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61% of teachers report that their work is
always or often stressful, compared to
30% of other U.S. workers
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Innovative tools in education provide
teachers with more precious time and
alleviate a significant portion of their
workload, allowing them to focus more
on actual teaching and connecting with
students.
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HMH Mission

Elevating the Potential of All Learners

The learners of today will shape the world of
tomorrow. HMH brings learning to countless students
and teachers—transforming lives, supporting
communities, and making our society more just and
inclusive for all.

We offer a connected system of research-backed
solutions, where assessment drives instruction and
learning can be personalized to meet students’ needs.




Our Impact

90Y%
O of U.S. K-12 schools use

HMH core, intervention, and
supplemental programs

50 M studentsin 150

countries use HMH's
research-backed learning programs

.I | 9 average years of student

growth can be gained in one year by
using HMH intervention solutions
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The Power of
Customer Feedback

i

-



Why User Feedback?
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Collecting and analyzing user feedback
i1s vital for adaptation and innovation as it
provides a direct line to understanding
user needs, preferences, and pain
points.
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“Design for real life, launch to learn and
stay responsive.” - Tom Huime
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You will get answers to the following questions
at the end of this session:

— What are effective strategies for collecting and
analyzing customer feedback?

— How can customer feedback be utilized to create
an innovative product?
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You will get answers to the following questions
at the end of this session:

— What are effective strategies for collecting and
analyzing customer feedback?

— How can customer feedback be utilized to create
an innovative product?

@ Bonus: We will provide a template of our workshop /
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Analyze collected
feedback for patterns
and insights, guiding
solution development

Test a preliminary version
of the solution to confirm
its effectiveness and

viability.
Collect Analysis and Form &
Customer Interpretation Workshop with Validate the Build the
Feedback Stakeholders Idea Solution
@ —)
Gather user input Develop the solution
through various chan'nels Engage diverse incrementally,
to u_nderstand their stakeholders to continuously testing and
experiences and needs. brainstorm and refine refining based on user

feedback.
PENDOMONIUM 2023

innovative solutions.



What are effective
strategies for
collecting and
analyzing customer
feedback?
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1- Collecting Customer Feedback

Collecting Customer Feedback

Strategies for gathering feedback from various sources

3

B MRy Wy Ny Niy N

UX Research: usability testing, user interviews, surveys,
ethnographic research

NPS - Net Promoter Score collected via Pendo

NPS - Net Promoter Score collected via email
Spontaneous Customer Feedback (via Pendo)
Customer Support Interactions

Social Media Monitoring (HMH Facebook group)

Sales and Customer Success teams
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UX Research: usability testing, user interviews, surveys,
ethnographic research
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NPS - Net Promoter Score collected via email
Spontaneous Customer Feedback (via Pendo)
Customer Support Interactions

Social Media Monitoring (HMH Facebook group)

Sales and Customer Success teams
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Collecting Customer Feedba

Collecting Customer Feedback via Pendo

Needs Grading Total Submissions O Overdue Totol Outstanding O

& n Resource Center = '
L < @

No Assignments Need Grading. N Towc e tiiiee
g g e s urovs| @ Sy s o o commoncc > Share Your Feedback
Your feedback helps us ensure that Ed is meeting
[ ViéeoBosed Troning 5 the needs of your district and will be considered for
Vid0 pukdhs o commad ot future development releases.
Feedback
@ Focommended Help Links 5

() Contact HMH Support (5
Expe on issue with your program or £d? =

he feedback survey E Dismiss Submit Feedback

B Feedbochy

bigg g
o
Into Math & jArriba . L} o
i — — o
las Matemadticas! R
Grades k-5 imiliEi
Topic Topic 2 Topic 4
Inside the Into Math Classroom are for Your First Two Differentiate with Small Groups Inform Instruction with
4 Topics | Dentro del jArriba las Weeks | Preparese para las and Centers | Personalizar con Assessments and Data |
Progress Matematicas! salén de clase primeras dos semanas grupos pequenos y centros Informar la ensefianza con

evaluaciones y datos

On a scale of 0 to 10, how likely are you to recommend the HMH Ed platform to a friend or colleague?

