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across

Qualtrics in the Federal Government
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Colle ct  e xpe rie nce  data  
from s take holde rs  a t  

e ve ry me aningful 
touchpoint  

Why things  are  
happe ning, and whe re , 
and what  do do about  it  

Close  e xpe rie nce  
gaps  and e nable  

cont inuous  
improve me nt   

Giving pe ople  a  voice  isn’t  e nough. Build t rus t  by act ing on 
human fe e dback and se nt ime nt  to  e nsure  pe ople  fe e l he ard.

1
LISTEN

2
UNDERSTAND

3
ACT

DRIVE CHANGE THROUGH TRUST

What  is  Expe rie nce  Manage me nt  (XM)?
XM is  the  capability to  cre ate  unparalle le d e xpe rie nce s  through s t re amline d inte rpre tat ion of human ins ight  and 
s implicity in act ing on those  ins ights  to  drive  t rans format ion



Learners  expect ready relevant 
learning experiences that 
prepare them for miss ion 
readiness

How expectations and behaviors 
are changing

Organizations  are becoming more 
agile in their teaching approaches 
allowing for fast changes to 
curriculum based on ongoing 
feedback loops

How organizations are adapting What the data is showing

Learners  expect their leaders  and 
ins tructors  to understand their 
unique learning preferences

Organizations  are working to 
incorporate their learners’ needs 
across their entire journey to 
promote productivity & satis faction

77% of public sector respondents  

indicated that their core HR technologies 
are only fair or inadequate to meet the 
needs  of their full-time employees

Learners  expect technology to 
enhance their learning and on-
the-job experience 

Organizations  are optimizing 
technology to the needs of learners
while working to unders tand the 
relationship between technology and 
on the job performance 

1

2

3

66% of public sector 

respondents  expected an increase 
in internal mobility opportunities  in 
the next three years

Learners  want to build skills  that 
enable career mobility and 
profess ional development 

Organizations  are working hard to 
understand skill gaps and the future 
of work to bes t equip their employees  
for growth and development
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Only1% of public sector 

respondents  believe their 
organization has  bes t in class  
processes  and technology to help 
attract the best talent

The Future  of Learning IS Experience Management. . . 
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Yet, 68% rate their 

effectiveness  at enabling talent 
mobility as  only fair or inadequate

Learners  lose 75% of new 

information they learn if not applied within 
6 days  of learning 

70% of employees  report 

that they do not have mastery of 
the skills they need for their jobs

Only25% of respondents  to a 

recent survey believe that training 
measurably improved performance.

77% Of L&D Profess ionals  

think personalised learning is vital to 
employee engagement



What the data is showing

1

2

3
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And Learning Experience Management is  how we get there .
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Learners lose new information if not 
applied quickly and employees  feel 
they do not have mastery of the 
skills required to do their job

Learning XM approach Areas of Impact
(not exhaustive)

Few employees  believe that training 
measurably improved performance 
and learning profess ionals  believe 
that personalised learning is vital to 
engagement

Public sector has  indicated core HR 
technologies are only fair or 
inadequate and few believe their 
organization has  the processes and 
tech to help attract the best talent

Public sector expects  an increase in 
internal mobility but a majority rate 
their effectiveness  at enabling talent 
mobility as only fair or inadequate

+ Focus  on behavioral changes  within the learner experience
+ Automatically follow-up with learners  and other s takeholders  pos t-learning 

to as sess  learning trans fer and impact
+ Gather feedback from operational s takeholders  and graduates  of learning 

programs   to continuous ly as sess  and improve learning requirements

+ Standardize lis tening across  all learning modalities  (online, in person, 
hybrid, informal, etc.) to es tablish common measurements

+ Enhance learner records  to account for all types  of learning
+ Measure behavioral changes  over time to track improvements  and 

correlate learning experiences  to operational outcomes

+ Effectively measure all aspects  of the learner journey - including the 
technology experience

+ Leverage external (often operational) data sources  to provide critical 
context about the learner’s  experience

+ Embed lis tening pos ts  directly in the learner’s  technology

+ Lis ten More! Scalable and flexible lis tening solutions  allow employees  to 
give feedback that is  actionable for both the individual and in aggregate

+ Correlate measured competencies  to employee aspirations  and goals  by 
gathering and maintaining data in a s ingle directory

