiences, it won't just benefit the ongoing research on design and education,

but will also provide professors with a better understanding on how to support students in a customized way, which

ML Training is a specialized organization that provides Dutch language courses to immigrants and expats, from basic to T o
g b g b guag 9 P represents a challenge in diversified groups.

advanced, Their services are cffered in different cities throughout the Netherlands, however for this project | will be
working specifically in the location in Leiden. The groups are constituted by students with different cultural and
professional backgrounds, which brings a diversity of experiences that makes the learning process interesting.

One of the learning objectives, within the services of NL Training, is that students are able to practice the language in
real-life situations, which has been the main inspiration to this project, where | am going to make use of design to
support and provide a different perspective to the educational development colleagues of NL Training. ASSIGNMENT **

State in 7 or 3 sentences what you are going to research, design, create and / or generate, that will solve {part of} the issue(s} pointed

The contribution from NL Training to this project is to support design activities by bringing the students and professors S . : : At e . . .

to participate and engage during the research, sharing knowledge related to the learming processes they currently use em definition”. Then illustrate this assignment by indicating what kind of solution you expect and / or aim to deliver, for

and provide insightsn from their current way of weorking, instz ! , a product-service combination, a strategy illustrated through product or product-service combination ideas, ... . In
case of a Specialisation and/or Annotation, make sure the assignment reflects this/these.

The limitations for this projact are the workload and availability of the participants, their language knowledge (Dutch,
English, or native language), and could be the level of engagement during the courses.

The main assignment of the project is to develop a design intervention that helps understanding learning experiences in
real-life cantexts and enabling its reflection by using design methodologies, according to NL Training’s scope.
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will take as an inspiration the ACAD (Activity Centered Analysis Design) model proposed by Carvalho and Goodyear
(2017), where multiple aspacts from the learning process as a service are presented and what is their implication
within NL Training. At the same time | will research UCD (User Centered Design) theory, in participatory design
specifically, to get a better understanding of the tools that can be used to bring user experience insights into the
learning activity from the service design perspective.

After the literature review, | will carry out a co-design session with students and professors, where the main objective is
to develop a design intervention through student’s insights. For the session | will procure the materials needed,
documentation and data analysis.

The main outcome will be, as menticned previously, a lo-fi design intervention that will bring students real-life
knowledge and experience, through its reflection, with the intention to provide professors with a deeper
understanding of their students and contexts so then they can support learning activities, alongside with theoretical
and practical knowledge. In addition, I will provide full documentation of the process, recommendations for iterations
and further steps.
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PLANNING AND APPROACH ** MOTIVATION AND PERSONAL AMBITIONS
Include a Gantt Chart (replace the example below - more examples can be found in Manual 2} that shows the different phases of your Explain why you set up this project, what competences you want to prove and learn. For example: ac
project, deliverables you have in mind, meetings, and how you plan to spend your time. Please note that all activities should fit within 1Sc programme, the elective s extr 1lar activities {etc.} and point out the com

the given net time of 30 EC = Ill time weeks or 100 working days, and your planning should include a kick-off meeting, mid-term Optionally. desc e leaming o

een light meeting and graduation ceremony. lllustrate your Gantt Chart by, for instance, ach, and of . ion Proi as: ) padening your competences or experimenting with a
please indicate periods of part-time activities and/or periods of not spending time on your graduation project, if any, for instance
because of holidays or parallel activities.

1
! L Self experience (Motivations):
' startdate 24 -3 - 2023 24- 8 - 2023 end date |
. | - The initiative to carry out this project came from my personal experience while learning the language: | moved to the
. | Netherlands just before pandemic times, which means that my integration process was isolated, and it was not just
i i until [ learned the language that | could feel more "home”,
1 1
1 1
. - People from my surroundings struggle with integrating in society due to the lack of the language, which can lead to
. I mental health problemns, isolation and desires to move back to the country of arigin, which | find difficult to cope with,
: | therefore | would like to intervene in such a learning process to improve the integrating expearience.
1 1
1 1
; | - Asadesigner, | see this project as the perfect opportunity to bring the user voice to the learning process, and to
; ) | contribute to the educational sector in a context where | was (or still am) part of the target group.
' '
U Foisest N 3 7 B 5 7 B N I W S O O 0 =73 0 0 FE I I !
: Dates CHESg i SR o e SRR e e R R %*—gﬁ R = : Amb\'t\'ons (Leamih g goa‘s):
1 | | 1
1 =D 21 |
| == R —— 1 -lwould like to learn the dynamics of stakeholder manzgement, where | am able to keep each party engaged during
i | | the pracess, listening to their neads and finding opportunities to keep a smaooth process, including my interests as a
| o | designer.
1 [Userioumey vaping 1
| s —— T e !
i et (g i | -By doing this research, | aim to support NL Training's development, but | firmly believe that bringing students’
o, i | contexts into the learning activity is a practice that can provide value in 2 broader sector than just language education,
D iy \ but also primary, secondary and academic education. This praject can serve as inspiration for further educational
; _cais-ms E— EE——] e ¢ challenges.
1
H | 1
i B ! | -Finally, polishing my abilities as a designer to carry out academic research that can be shared with non-academic
| — e e | arganizations. | am familiar with the dynamic part of the process which is carrying out interviews and sessions, but
i | working with theory is an aspect that | want to focus on during the project.
1 == e —— . e — |
[ !
1 1
1 1
1 1
1 1
1 1
1 1
1 1
1 1
1 1
1 1
1 1
1 1
1 1
1 1
1 1
1 1
1 1
1 1
1 1
1 1
1 1
1 1
1 1
1 1
1 1
1
:
1
! FINAL COMMENTS
. In case your project brief needs final comments, please add any information you think is relevant.
:
1
1 1
1 1
1 1
1 1
1 1
1 1
1 1
: i
- :
1
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