Notatallikely O 1 28 N O S 6 8 9 10 Extremelylikely

Please tell us the main reason for your rating:

[ s |

— Spontaneous user
feedback through
Resource Center

— Solicited user feedback
through NPS
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1- Collecting Customer Feedback

User Representation from Various Sources Y

Potential or
new users

m Userresearch

m Salesand
Customer
Success teams

Engaged
users

Facebook Group
Spontaneous
feedback via
Pendo

NPS via Pendo

Disengaged
users

m NPS via email
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How do you make
sense of all this
feedback?
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2 - Analyzing and Interpreting Customer Feedback

Analyzing and Interpreting Customer Feedback Y

A Thematic analysis

Identifying recurring themes and patterns withir Thematlc AnalySIS
customer feedback to gain deeper insights into _—
their preferences and concerns
e CODING COMPARISON
d  Quantifying customer N

feedback

This transforms subjective opinions into
objective insights, guiding your decisions and
actions towards delivering a product or service
that better aligns with your customers'
preferences and needs

Qualitative % 9

Data

NN/g
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2 - Analyzing and Interpreting Customer Feedback

Analyzing and Interpreting Customer Feedback Y

Date Response

6(28/22 8:54 Please create a shortcut o the graphic organizes i exch lesson.

We would Thereare s0
6/25/2213:25 many standards listed for exch day's lesson it hard to weed through

When 1 seach for something | would like o sort by content, numerical order, alphabetca or even
uce choices by lasson and module.
We would on lesson to
6/30/22 15:44 the CC Sandards
We would igraton on
6/30/22 15:44 lesson to the exact common core standards.
Can there be an Icon 1o link o the Witing Workshop Texcher's Gulde in the same place as e
7/1/22 11:30 Reaging Workshop Teachers Guide?
Can you crestea fle where | can gt 0 il the vocabulary words by esch module instead of
7/11/22 15:03 individually?
Tam When | open
plans all components appear:
1 think that it wil be very helpful if you add 3 "HIDE" action to the options to open, add to my
ssons, snd view detl,
7/11/22 15:53 Thank youl

Qualitative _———

R o S S S ——
o nonepiseso s oo iy o e
Data ot hve 0 s dly s wil ke mre ol st o schas o
7121221123 ncoporae i orions of e cictom
i e ————r—
1713722 1325 mm by scting Tson " unar A Ao
mina i .
» T

7/12/2213:30 Thank you al 50 much for evervhing you dol -

7/13/22 10:20 M can you provide a quickeror simples way to access Read & Response.

When searching have it come up in module ordesfor the peces t finds
771322 13:41

v the dgial foutines. We could
7/13/22 14:16 review the steps with our students

an you
7/14/22 11:35 per standird on the ssessments make it harder to grade.
7/15/22 11:47 How sbout the bty o look atthe iew of esaurces Iikethe e you ind on the sl resources page

7121138 1 modules?

7/19/22 9:38 1 Would lke 1o havethe C3 standards aligned with my assessments n this program.
7/19/22 9:38 We need ll of our assessments algned to the C3 Stndards.
7/19/22 939 1 would like the Ancient Cvilization series to have the C3 standards.

7/21/22 12:40 Please put grammar on the weskata gance In the workbook.
7/21/22 1241 1s there any way to 344 gammar o the score and sequence o the teacher's guide? Thanks!

forthe week. beisto

Ve confusing!
Need printables b/w Star Right Resders in an obvious place, ey t find. Thank you for your
7/22(22 10:59 consideration

711/2212:48

7/22/22 15:27 Can the Wiiting Anchor chart be putin 3 bundle so they can be grouped together.

7/27/2213:00 Would love for thestandards to be atacthed to th premade lesson plans
Please add the Standard to the teaching guides. How do | know which standard matches ths lesson
7/21/22 15:33 OR vice vrsa?

in paf file, could you spit

them

7/28/22 13:20 lage e to make it happen.
o of the All 1 have found thi
significantly more time to ty to find something, Pravious!

7/29/22 9:08 resources. The search and sort 3t the top is ot effective.

