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MLY and Beyond: Unifying the Feedback Experience

Heriot-Watt University is redefining how Explorance MLY supports institutional insight.
MLY now anchors a unified feedback ecosystem.

The university has recently integrated MLY with Power Bl to deliver a seamless, dynamic
feedback experience.

Combining platforms is enhancing engagement, unlocking strategic value, and delivering
meaningful impact.
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September - December
'24
Heriot-Watt begin calibrating
and using MLY Student
Experience Insights model:

Welcome Week Survey
Mid Semester Course
Check-in Survey

End of Semester Course
Survey
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Our Journey
January '25
Heriot-Watt signed on for the Summer '25
Employee Experience Insights. MLY and Beyond: Unifying the
feedback experience

Strategically utilising and integrating all
available institutional tools to achieve the
April - August '25 defined Ideal Feedback Experience

Heriot-Watt run a few Staff
Pulse Surveys and analyse
the NSS with quick results
turnover.

Designi}hug the
Ideal Feedback

February - April '25
Working on MLY Data
analyses & effective

mechanisms for sharing Experience for
the analyses with the
wider institution. HWU Summer '25
Use MLY as defined ‘on the box’
Efficient Analysis
Student Surveys
Staff Surveys

Built In Dashboard




Explorance Europe Summit 2025 <% explorance N2 explqrance
Amplifying Voices. Inspiring Progress. U‘{\\Ifé;[s‘lg . P )4\( summit

Defining Our Ideal Feedback Experience

Actionable m Optimised

* Toprovide actionable insights incl. » Constantly learning & evolving *  Quick & Efficient turnover of results
(LTI Ui (21 el * Foundation of many years of *  Objective processing (reduction of
& alerts that are easy to understand collated data from multiple HEIs human intervention)
4—=1 andprocess +  Tailored to the HEI Sector
=
&

) J ( )

> VIELETERS Ul (e * Building bespoke measures, models

readily with the HWU context « Easily distributing results :
e - . and visuals
*  Sense of familiarity to aid in » Tailored Access to results .
: . « Linking Data Sources
adoption of the results reporting B i(—l
=
@3‘ L =

Synergised Holistic

Blending Quantitative and
Qualitative results into a single
reporting model

Cross Functional Reporting — *  Trending our Free Text Data insights
adding the MLY outputs into to establish change in themes &
different information dashboards sentiment over time

AT | Y
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Achieving Our Ideal Feedback Experience

Actionable Evolutionary Optimised Synergised m m

To put our free text processing requirements into perspective, we looked at approximations of a typical year of Student Survey free text processing:

Student Surveys:

Early Experience Survey
PTES

NSS

PRES

Annual student Survey

Mid Semester Check Ins

Manual Processing Time

Total Number of Comments: 48 093

MLY Processing Time

MLY Software has reduced the time required

Total Number of Comments: 48 093

to process comments from 225 hours to just
4.5 hours. This represents a staggering 98%

Total Minutes: 13 387

reduction in processing time, allowing us to

Total Minutes: 270

allocate resources more efficiently and focus
on higher-value tasks.

Course Experience Surveys

Total Hours: 225

Total Hours: 4.5

9

98% Reduction in processing time

Using the same logic to establish processing times for our Staff Health & Wellbeing Pulse Survey comments processing:

Staff Survey:

Health & Wellbeing Pulse
Survey

Total Number of Comments: 2 093

Total Number of Comments: 2 093

Total Minutes: 523

Total Minutes: 30

Total Hours: 8.7

Total Hours: 0.5

94% Reduction in processing time

By using MLY to process the free text responses from our Staff Health & Wellbeing Pulse Survey, we saved approximately 8 hours of manual analysis time. This allowed

us to deliver the insights far more quickly, supporting our ability to provide rapid feedback to the institution.
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Mechanising Our Ideal Feedback Experience
1. Data Collection & Prep 2. Parsing & Processing 3. Transform & Visualise 4. Reporting & Action

