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1. Overview

Many student systems and a disjointed set of experiences
The University of California, Berkeley, is in the midst of a very large business transformation initiative with the Student Information Systems (SIS) 
Project.  The core systems that serve Admissions, Student Records, Financial Aid, Billing, and Advising are being replaced, impacting over 37,500 
students, ongoing. Core business units have developed their own siloed systems, creating a constellation of disjointed services lacking integrati-
on, and each having their own look and feel. While each of these systems is highly functional, the lack of centralization adversely a�ects students 
and the sta� that support them.

Financial Aid, a case study in service design
The SIS Project‘s UX team re-designed a menu-driven and complex �nancial aid system using service 
design tools and methods. The resulting solution presents budget information and funding sources on 
a single screen to support understanding and decision making. The design was created with low-
income and �rst generation college students in mind, and aiming to demystify and support their expe-
riences navigating a complex institution.   

2. Process 

Journey mapping and student 
workshops
Mapping how students fund and pay for their education

Student Testing 
Interviews and 1:1 usage testing 

3. The Benefits of design  

On students
One system, one place for all things student-related
Agency and empowerment
Clarity and simplicity of information and decision making

4. E�ect

Cause and e�ect
CalCentral as a platform has been rapidly adopted on campus and rated highly by students as the defacto system with regular usage by 20-33,000 
students each week. Benchmark data, however, for the legacy Financial Aid systems, is a grade D for Learning and Usability using the Systems 
Usability Scale.  

Scale of e�ect
The e�ect of CalCentral with the new SIS, which continues to impact the campus with the implementation of new functionality, are reduced lines 
at the service center, improved service experience by students and ability to solve their own problems.  Additionally, sta� can spend their time on 
more complex issues.
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Activity

DueType

Charge

Award

Refund

Charge

Charge

Award

Unapplied 

Refund

Charge

Amount

$    770.00

– $ 1,500.00

$ 1,030.00

$      20.00

$ 1,568.00

– $ 1,675.00

– $      67.00

– $ 1,600.00

$ 1,850.00

Description

Student Service Fee

Emergency Loan

BILPAY REFUND CASH/REWARD

Transaction #: RF0004393370
Department: Billing and Payment Services
Payment Method: Paper Check
Action: Picked Up
Action Date: 05/05/14
Term: Spring 2014

Drop Enrollment Fee

ASTRON 117

UC Undergraduate RTA Grant

E-Check Payment

Summer Abroad Stipend

Rm & Brd Unit 2

Date 

09/24/13

09/20/13

09/18/13

09/04/13

08/20/13

08/20/13

08/20/13

08/12/13

08/06/13

 Due now      Overdue      Due in the future

SearchBalanceFilter:

 Print

Amount Due Now
Includes Past Due Amount of $20.00

Charges Not Yet Due

Account Balance
Includes charges not yet due
Last Statement Balance (07/15/14)
View Statements

Make Payment

$ 1,989.00    

 $ 1,154.00

$ 3,143.00

$25.00

Billing Summary

14 4 6

 Deferred Payment Plan
 DPP Balance1:                                                                                                                $ 1,310.00
 DPP Normal Installment Amount:                                                                                                                                                             $    605.00
 1: Reflected in charges with DPP listed in Activity.Billing summary

Billing activity

Works on your 
mobile device

calcentral.berkeley.edu

My FinancesCALCENTRAL
Your campus info....anywhere!

CalCentral as the unifying platform
A core part of the strategy is to use CalCentral, a Berkeley-developed unifying platform. Launched in 
2014, CalCentral delivers a personalized set of information, alerts and campus navigation tools with the 
aim of supporting students’ academic success. 

On UC Berkeley
Sta� e�ciencies for increases students self-service
Positive impacts to Financial Literacy initiatives
Supportins student success factors through improved communica-
tions and streamlined work�ows

On the market
Improve students‘ impressions of an instution and alumni giving
Compliment and enhance the institution‘s brand image through ser-
vice excellence