+ Focus  limited resources  by clearly identifying larges t experience gaps  from 
both the learner and leadership perspectives

↑ Overall Employee Engagement
↑ Overall Employee Productivity
↑ Tailored Learning Curriculums
↓ Time to Full Productivity

↑ Employee Satis faction /  Experience
↑ Organizational Readiness
↑ ROI and Training Effectiveness
↑ Employee Engagement
↓ Redundant /  Ineffective Training 

↑ ROI of technology
↑ Efficiency of Learning at Scale
↑ Organizational Readiness
↑ Feedback /  Response Rates
↓ Redundant /  Ineffective 

Technology

↑ Talent Brand /  Recruitment
↑ Employee Retention
↑ Alignment of Ind. & Org. Objectives
↓ Cos ts  of Turnover



How HCD works . . . 

UNDERSTAND 
drive rs  of le arning 
be havior, e xpe rie nce s , 
and pre fe re nce s

MEASURE
impact  and 
cont inue  e volving 
as  ne e ds  change

LISTEN 
to le arne rs ’ 

ne e ds , wants , and 
e xpe rie nce s

IDEATE, 
TEST, AND 

ITERATE 
solut ions



+ Capture  and s tore  all your e xpe rie nce  data 
from all s take holde rs  (le arne rs , ins t ructors , 
le ade rs , e tc .) in a  s ingle  sys te m of re cord for 
e ve ry inte ract ion acros s  the  organizat ion.

+ Re duce  adminis t rat ive  burde n with s calable , 
fle xible  surve y builde r and dis t ribut ion 
me thods

+ Gathe r uns tructure d data, such as  ope n te xt  
comme nts , to  be  automat ically analyze d for 
topic and se nt ime nt

+ Le ve rage  e xis t ing data from e xte rnal source s  
to  give  crit ical conte xt  to  e xpe rie nce s  without  
having to  ask s take holde rs  for addit ional 
informat ion 

LISTEN:  Me e t  t he  Le arne r whe re  t he y a re  in t he ir  journe y
Give  a voice  to  all s take holde rs  by making it  e asy for the m to provide  fe e dback in conve nie nt  and se cure  ways . Le ve rage  
be s t  pract ice s  and e xpe rt  me thods  to  boos t  re sponse  rate s  and gathe r the  right  informat ion, e fficie nt ly.    

↑ Re s pons e  Ra t e s
↑ S pe e d  t o Inform a t ion  & Ins ig ht s
↓ Ma nua l work loa ds  
↓ Adm in ove rhe a d



+ Lis te n to  le arne r,, ins t ructor, and manage r 
e xpe rie nce  to  ge t  e arly ins ights  into the  
le arning e xpe rie nce  

+ Modify pract ice s  that  are  not  working, 
ce le brate  sys te ms  and ins t ructors  that  are  
succe e ding

+ De ve lop granular, act ionable  ins ights  for 
as s is t ing individual le arne rs , clas s rooms , and 
ins t ructors

+ Se cure ly provide  ins t ructors  with with e arly, 
act ionable  fe e dback to  support  s t ruggling 
le arne rs  and improve  outcome s

UNDERSTAND:  Le arne r + Ins t ruc t or + Manag e r Ana lys is
Ide nt ify le ading indicators  of le arne r pe rformance  and take  e arly act ion to  improve  re sults . 
Monitor le arne r, manage r, and ins t ructor s e nt ime nt  acros s  in-pe rson and digital clas s room e xpe rie nce s .

↑ Le a rning
↑ W e ll-be ing  a nd  Eng a g e m e nt
↓ Le a rning  los s

Course Evaluations

Course Evaluations



+ De ve lop a  holis t ic  unde rs tanding of the  e ve ryday 
e m ploye e  le arning and te chnology ne e ds  to  be  
succe ss ful  

+ Im prove  Ins tructor support  proce sse s , quality and 
pe rce ption with faculty and s taff  

+ Ensure  ne w te chnology im ple m e ntat ions  and proje ct  
rollouts  t ruly m e e t  faculty and s taff ne e ds  to  im prove  
adoption and ROI

+ Use  e m ploye e  ins ights , including t e xt  ana lyt ics to  m ake  
the  right  le arning inve s tm e nts , provide  input  to  
ins tructors  and drive  continuous  im prove m e nt

UNDERSTAND:  Me as ure  P rog ram  Im pact  Drive rs     
Give  your faculty and s taff the  tools  and t raining the y ne e d to  be  succe s s ful. Use  te chnology and le arning 
ins ights  to  inform inve s tme nt  de cis ions  to  improve  adopt ion, drive  e fficie ncy and achie ve  re turn on 
inve s tme nt . 