1 wish tha the answer keys, or teacher's guide, were easier o access. Could thre be a ink on the
tescher © pages

7/31/22 10:25 Thanks!

itwas s0 much esserto look far

Product Area

v Resources

Notes
shortcut o the gephic organizers in
lessons

[ p——
i Reoures TR

HH Resources

v Resources

HH Resources

Content and HVH Resources

i Resources

HH Resources

i Resources

HH Resources

i Resources

Content and HVH Resources

HH Resources

HH Resources

HH Resources

Content and HVH Resources

i Resources

Content and HVH Resources

HH Resources

i Resources

v Resources

HIH Resources
i Resources

HH Resources

Hi Resources

i Resources

HH Resourees

Contentand HVH Resources

HH Resources

i Resources

HiH Resources

User Request

notes

Standards

Wwhen searching sort by content,
numercal order, iphavetical; reduce
cholces by lesson and module
adding comesponding stndards for
each lesson on the planning guide.
adding comesponding stndards for
each lesson on the planning guide.
link to Witing Workshop In Texchers
Guide.

vocab cards by each module

ide" options for esources In
lesson plans

link daiy slide show 1o texcher's
quide

power pointwith al components for
exch lesson

link daily slide show to texcher's
guide

organize power point by module,
week lessons link daly slides show
1o teacher's guide.

quicker way o access “Read &
Response”

order of search esults not organized
(omanie based on module)

links I teocher's guide.
standard specific assessments

e view for resources
need eitable daily lesson plans for
other modules

3 standards sligned with
assessments

2 standands signed with

€3 standards aligned with

frammar on the week ata gance
2dd grammar to teacher's guide

ommar on the week ata gance
need easy way to find prinable Start
Right Readers

bundle together Wiling Anchor
chans

standards with premade esson plans

add standards to Texcher's Guide

vocab cards by esch module

old verson of seach was beter

hypdinks n tescher's guide.

Search results order

Standards

Standards

Hord to seach/shortcut

Vocab by each module

Hord to seach/shortcut

Hord to seach/shortcut

Hard to seach/shortcut

Hard to seach/shorteut

Hord to seach/shorteut

Search results order

Hord to seach/shortcut

Standards

bl eson plans: more
sundrts
sandrts
Sandrts

Hord to search/shortcut
Hord to seach/shortcut

Hord to search/shorteut

t00 many standards for each day lesson

sorting search results

standards on the planning guide

standards on the planning guide

shortcutto WW

links in TG

al components in ppt for exch day

links in TG

al companents in pp for exch day: links in

shortcut o read & reponse:

links in T6.

standard specific assessments

standard specfic assessments
standard specific assessments

standard specific assessments
week ata lance
i

week ata gance

shorautto

Hord to seach/shortcut
Standards

Standards

Vocab by exch module

Hord to seach/shortcut

Hard to seach/shortcut

bundle

premade lessonn plans

T

old vession

answerkers
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Listening to your customers is '
essential, but it's equally
important to interpret their
feedback wisely.

E 7T 7 7 71 17
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(2-Analzingandinterpreting Customerfeedback
Analyzing and Interpreting Customer Feedback Y

A B

“Could the slides for the
foundational skills and lesson
be linked on the teacher guide.

“I need a way to archive and/or
delete the assessments so |
don't end up with a giant list of

It takes so long to find them.
They are all mixed up when you
search for them.”

different versions of tests when
| create my own editable
assessments.”

PENDOMONIUM 2023



The customers have pointed out a
clear problem with the current system,
which is the presence of outdated
assessments that clutter the platform
and might confuse teachers

-> Action here would be for the
development team to implement a
feature that allows teachers to delete
or archive assessments they no longer
need

A

“I need a way to archive and/or
delete the assessments so |

don't end up with a giant list of
different versions of tests when

| create my own editable
assessments.”
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B

“Could the slides for the
foundational skills and lesson
be linked on the teacher guide.
It takes so long to find them.

They are all mixed up when you
search for them.”

The feedback indicates a broader
JTBD - teachers want to easily access
and navigate through the various
resources available in the curriculum
materials

-> Action would be for the team to
brainstorm more innovative ideas to
enhance the platform's navigation in
order to provide seamless experience
when teachers planning their lessons

PENDOMONIUM 2023



Customers are looking for
solutions, not just features.
Focus on solving their needs, not
implementing their exact
requests.



