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Abstract: 
 
COVID-19 has fundamentally shifted higher education into uncharted waters. It was a tsunami of change 
pushing courses, students and academics online. Research is now pointing to a student-centered approach that 
embeds digital for the long term. Luckily, chaos is often where we encounter innovation. So, how do we build 
on 2020, learn from it and come up with breakthrough ideas that support change? How do we get our teams 
onboard and leverage the momentum to make the change sustainable? 
  
As a Client Experience Manager for Blackboard I am privileged to get in depth insights into challenges and 
learnings with higher education clients across Australia and New Zealand. I will share some insights from the 
institutions that I work with as well as research on the impact of COVID-19 on higher education. We will also 
look at how to use design thinking, a human-centered approach to innovation, to help you to understand student 
needs, rapidly prototype new approaches and generate creative ideas. This approach can help you to generate 
your own wave of change, transforming products, services and processes by combining what is feasible with 
what is economically viable. 
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