‘ Share Reports via

sy Import Raw Data to MLY

Power Bl
[ \ . . A T N 090909090 .
* National Student Survey MLY: NLP & Al Parsing Design interactive ol .
v PREsFEE _ dashboards: X ‘,
» Course Evaluation * Redaction . 4
+ Student Pulse Surveys + Sentiment Analysis + Bespoke free-text insights e -7
« Staff Pulse Surveys + Categorisation models
- Digital Insights Surveys + Recommendations + Linking quantitative data to
» Strategy Surveys \ J the qualitative data outputs é ) ) o
- N « Integrating free-text insights L Review & discuss findings |
Export Processed Data 169 (SRS |
N ) reporting models s N
] Develop action plans T
\ e
) @ " Communicate actions & /
D £~ L close loop
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The Heriot-Watt Feedback Experience: National Student Survey Results Reporting

\_

View Comments

2024 Comments

2025 Comments

Learning Ops +
Assess and Feedback +9%
Other - Campus +7%
Student Voice +6%
Wellbeing +3%
0 Clear slicers

Learning Resources (71%)

Most Positive Topic Most

Volume

Top 10 Topics by

Learning Resources

This Year - 2025

-
MLY Reporting - NSS Comment Analysis LTA: NSS
Heriot-Watt University Support
School @
Al v _ﬁ 884 50.1% 18.2% 79.3% 76.1%
Discipline ® S s A e Comments Ave.re.lgle Opportunity for Ave.r:tigle Ov(.erall .
Al o analyse their sentiment towards variou Positivity Improvement Positivity Satisfaction
learning model provided by MLY. Click (Comments) {Comments) (Questions) {Questions)

Othe

Last Year - 2024

Topic Comments  Positive® + Dpportunity@ Comments Pos  Opp
Teaching On My | 434 Oae% 2%  dl 13% 322 48% 6%
Course
Academic 390 @62% 3%l 5% 303 67% 2%
Support
Assess and 202 O24% +9%  dl 15% 165 15% 8%
Feedback
Learning Ops 157 O 51% +12% ‘ 24% 116 39% 8%
Learning 141 @711% 3% dl 13% 107 58% 7%
Resources
Org & Mgt 127 @21% 1% ] 4% 94 28% 10%
Other - General | 83 ©21% -15% gl 2% 73 41% 4%
Communication | 80 @15 -13%  dl 14% 80 28% 9%
Other - Campus | 72 @67 +7% (] 3% 49 59% 0%
— n - N
Total 884 50% +1%  18% 843 49% 8%

Bespoke “Opportunity for
Improvement” measure built
from MLY insights to surface
priority themes at a glance.

Year-on-year comparison
across all NSS topics to
show where sentiment and
performance have
strengthened or weakened.

Previous Reporting included a 2-week
turnover time:

» Individual PDF packs were generated
for each school
* Results shown at School & Subject

Level Only
¢ Free Text comments were shared
using individual excel files ~esaa]
|
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The Heriot-Watt Feedback Experience: Cross-Functional Reporting

Course Dashboard —

The go-to dashboard for course
leaders. Bolstered by combining
survey results and free-text
analysis.

Embedding MLY Analysis into

various informational dashboards.

* "Hot off the Press"

» Top-level Brief Summary of
qualitative analysis

* Links to full detail dashboards
Embedding MLY Analysis into
various informational
dashboards.

Course Code hd

F78QT W

Academic Year

202324
202425
@ 202526
Semester
Sem 1
Sem 2
Survey
All e
School hd
All e
Campus hd
All S

Academic Level

All '

0 Clear Slicers

Learning & Teaching - Course Dashboard

Heriot-Watt University - Course Experience

Course: Quantitative Methods 1

Please select a Course from the filters on the left. Please ensure Course Level and Academic Year filters are also updated.