↑ Fa cult y a nd  s t a ff pe r form a nce  
↑ Fa cult y a nd  s t a ff s a t is fa c t ion  
↑ Le a rne r  r e s ource  a nd  m a t e r ia l a dop t ion   
↓ Te chnolog y cos t s  



+ Inte llige nt , cus tomizable  workflows  
automat ically ale rt  the  right  pe ople , and t rigge r 
act ions  in e ve ry part  of the  organizat ion  

+ Ke y Drive r analys is  automat ically sorts  topics  
base d on importance  and pe rformance  so you 
know whe re  to  focus  imme diate  re source s

+ Powe rful, cus tomizable  filte rs  and role -base d 
dashboards  e nsure  de cis ion-make rs  at  e ve ry 
le ve l have  re al-t ime  informat ion the y ne e d

+ Collaborat ive  act ion planning tools  are  built  
right  into the  plat form - as s ign tasks , gathe r 
inputs , plan re solut ions  and t rack progre s s

ACT:  Aut om at e  workflows  and c los e d loop com m unica t ion    
Make  e ve ry inte ract ion an e xpe rie nce  that  mat te rs  by quickly rout ing informat ion to  the  appropriate  part ie s  
who can close  e xpe rie nce  gaps  and drive  a path to  cont inuous  improve me nt .    

↑ S pe e d  t o Act ion  & Im prove m e nt  
↑ Ove ra ll S a t is fa c t ion  & Trus t  
↓ Ba d  Expe r ie nce s
↓ Turnove r  or  Incom ple t e  Cur r iculum  



. . . for le a rning  
and  de ve lopm e nt
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1 . AWARENESS  3. ONBOARDING

2. RECRUITING
4.  LXM

5.DEPLOYMENT

6. ON THE J OB

Unders tand & Des ign Learn & Iterate

7. PROFESSIONAL 
DEVELOPMENT

8. EXIT

Implement
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Persona
Creation

Performance 
Management

Current State 
Skills Baselining 

Curriculum
Design

KPI
definition

Process and systems 
implementation

Training 
delivery

KPI 
Monitoring

Process and training 
optimization

Ticket / request 
management

Resolution 
Management

System 
Selection 

XM
 A

na
ly
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s

Technology 
effectiveness

Closed loop 
management

Ramp-up speed 
optimization

Competency 
Assessment 

Pre-class 
expectations 

Mid-class 
intervention 

Post-training 
evaluation and 
effectiveness

Productivity and 
satisfaction

Team  
performance 
consistency

On the job 
readiness

XM for Government - Learning Experience Management
Moving from Operational & Compliance focused to a  learner-centered approach
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De m ons t ra t ion



BUILDING THE HOLISTIC APPROACH
across the DOD

Capture student feedback on ad hoc courses or across the entire student 
journey – track student sentiment and effectiveness of training

COURSE/TRAINING EVALUATIONS - PILOT TRAINING

Gather and aggregate feedback across all types of learning environments –
digital intercepts to meet students where they learn and standardization of 
metrics across all mediums

DISTRIBUTED LEARNING – Digital University

Give students robust abilities to collect and analyze data on the same platform –
where Qualtrics began and continues to be the tool of choice for advanced 
degree programs

STUDENT RESEARCH – Air University

Multiple integrations with platforms across the learning ecosystem to seamlessly 
pass accurate data and reduce administrative workload – LMS, SIS, Website, 
API, SFTP, etc. 

INTEGRATIONS - DAU

Leverage 360 multi-rater feedback tools to provide personally tailored feedback 
at scale – customize the desired competencies and aggregate data for 
leadership view

PERSONAL DEVELOPMENT - AFSOC



Integrating LXM into the digital learning ecosystem



Discussion

Feedback?  Questions?
Want to learn more?  



Thank you!
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