Innovation™
Isn’t Optional

The Courage to Evolve Higher Ed with
Students at the Center
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“Higher educatlon
Is at a crossroads.




43 million
Americans: Stuck
In higher ed’s
waiting room.

il |

j/ 410M globally

W |

And the global demand for
higher educationis expected
to double by 2030.
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‘Evolve or Die’

Redefining our purpose, starting with the why.
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regain my confidence
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Whowe
iIncludeis
how we

succeed

We're not in the business of credits and
diplomas. We're in the business of shaping
the people who guide, protect, heal,
discover, create, and inspire.

Growthisn'tluck. It's purpose + design.

This past year was our biggest ever. Largest research
expenditures, largest fundraising, largest enroliments, largest
number of graduates, and most diverse student population.



Design for
today’s world,
not a schedule. 44% . 18% =

WORKING PARENTS

The Student Reality

DIGITAL STUDENTS TODAY

® 26% . 54% &

Students Live Differently. We Still Teach the Same.

Sources: US. Bureau of Labor Statistics, Current Population Survey (Oct2023, The Economics Daily); Institute for
Women's Policy Research, NPSAS:20 Student Parents; NCES IPEDS, Fall2022 Distance Education (Table 3).

, _ We are still designing our experiences for students from 10-20 years ago.
« Studentsdon't browse like they used to — 60% of

searches endin zero clicks.

We're still building for students who don't exist
« Students learn with new companions — Alis part of their : :
study habits. anymore. Human behavior has been rewired by

- Students arrive differently prepared — reading levels are AI, teCh, anda gIObaI pandemiC - yet our models
thelowestin3Oyears remain relics of another era.




“What got us here,
won’'tget us there.”

— Marshall Goldsmith
New York Times bestsellingauthor;



Case Stu dy: How technology, innovation and customer

experience go handin hand

The Disney Queue

The problem

Wait time was the #1guest complaint at
each of the Disney parks

.9

“We do not want rides to
be that long. We are trying

to rectify that as soon as
we can.’

Joined queue

-CEO, Michael Eisner, responding to
complaint of long lines in 1989
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Focused on the ride experience only, but ended up with a 3 hour wait and unhappy customers.
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How does thisrelate to ASU?

? The Guele The Ride
ntered
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Applied Admissions Transfer Eval Financial Aid Advising Registration  Orientation Learnmg
to ASU Courses

Graduation



The Dishey Lesson

Don’tlet the process of creating new things
distract you from optimizing the existing
customer experience. Put yourself in your
customer’s shoes. Listen to them and their
concerns. Anddon’taccept any level of
dissatisfaction—regardiess of how nhecessary it
might appear.
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Educational Background

(Before ASU)

Description

Students engage in courses, balance
their workload and personal
responsibilities, adapt to online
learning, and access support
resources as needed.

Themes
« Pace and workload management

» Instructor engagement variability
+ Isolation and peer interaction

Top pain point topics

1. Time struggles
2. Professor interaction
3. Course & course materials

Research & Decision

Pain points

Overwhelming
workload

Some students feel unprepared
for the course workload, find
expectations unrealistic for its
short duration, and are
overwhelmed by the number of
assignments.

(Time strugies ) il

Toxic course

- .
pairings
Students overwhelmed by taking
high-intensity courses like Math
or English at the same time,
harming grades or leading to

withdrawals, wishing they
received wamings when enrolling.

(o o) il
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Balancing
- LI Ll

responsibilities
Students struggle to manage
time effectively to balance
academic demands with work
and family responsibilities, often
facing personal events that
disrupl their studies

(Trm oo 1]

Excessive
reading/writing

Some students perceive
excessive reading/writing as busy
work. Struggle with multiple
readings in a week that are tough
to absorb or understand with little
visuals.

{C‘nme &mmmﬁtﬁm) 'l'

3rd party tools

« Course enroliment

= Issues accessing
ivisi
« Desire for course

Lack of instructor
presence

Struggles with instructors having
minimal presence in the course
due to little interaction with
students, slow responses to
questions (reason for drops), or
lectures from different faculty.

".___Pru[-:ae-mt interaction ) "l

Math struggles

Some find courses too fast-
paced, and express a desire for a
session C option. Students
struggle with technical issues in
ALEKS, not all math courses
offering tutoring, and courses
lacking lectures.

{Cﬂlsﬂ&muu mawm) "'

Disconnect with

il High severity

Lack of feedback

Students struggle understanding
their progress courses and how
they can improve due to delayed
or lacking meaningful feedback
on assignments or exams.
‘Meaninglul feedback’ is rated as
very important by students.

(Pm'mw uﬂmar:;‘} l'l

“Teaching myself*"

Some are dissatisfied with lecture
and course malernals quality,
finding it difficult to learn. Some
feel they have to seek
supplementary materials on
platforms like Khan Academy or
YouTube.

(:Cmrsu& mmm) lll

Balaviad Aaradac

Graduation & Beyond

il Medium severity Il Low severity

Fast course pace

Concerns about the accelerated
pace, feeling uncertain about
managing the workload in the
shorter sessions, especially in
higher intensity courses like math
or language.

( Time struggies ) ] l I

Busy work

Students feel that many
assignments, particularly
discussion posts, are tedious or
lack value, as they sometimes
repeat information from readings
and videos without providing new
learning opportunities

(_C-mxsa & course maimj ] ' I
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Thefuture oflearningis
co-designed.

What if students

could complete their

: How can we teach
lab In VR?