Course Experience (Mid & End of Semester) Surveys: Response Rates and Overall Satisfaction % Course Experience Survey Summaries:
Ovwerall - based on current selections

Subject to course availability and invitation per semester
90% 91% 91% ,
% 86% : 89% 100% % Positive Response Rate %
% 30K L\-.———".-\./‘\*_——-._.—_—'. Combined # Respondents
c 93% 68% 65%
g 85% 84% 88% 8 8 4 0/ 0
2 20K - 0 29 /0
% 41% 50%
g 30% iR
E 3 ]
z Negative 12%
:, 4 1L L L 5
M - L -
Sem1 Sem1 Sem2 Sem2 : Sem1 Sem1 Sem2 Sem2  Sem1 Sem1 Sem2 Sem2 Overall Satisfaction ALL Courses
“Mid End “Mid End ‘Mid End “Mid End Mid End ‘Mid End evel 0
202324 202425 202526 _""

MLY - Sentiment Analysis - Brief Summary:

ards:

our Student

® Mixed @ Negative @ Neutral ®Positive

148

Respondents

To view full detail dashboard about our MLY Sentiment analysis for all Heriot-Watt surveys, you can view these here:
Learning & Teaching - MLY Survey Analysis Dashboard
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The Heriot-Watt Feedback Experience: Synergised Reporting

epor Survey Com MLY Reporting - Survey Comment Analysis .
Topic-level gg%mgﬁv VQ%Q o Heriot-Watt University Course-lgyel comparison of
tst\rvee most prominent themes :"‘75'5 ey MLY positive sentiment vs.
across the selegted suiveys. - @ Change ®bo Less @00 More @5t @500 “i8rall Satisfaction” scores for

P gl e —————————— W|
0% 20% 40% 60% ri] " 100%
sitive #05 % Positive
Blsplays sentifiént gy Survey

Responses  (Comment Explore sentiments and recommendations linked to specific topics extracted Top Response Topics
recommendaWsﬁl Al : . nghll hts where free- text_
cifectiveness
100.0% 5 71
for‘€ach topic to'reveal R 88.3% 57.2% 31.0% c-sentime |
ff.ﬁngths and ﬁlffsure ﬁﬁ;g]ts 1? :g‘ A Avg. % Positive Avg. % Positive Avg. % Positive C@ﬁﬂ HUI.CtS the scored
| y op e ; L0l (Overall Satisfaction) | (Comments) Difference satisfaction responses.

[ncludes a decomposition ol
iree for intuitive 'dFill-doWhs N £ Campus £ School £ Level £ Course Helps [e¥dkrs identify o
and drill- through&to thewoo 6 800 courses with hidden issues
u tnderlying corfinfients. 2 — (high scores but negative

ATIVY 100.0% 6 50 —— . —— . — comments) or valldated
Level ATIWA 100.0% 10 57. Edinburgh 508§ uG C17EB *Fl g i
. y A1 7BP 100.0% g 50( Campus 12,646 4391 3,293 97 streng (:S rong scores and

A7IB 83.6% 55 I I . - - | strongmsentiment).

A17I0 95.8% 24 57.] Comments Dubai MACS PT C27EC Teaching ...

AT7LP 60.0% 5 500 Level 24,917 7,588 3,394 1,098 95 16

A1TPE 100.0% 16 64 N H . | |

ATTPS 1000% 20 e Malaysia EPS CATAA Course C...
& Clear slicers Total 88.3% 23,737 57.2 3,409 2810 76 3

& Clear slic
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The Heriot-Watt Feedback Experience: Employee Engagement Insights

Staff Pulse Survey Model:

April — July ‘25 Heriot-Watt released a series of
pulse surveys to gather feedback around Health &
Wellbeing, Change Management &
Communications:

Integrating the power of MLY with Power Bl reporting
capabilities allowed us to provide leaders, across the
institution, with a holistic view of all survey information
including;

» Staff Engagement Scores,
Quantitative Metrics

+ Sentiment Analysis

* Topic categorisation.

