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Education

Fed up with the status quo,

Bacl@to Normal? 4

college students take to social ~ ' §‘

media to combat sexual A selectlgn of college event calend@ !'!ﬂ% that'things haven't/quite snapped back to the way they were.
misconduct . o
Northwestern and Loyola students are rallying online and in person against alleged HOW 2 mlddle SChOOlS are prlorltIZIng
attackers, saying they didn’t have confidence in university investigations. SEL for teenage StudentS

NEWS - EDUCATION - News ducators in these Minnesota and Tennessee schools have integrated SEL curriculum
aroughout the day — with exercises included for staff, as well.

CSU launches $11M “student success” effort to boost 70% graduation rate

Less than half of CSU students graduate in four years

TEACHING PROFESSION REPORTED ESSAY

Students Aren’t the Only Ones

Broken Transfer Systems Are a Barrier to Equitable Outcomes

oRicr -
Survey: Teachers more likely to report Grieving

burnout than Other gOVernment Teachers, to?;::ve faced incalculable losses

employees ESU 16’s Listening Tour a “refreshing”

cenoeR squry = experience for Central Nebraska school

A University Tried to Correct Its Pay districts

Gaps. Some Professors Feel = .

Shortchanged. SUNY begins to unenroll students who

didn't comply with COVID-19 vaccine
New Website Allows Students to Report Anti-Semitic Incidents mandate
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Experiences are directly tied to
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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.

Customer 1,000+ $35MM+ Launch 1,000+ 9,000+
learnings customers revenue CX+EX employees customers
3,000+

education
Launch $370MM+ customers

Leadin iQ ENGINE LTM revenue

Product ea g Accel and Sequoia
academic - tment
. development ket with inves STUDENT
qualtrics e Launch Launch XM
FOUNDED RESEARCH Open Open
CORE EMEA HQ APJHQ XM QPN FACULTY &
PLATFORM STAFF XM
2002 2010 2012 2014 2016 2018 TODAY

ACADEMIC RESEARCH CORPORATE ENTERPRISE HIGHER EDUCATION

Established easy-to-use, deep analytical Students matriculate into the workforce Build out XM platform
platform

Bringing learnings back to higher education







Satisfied with
academic experience

Satisfied with
social experience

Satsified with
overall experience

Agree that faculty
care about students

Agree that staff
care about students

Agree that leaders
care about students

Perception of Student Experience

Student vs Administrator
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Understand what matters to students

Foster social experiences

Prioritize mental health

Create inclusive environments

qualtrics™*




1. Understand what matters to students

Satisfaction for students who do and do not
feel understood by their institution

. UNDERSTANDS . DOES NOT UNDERSATND
41 243" 43 5 ———
87%
(o)
48 / (0] 43 0 /0
Satisfied with Satisfied with Satsified with

academic experience social experience overall experience
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2. Foster social experiences

SATISFIED WITH EXPERIENCE

01 Student support resources
(e.g., career services, academic advising)

02 Institutional culture that is welcoming
to students of all backgrounds

03 Campus environment that is
physically safe and secure

04 Community
engagement

05 Extracurricular
activities

06 Campus facilities
(e.g.. housing, dining)

07 My social
life

08 Travel opportunities
(e.g., study abroad)

09 My institution’s
alumni network

74%
74%
2%
6/%
64%
02%
61%
56%
5E8%

MOST IMPORTANT FOR SATISFACTION

01 Student support resources
(e.g., career services, academic advising)

02 My social
life

03 Campus environment that is
physically safe and secure

04 Extracurricular
activities

05 Campus facilities
(e.g., housing, dining)

06 Institutional culture that is welcoming
to students of all backgrounds

07 Community
engagement

08 Travel opportunities
(e.g., study abroad)

09 My institution’s
alumni network

qualtrics™*

31%
22%
16%
3%
7%
6%
4%
4%
2%



3. Prioritize mental health

qualtrics™*

39%

Remote/virtual
schooling has
negatively impacted
mental health

94%

Experienced
remote/virtual
schooling

Mental health needs

13%

School doesn’t have
mental health
resources

Resources

16%

Don’t know if school
has mental health
resources

29%

Biggest problem:
students don’t know
what’s available

Awareness

63%

At least one
problem with mental
health resources

Problems

20%

Long wait times

19%

Only short-term
treatment

Time
Treatment

97%

Would use
institutional
resources in a crisis
situation

Uptake




H XM
4. Create Inclusive Environments qualtrics:

s‘y Of students have experienced
@ discrimination at their institution

Student discrimination by race



Understand what matters to students

Foster social experiences

Prioritize mental health

Create inclusive environments

qualtrics™*




Johns Hopkins University
& Student Experience
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The Office of Student Enroliment and Account Management
(SEAM) at Johns Hopkins University