Let’s pilot a research pommunication skills
study to test new : In an asynchronous
What's the fastest i U B U LD Faculty are curious format?
We need to reach path to launching a Sl et S how to marketto ..\t teaching '
adult learners in rural new online online learners. ST 5 e i
areas. certificate? know where to start. What if students
» hearing from could start from
We want to expl Could far - We have a high- e whg — Yc?uTube and finish
Al-powered tutc 7O We OTTere . demand degree with a degree?
Can we redesign our i~ our courses.  T1exible, fully onl What if we cou chronniic 1ah
most enrolled 100- ' pre-health path' reimagine gene Programbutno SO o sy
Vel el e education as a capacity to scale it. P

learners who ar
caregivers or
working full timq

online? story—odrlven
experience?



Collaboration
Is the system

igher ed celebrates milestones — the
application, the enrollment, the diploma.
But students don't live in milestones. They
live in the journey. And the journey is the
system we have to design for.

True impact comes when we design for
the entire student journey, not just
isolated milestones.




Feedback From Students: Legacy App
1camnot Jiory invaid Eror

“l try to make an account and whenever | click start my application it instantly sends me back to the Create an Account page.”

“Keeps restarting page saying sorry the page you are trying to visit does not exist”

‘| cannot access the application process. Every time | attempt to log in, | get an error code 500. This has happened on my laptop, my phone, and my tablet.”

“Too many unexpected errors made it impossible to apply”

“Terrible. Can't get past the log in process. How am | supposed to apply”

“Each time | complete my account set up and go to log in to start my application it will not allow me. States invalid email and or password. Even though | am using password auto fill.”

‘| get an error every time | submit. Multiple browsers, multiple computers and even starting over with anew email address.”

“Not so good. Entering grades an all of the sudden everything is gone. Spent over an hour. And, when | try again | get pushed directly to the residency page.”

“Pathway is prompting me to search for another major as a back up but every time | try to search by any of the categories | receive an error message saying - An error has occurred.”

“The error, "Error: 0315: There was a problem. Please try again.” Persist and | cannot complete my application. I've been trying for days on multiple browsers, multiple computers, multiple
platforms, and various operating systems. Please fix.”



Feedback From Students: New App

“Thanks! It was really clear, | understand all the steps, the registration is simple and easy for everyone around the world!”

“The application process was very efficient. It did not take long, was easy to navigate and overall helpful where needed.”

“Thiswas so easy! | was expecting along drawn out and confusing process but everything was so intuitive that | was able to do it during one Bluey episode!
“One of if not the easiest college applications | have ever submitted...” _ J
“Extremely well made, website was very thorough and direct to the point! It was a very simple application and a well designed website that made for an enjoyable application!
“It was easy to navigate and straight forward! | wish applications were this user friendly when | was applying in 2015.”

“This has been the best registration experience 've ever had.”

“It was amazing how easy it is to apply to ASU”

“One of the easiest applications | have filled out and gives you step by step instructions on how to submit my transcripts.”



Impact

July 30, 2024 - June 13, 2025 Analysis

CSAT Login Errors CVR

Customer satisfaction score Login error rate App start to submit CVR

73100 44100 13% 359% 69% 52%

Legacy NAA Legacy - Pre-migration NAA Legacy

¢ The new experience is significantly better for
¢ our students, with higher satisfaction, fewer
¢ login errors, and stronger conversion.




++ Al SHOWCASE: PROSPECTIVE STUDENT JOURNEY

Student Exploration Tools

i vour future.

Discover custom program matches.

Personalized online program exploration is only a few questions away.

Take the quiz £

5 min to complete

DegreeMe an Al-powered tool that helps match prospective
students to degrees by taking asimple quiz about thelr interests + 2 2 K 3 . 8 / 5 80 / 1 O O

andgoals. completed quiz CSAT indegree matches usability score



++ Al SHOWCASE: STUDENT SUCCESS

Teaching & Learning Al Companions

——— viedliiiscdpe Ll 1esunny > viouuies

Home

Assignments

Discussions
Grades @ v DSL Testing
People
— Dreamscape Learn Waiver
Syllabus B P
1 pts
Modules ' What is going on in my current tab?
B Dreamscape User Account Creation
Collaborations ~  1pts

Excel homework help Tell me about yourself

ASU Bookstore

Smarthinking Online Type your message... \[IL >
Powered by Al; responses may not always be accurate
The Dreamscape Learn Al Chatbot is an in-class Al companion that and should be verified.
enhances the 2D Dreamscape Learn experience by providing real-time

support and guidance to students, for course content both inside and [Web browser plugin]
outside the alien zoo.




Examples of Experience Transformation

@ Undergraduate Admissions Application @ Graduate Admissions Application @ Unified Enrollment CRM @ Identity Management
@ Low Barrier, For-Credit Courses @ University Partnerships @ Corporate Partnerships K12 Auto Admit Coach Portal
Advisor Portal Degree Planning Financial Aid System Optimizations Al Teaching & Learning Companions
Al Degree Recommendation Engine Enterprise SEO Strategy

STRATEGIC FOCUS AREA

‘ Access & Enroliment Growth Student-Centered Experience Innovation & Feedback Loops

Driving reach and scale across ASU's learner pipelines Enhancing the student journey through design, Driving iteration through UX research, real-time
personalization, and efficiency. feedback, and data-informed experimentation.



Reimagining Reach: Toward a Unified,
Flexible Learning Ecosystem

One-time enroliment, linear Modular, lifelong engagement
path, with fractured systems within a continuous learning loop

I\/Iarkftlng Curiousity / discovery «—
Application Low-friction on-ramps

d
Admissions

b D tial
Enrollment egrees or credentials

Career application
Graduation Return to learn
Increasingly costly and

inflexible to sustain at scale

We are evolving from a one-time, front-loaded enroliment model to a continuous,
learner-centered ecosystem designed for flexibility and lifelong engagement.









