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G U I D E D  P A T H W A Y S  P L A Y B O O K  

Insights from Guided Pathways Webinar:  
“Operationalizing Student Experience Redesign 
With a Design & Implementation Approach”  

Presented in February 2022 by Dr. Rob Johnstone,  
founder and president of the National Center for Inquiry & Improvement 
(NCII); Bettina Celis, interim associate vice chancellor of Academic Affairs at 
Maricopa College; and Ed Bowling, executive director at Guilford Technical 
Community College. 

Who can use this: administrators, faculty, classified staff 

PRESENTATION OBJECTIVES: 

◆ Understand NCII’s core values and process of redesigning the student 
experience with an equity lens.

◆ Learn from college professionals’ experiences in operationalizing 
student experience redesign.
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Redesigning the Student Experience 
at Scale 

VALUES TO PRIORITIZE WHEN USING AN EQUITY LENS
Big change requires turning big ideas into action. From enrollment to completion, ample 
opportunities exist to improve and make student experiences more equitable. Some colleges have 
already explored how to redesign the student experience at scale using a creative problem-solving 
approach. In this document, we explore insights from those using a design thinking approach to 
remake the student experience. 

Redesigning the student experience starts with empathy and understanding, grounded in the idea 
that products and services should address the real needs of the people who will use them. At its 
core, design thinking in higher education prioritizes students’ needs and feedback with a bias 
toward action, continuous improvement and equity. 

This brief shares the fundamentals of design thinking that National Center for Inquiry & 
Improvement (NCII) suggests college professionals should employ when they embark on an 
equity-centered student experience redesign process.   
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“ Focusing on what the end users are experiencing, versus how 
we think they are experiencing it, is a place to start. 
— Dr. Rob Johnstone, Founder & President, NCII 

VALUES FOR DESIGN 
The following values should guide teams leading the student experience redesign process. 

1. 
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