3 - Workshop with Stakeholders

It is important to collect and analyze
user feedback...
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3 - Workshop with Stakeholders

It is important to collect and analyze
user feedback...
but it is even more important to
package and share customer feedback
in a collaborative way to empower
stakeholders and foster innovation in
product development
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Transforming the User Feature Request Process Y

Analysis and Synthesis

Extract and analyze the most
important user feature requests
received through the Ed platforms

Quarterly Review

Understand and monitor trends;
share top user needs with
cross-functional teams

Document

Create EDFR Jira tickets for the top
10 user requests

Year-end Presentation

Share key insights from user
requests received over the year

Last Year » This Year

We collaborated with

the Product teams,
and user requests
were actively charted
on the product
roadmap.

Analysis and Synthesis

Extract and analyze the most
important user feature requests
received through the Ed platforms

Quarterly Review

Understand and monitor trends;
share top user needs with
cross-functional teams

Stakeholder Workshops

Connect with stakeholders; align
customer requests to the product
roadmap

Expanded Presentation

Present key insights from user
requests and alignment with
product roadmap

PENDOMONIUM 2023



o @ i © 16:07

Toke control Pop out a o s Take control P

miro

User Feature Requests Prioritization

S & QoD U curin ORBEEE *;F s Q@@ 2 - - X B # Forms
o @

L Names recorded ; Results shared

What is the most requested feature for HMH Resources?

search refinement  Search feature find
Finding resources search functionality

imoroes ovianion D@tter S@ATCH ¢ocortien sy

etter filters Content discovery

things.

35 responses

Submit

B e@>N330-3 8 »

o]

Properties of Operations

j $
&= H Louis Pl e vaiauecte
Alimbek, Zholdys —0 -
) @ v the 2023
Namesrecorded Results shared roadmap?
. & S 1 Which product area has received the most requests that
- Conrolng 5. Adding & Pt 1. Browser 4 are NOT on the 2023 roadmap?
it Custom Short At Locking
men it Assessments During HMH Resources
and Stories Questions Assessments

My StufftYour response

My Classes

v 7. Highlight 8. Providing 0 e Reports e Cce |Ved th e

0oO>N30-3 8 »

ey Highlighting
Read Aloud Different s FantilreTor ReE
Words for Levels of Custom Student
. 40 responses
12. Deleting 13. Attaching 14, Increase 16. Fitering _ HMH
items from Standards to the Bank of i ) Resources
Custom Custom Assessment Questions by My Stuff
o) Assessments items Questions Standards Ching, Shs
ing, Sharon M
Reports
17. Read
J RCE
s Aloud Each
Answer 40 responses
Choice £ =

Type a new message




3 - Workshop with Stakeholders

User Feature Requests e
Workshop

Main goals of the worksop:

[ To bring key stakeholders together to i
share the most frequent user feature A
requests and opportunity areas we have
uncovered.

[ To generate solutions to your
opportunity areas in groups.

d To collaboratively align customer
feedback and feature requests with the
product roadmap. <

i

ENDA

amrT— e
E—
a——— )

Link to the template

SUMMARY DETAILS FOR EACH USER REQUEST



https://miro.com/app/board/uXjVMi--qfc=/?share_link_id=472223701711

3 - Workshop with Stakeholders

Post-Workshop Steps

Important Steps:

- Validate the solutions with users

- Continuously conduct user
research while building the
product

A\

Monday morning arrives. As her students file into the classroom, Lucy logs back into the platform and opens
her Playbook, which is cued up to show her today’s bell-to-bell plan. Lucy clicks a “Ready to Go" button
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HMH Case Study
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“l wish it was more user friendly. There are too
many steps to find what you are looking for.”
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“Please add all answer keys to the same
document as the worksheets. It is hard to
search, scroll through, and find answer keys to
each worksheet. It takes way too much time.”

PENDOMONIUM 2023



“Could you please make the
"Discover” page the homepage?
When I'log in to HMH, it is
usually to use the content to
teach my students. [...] The
book content for teaching
purposes should be the
homepage because that is what
we are accessing daily.”

531 Modules

Module 3
Properties of Operations
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What is the underlying problem?
It’s not landing on “Discover?”, it is getting
a quick access to their teaching materials

PENDOMONIUM 2023



What is the underlying problem?
It’s not landing on “Discover?, it is getting
a quick access to their teaching materials

Goal: Make content access as smooth and
efficient as possible

PENDOMONIUM 2023



What is the underlying problem?
It’s not landing on “Discover?, it is getting
a quick access to their teaching materials

Opportunity Area: Leveraging dashboard
as a vital space to enhance user
experience by focusing on efficient
content access and personalization

PENDOMONIUM 2023



Project Example: Dashboard Improvements Y

Further steps we took after getting user feedback via Pendo:

User Research

Analysis of Usage of Dashboard
Concept Validation Testing
Usability Testing

HpEpEp N
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It’s our job to understand the '
problems and formulate, and
test innovative comprehensive
solutions.

