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The Forces Compressing Institutional Resources

Student Population Diversity

Catering to highly diverse backgrounds, varying
learning styles, and unique academic needs
where one-size-fits-all strategies fail.

Customer Success
Framework
The proactive pressure-release Rapid Technological
valve ensuring friction points Advancements
: T H do not compromise
Financial Constraints educational outcomes. The relentless evolution of

EdTech, risking a critical
disconnect between educators
and technology providers if not
actively managed.

The reality of operating with
limited resources and budgets,
requiring maximum impact from
minimal expenditure.




Adapting the Playbook Across the

Educational Ecosystem

Academic persistence and

Adaptive learning tech,

Sustained engagement and

Students : ; personalized resources, and , :
diverse learning needs. early proactive support academic retention.
. . Targeted professional . .
Integrating rapid tech development, instructional Enhanced teaching efficacy
e g el design workshops, and | SE SRR,
' dedicated support. '
. Implementing collaborative A cohesive institutional
Administrators Sliced departmentsiand systems and streamlined culture and optimized

operational inefficiencies.

communication networks.

operational workflows.
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Student Shows
Signs of Struggle

Shifting from Reactive Support
to Proactive Intervention

2. Immediate deployment
of a proactive advising
model.

Proactive CS

1. Data analytics flag

early warning signals. 3. Student course-corrects,

leading to academic
success and graduation.

Reactive Support

3. Student disengages and
drops out (Lost revenue,
failed academic outcome).

1. Student struggles
silently. 2. Time passes without

targeted intervention.

The Georgia State Benchmark
By replacing reactive support with proactive advising driven by data

analytics, Georgia State University identifies at-risk students early,
leading to significant, measurable increases in graduation rates.
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Building the Foundation for
Transformative Learning

Core: Retention

Identifying at-risk students early and establishing a
baseline culture of accountability and support.

Middle Orbit: Engagement

e Fostering two-way communication, building trust, and
utilizing adaptive learning technologies to tailor course
content to individual progress.

Outer Orbit: Learning Experience

e Bridging theoretical knowledge with practical application
through interactive technologies and strategic partnerships
with industry professionals to provide real-world insights.
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Bridging the Gap Between
Technology and Application
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L Pillar 1: user-friendly support feedback and
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Customer Success as a Revenue
and Reputation Engine

Prioritized Customer Success Students and educators feel
strategies build strong supported, driving higher
relationships with stakeholders. enrollment and retention rates.
Elevated institutional

reputation attracts prospective Satisfied stakeholders
students, new funding, and generate positive

word-of-mouth marketing,

grants, which are then 0-0f-N _
testimonials, and reviews.

reinvested back into Step 1.
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Measuring Educational Success Through Dual Lenses

The Quantitative (The What) The Qualitative (The Why)

90% Satisfaction survey results v

Overall satisfaction score: 4.5/5, ] |
indicating positive sentiment and identified
areas for improvement.

85%

Student retention rates

Focus group insights

Themes: Need for more personalized content
and enhanced peer-to-peer interaction.

Course completion
trajectories

Direct educator and student interviews

Key Takeaway: Platform flexibility and intuitive
interface significantly impact daily usage and
perceived value.

Platform engagement " 25 100
and usage levels =) « / i

True customer success requires combining both datasets to make data-driven decisions
and deeply understand the context behind user experiences.
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Validating the Model Through Institutional Impact

Georgia State University

The Tactic:

Purdue University

The Tactic:

Deployed a proactive advising model
leveraging deep data analytics to identify
at-risk students before disengagement.

Launched the ‘Purdue Moves’ initiative,
placing customer success at the center of
strategic planning to prioritize student
engagement through innovative
programs.

The Outcome:;

The Outcome:

Delivered targeted, early support that
directly resulted in significant, measurable
Increases in graduation rates.

Achieved a distinct rise in overall student
satisfaction, driving long-term institutional
growth and retention.
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