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Reimagining Student Experience





Experiences.



YIELD

RETENTION

GRADUATION

RE-ENROLLMENT

ENGAGEMENT

EXTRACURRICULARS

TIME TO GRADUATION

BELONGING

COST SENSITIVITY

DONORSHIP

BRAND PERCEPTION

Experiences are directly tied to



ACADEMIC RESEARCH CORPORATE ENTERPRISE

2002 2010 2012 2014 2016 2018

qualtrics 
FOUNDED 

Customer 
learnings

Product 
development

1,000+ 
customers 

Leading 
academic 

market with 
RESEARCH 

CORE

$35MM+ 
revenue

Accel and Sequoia 
investment

Open 
EMEA HQ

Launch 
CX + EX

Open 
APJ HQ

1,000+ 
employees

Launch
iQ ENGINE 

Launch
XM 

PLATFORM

9,000+ 
customers

$370MM+ 
LTM revenue

Launch
QPN

Established easy-to-use, deep analytical 
platform

Students matriculate into the workforce Build out XM platform 

HIGHER EDUCATION

Bringing learnings back to higher education

TODAY

3,000+ 
education
customers

STUDENT 
XM

FACULTY & 
STAFF XM

QUALTRICS IN HIGHER EDUCATION  

The Qualtrics story - trusted by academia  
We have a  long history of working with higher education institutions, starting as a platform for academic research. We’re 
constant learners. As we’ve grown, we’re learning new ways that we can uniquely help schools achieve their mission.



Student Experience Research





Understand what matters to students1

Foster social experiences2

Prioritize mental health3

Create inclusive environments4



1. Understand what matters to students



2. Foster social experiences



3. Prioritize mental health

57%
Would  use 

institutional 
resources in a crisis 

situation

Uptake

20%

19%

Long wait times

Only short-term 
treatment

Time
Treatment

63%
At least one 

problem with mental 
health resources

Problems

29%
Biggest problem: 

students don’t know 
what’s available

16%
Don’t know if school 

has mental health 
resources

Awareness

13%
School doesn’t have 

mental health 
resources

Resources

94%
Experienced 

remote/virtual 
schooling

39%
Remote/virtual 
schooling has 

negatively impacted 
mental health

Mental health needs



4. Create Inclusive Environments

36%
Of students have experienced 
discrimination at their institution



Understand what matters to students1

Foster social experiences2

Prioritize mental health3

Create inclusive environments4



Johns Hopkins University
 & Student Experience



The Office of Student Enrollment and Account Management 
(SEAM) at Johns Hopkins University

Billing

Registration

Financial Aid 

Student Support

9 schools
32k 

enrolled 
population 

Supporting 
51k 

contacts



“Providing superior services so students can focus on 
their academic journey.” - JHU SEAM Mission

SEAM Post-interaction Survey

❏ Brief survey

❏ Captures general satisfaction

❏ Confirms resolution of support needs

❏ Allows for comments and suggestions

Goal is to maximize 
responses, get a 
steady stream of 
high-level feedback 
that can be connected 
to individual’s unique  
support needs



Student Success @ Hopkins
SEAM Student Experience Tracking Design 



XM & Student Experience 
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For STUDENTS FOR FACULTY + STAFF

Recruitment & Enrollment

Student experience

DEI&B

Engagement & lifecycle

DEI&B

XM Program audit & design

Culture & Development

FOR ACADEMIC 

RESEARCH

Academic Research

For BRAND + 

MARKETING

Institution brand tracking

FOR PROGRAMME 

EXCELLENCE

Awareness and perception

Segmentation

Ad & messaging testing 

Course Evaluations

Facilities and IT 

Alumni engagement 

Compensation & Culture 

Executive reporting 

Ongoing advisory 

Research design 

Panel recruitment 

Listen & Remember Process & Understand Build a Culture of Action



// QUALTRICS 2020 // COMPANY CONFIDENTIAL

Recruitment

Admissions and 
Enrollment 

Advising and Counselling

Teaching and Learning

Student Life and Activities

Post-Graduation Planning 
and Job Placement 

Alumni Engagement

OUR VISION IN PRACTICE  

Student XM is about putting your student at the heart of your institution  

https://app.frame.io/reviews/0bba1ecc-5572-4e63-88fd-897f1c8e3574/ce785d8e-966c-407f-8316-b1fe0d93e607?version=e24d03db-be2f-4fe1-aced-649835d06fcf


Fragmented experience measurement 
diminishes insights and slows action

Website Classroom Mobile Apps Student 
Services

Advising / 
Tutoring

Alumni 
Outreach

Campus 
Events

BI & Visualization

Productivity & Collaboration

Fragmented

Experiences
Siloed

Feedb
ack

Delayed

Action

Touchpoints

Tools

Marketing 
Analytics CRM LMS HRIS & ERPSIS Helpdesk & 

Ticketing



XM for Education connects your experience and 
operational data to improve mission-critical experiences

Social 
Media

Online 
Reviews

Chat 
Bots

Help-
desk

Surveys

Website Classroom Mobile Apps AlumniAdvising / 
Tutoring Student ServicesCampus Events

Community Students Faculty Alumni Visitors

X-Data

Experience Touchpoints

O-DATA

Marketing Analytics CRM LMS HRIS & ERPSIS Helpdesk & 
Ticketing

https://www.youtube.com/watch?v=3TG9wmcgXDU


Q & A 