E 7T 7 7 71 17
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5 - Build the Solution

Improvements to
Onboarding

Upon their second log-in, teachers
will now be prompted to associate
their programs with their classes,
increasing their awareness of
which programs they have and
improving their overall experience
on Ed by ensuring they have
access to the programs they use in
their class

Grades K - 12

Step 2

Ready To Set Up Your Classes?

You have the following classes ready to be linked to HMH
Programs, doing this now means you can start teaching instantly.
+ Grade 2 Math
* Grade 2 RLA

Remind Me Later |

Teacher provided with a list of their classes
set up by their admin

Choose Your Programs

{i] Grade 2Math

Select the checkbox beside the programis) you need for this class.

[ Do ik tis class to any programs now, you can ok later ifyou
prefer (e. o HMM program in use)

Teacher prompted to choose the program(s)
for their class

Teacher Dashboard - introducing a
"Discover"” section with 5 new widgets

Into Reading with
Waggle Grade 3-5

LR—

Discover

Progroms
‘n Go Math National: Grode 3

B HMH Inte Reoding GY

Moth in Focus Grode §

My Closses

Math Grode §

Reoding Grode |

Assignments Overview
Due Today Yons danirrmeres

You Solve It : Off 10 the Roces!
ace 3 Math 8: Grade 3 Math A

Understanding Multiplication

. Oucover [—— Teacners Coner
taag

— -

i=i ——

Recently Viewed Resources

ﬁ Engage: Write Numbers Through Ten Thousand

a 1.3 Dividing by Ten, Hundreds. and Thousands

& Pop Takes o Trip

Word Work Warm-up

= Anolyze the Text

My Lessons Recentty Favorited
Math Lesson 101923 N
Resources 8
Reoding O 3 for Monday v
[
For Sub Teacher
Due Within & Week Tonas Aagrrmers 18 Ready to Grode e

Count taval Groups
Grace 3 Math A

521 Group Tens a3 Hundreds
Grade 3 Math




5 - Build the Solution

Favorite Resources

Increase Usage &
Discoverability

wm  Ed Dashboard My Classes Discover Reports Teacher's Corner

HMH Resources My Stuff

3
\

Navigate with Ease % [~] HMH Into Reading G2

The new table of contents and

lesson overviews makes it

easier and faster for teachers = ] SescioL Do, Sescial Dances
to browse lessons and find
resources throughout the
entire year. = g—

Browse By My Favorites (9)

&  Connected Solutions

8

Standards

How Living Things Help Each Other
Rigby Readers

Favorite

Teachers can now favorite
their resources to easily find
later in their Favorite section

Grades K -12

Updated Navigation

“ Back to HMH Into Reading G2

Browse table of contents

> Module 1: Be o Super Citizen

Q  MyFavorites

Dashboard My Classes Discover Reports Teacher's Corner

HMH Resources My Stuff

Lesson 1
All resources (65)

Build Background and Knowledge (3)

Introduce the Topic: Storytelling
Teacher's Guide

Lesson 1
D Knowledge Map 4.1
POF | pisplay and Engage doralan
© Quick View $ + Build Knowledge & Language:

Ever After
Get Curious Videos

Open

Assign

Add to My Lessons

View Details and Standards

Q Add to My Favorites

AT
HMH



Wrap-up:
Strategies for
Building Breakaway
Products
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Analyze collected
feedback for patterns
and insights, guiding
solution development

Test a preliminary version
of the solution to confirm
its effectiveness and

viability.
Collect Analysis and Form &
Customer Interpretation Workshop with Validate the Build the
Feedback Stakeholders Idea Solution
@ —)
Gather user input Develop the solution
through various chan'nels Engage diverse incrementally,
to u_nderstand their stakeholders to continuously testing and
experiences and needs. brainstorm and refine refining based on user

feedback.
PENDOMONIUM 2023

innovative solutions.



Thank you!
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