Billing 32k
Registration en rol |ed

Supporting
51k

contacts

Financial Aid population
Student Support

IIIIIIIII and Account Management

JOHNS HOPKINS The Office of Student Enroliment
S
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“Providing superior services so students can focus on
their academic journey.” - JHU SEAM Mission

SEAM Post-interaction Survey

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

JOHNS HOPKINS The Office of Student Enrollment

UNIVERSITY and Account Management



Student Success @ Hopkins

SEAM Student Experience Tracking Design

Monitoring the Student Experience

feedback

Interaction-
Specific

Feedback

S—
high-level i
]
Large, Annal | eaperunderstancing of how ot
e o o o] i ..
s | umbesenimbemod
e | ey Student Experience Definitions

+ The interaction could be in-pef
The core survey i intended to
The format for immediate feed
face push button stand, etc

Student satisfaction

Individual,
Personalized Attention

Timely Responses

visitor

Core Feedback Outiine

qualtrics’*

the opportunity to different offices or than just. ° £
Unsalicited emolve, view s ofsaff member Gathering Post-Interaction Feedback
schedule time with student feel as if they as indivil
taff i offor Providir
f JOHNS HOPKINS. P pr individualisy mographics, and m¢
9 ik ik pricchizad loeachun]  demosmwrics andmore
shuffle may allow for a student sat
student to feel as if Phone Calls
they have a champion feels hear
to solve their inquiry i
through the

feedback

the-

T J0HNS HOPRINs | mmmemememe—

phonesurvey or email should followup
each call within 48 hours.

EAM staf,

case i closed or resolved.
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SEAM Performance Management Next Steps

= SEAM Executive Dashboard

listening methods

* Continue of student

= Establish for , build

* SEAM Operating Dashboard

= Continue building detailed visualizations for SCM, OnBase workflow performance, other key measures
= Performance Targets

*  Establish nitial performance targets for KPis on both SEAM Executive and SEAM Operating Dashboards

*  Develop additional visualizations for KPIs as targets identified

0 Homs | ez




XM & Student Experience




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.

Customer 1,000+ $35MM+ Launch 1,000+ 9,000+
learnings customers revenue CX+EX employees customers
3,000+

education
Launch $370MM+ customers

Leadin iQ ENGINE LTM revenue

Product ea g Accel and Sequoia
academic - tment
. development ket with inves STUDENT
qualtrics e Launch Launch XM
FOUNDED RESEARCH Open Open
CORE EMEA HQ APJHQ XM QPN FACULTY &
PLATFORM STAFF XM
2002 2010 2012 2014 2016 2018 TODAY

ACADEMIC RESEARCH CORPORATE ENTERPRISE HIGHER EDUCATION

Established easy-to-use, deep analytical Students matriculate into the workforce Build out XM platform
platform

Bringing learnings back to higher education




Experience Experience
Design Improvement

Design breakthrough products, services, cultures, and brands m Continuously improve customer, employee, product, and brand experiences
y

Listen & Remember Process & Understand Build a Culture of Action

XM iQ. xFlow

101

w = Education

Institution brand tracking Recruitment & Enrollment

Engagement & lifecycle Academic Research XM Program audit & design
Awareness and perception Student experience DEI&B Research design Compensation & Culture
Segmentation Course Evaluations Culture & Development Panel recruitment Executive reporting
Ad & messaging testing DEI&B Facilities and IT

Ongoing advisory

Alumni engagement



OUR VISION IN PRACTICE

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

Recruitment Alumni Engagement

Admissions and
Enroliment

Post-Graduation Planning
and Job Placement

Advising and Counselling Student Life and Activities

Teaching and Learning

/I QUALTRICS 2020 // COMPANY CONFIDENTIAL


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

FrAGMENTED
SILOEY EXPERIENCES
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Marketing CRM LMS sis HRIS & ERP Helpdesk &
Analytics Ticketing
Tools ( Bl & Visualization )

DELAYED
( Productivity & Collaboration ) Mﬂo"




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

COMMUNITY STVDENTS FacuLry ALVMNL Vistrors
Social -
Media Website Classroom Mobile Apps Campus Events Al_(i\;losrllr;gg/ Student Services Alumni

. Experience Touchpoints
Online

Reviews /'\ /'\ /'\ /'\ /l\

2 | e « = Education
w7

g Y
O-DATA

) . Helpdesk &
Marketing Analytics CRM LMS SIS HRIS & ERP Ticketing

Surveys



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