Implemented row-level security to ensure appropriate
data access

Provided dashboard access to leaders across all
five campuses, tailored to their respective areas of
responsibility

[HR Summary Dashboard

2,886 1,151
Staff Pulse Survey

40%

Change has been managed well at HWU in the past 18 months

Neutral 39%

ENGAGEMENT INDEX

| plan to be working at HWU in 12 months' time

Agree

Neutral 15%
Disagree - 8%
Prefer not to Say 4%

| am proud to tell people where | work

Agree 73%
Neutral 18%
Disagree - 8%
\. Prefer not to Say | 1%

| am committed to helping Heriot-Watt deliver Strategy 2035

Agree 76%
Nautral 7%
Disagree - 5%

Prefer not to Say 2%

Invited Reponded Response Rate
fChange Management 2 936 674 239,
PUIse Survey - Ju ne 2025 ';nwted Responded Response Rate

In the past 18 months what aspects of Change Management have worked well
for you and how could we improve?

Sentiment
41%
22% 21% 16%
B N e >
MNegative Positive NotExplicit Mixed Neutral

Topics for Change Management

Lack of Communication _ 48
Lack of Consultation _ 46
Effective Communication _ 37
Suggestions for Better Involvement _ 36
Minimal / No Impact || | | T -
No change noticed _ 25
Inconsistent Change Management _ 23
Lack of Transparency _ 21
Mixed or Inconsistent Messaging _ 21
Communication Channels (e.g. em... _ 19
Evaluation of change (fellow up/su... _ 18
Top-Down Decisions _ 18
Clear Communication _ 16
Timing Issues _ 16
Pasitive Change Management Exp... _ 15
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The Heriot-Watt Feedback Experience

“I have found the NSS Comments Analysis Dashboard
to be so incredibly informative, easy to use and a
place to revisit repeatedly. The highly visual
presentation of data makes information much more
accessible than the previous spreadsheets, much
easier for me to identify core themes when highlighting
areas of positive practice and areas for enhancement
in presentations to committees. This accessibility has
enhanced our survey processes, enabling analyses
and actions to be identified and presented much
sooner than previously. We've also used the
dashboard very effectively in School-based meetings
to supplement the survey data. The dashboard has
meant that the now have the same weight and value
as the survey data.”

“l found the Power Bl model for
data analysis to be very useful. It
was an easy way to see overall
data as well as team-specific data.”
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Impact

K‘The dashboard was very well received here\
in [dept] and allowed me to quickly respond

to the results in both the all staff meeting the
next week, and then my management group
meeting shortly after. The points raised are

not easily fixed, but at the least staff were

able to get an update from me on how we

will seek to address what the survey is

\
s explorance
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“So | have used and promoted the dashboard to
all the schools in the sessions we had on
enhancing the student experience. | think it is a
very powerful tool able to extract quantitative
data from free-from comments. And this is where
I think we get a much richer appreciation of
student feedback. | would be keen to know how
much the dashboard is used and somehow, |
would like to see if we can integrate it with the
feedback we get from our own course surveys —
So we can target our efforts at a course
level.....but overall very impressive dashboard!”

-
“The speed of the open comments
analysis was fantastic. Previously, open
comments have been issued with some
generic top-level themes, but this was a
step change improvement. Now my
comments have been pre-sentiment
themed, and that helped guide my
conversations with my team...”

\
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Next Steps ....

Embedding the unified experience
We are firm believers in achieving the holistic and ideal experience. We aim to make this fundamental and the work needed is
just beginning.

Feeding Action plans
This will drive positive change and play a major role in achieving our long-term strategies.

Expanding
Our suite of information and knowledge is expanding. We are going to effectively use all the tools and skills at our disposal in
conjunction.

Consistent maintenance
The process for achieving the ldeal is still relatively new and a constant work in progress. New surveys are always coming in
and are evolving. We will adapt too.




Explorance Europe Summit 2025 ERIOT o% ¥, explorance
Amplifying Voices. Inspiring Progress. JWAT'T o’ explorance )A\( summit

l
‘.)J

N2t/ UNIVERSITY

Thankyou!
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