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Welcome to Imperial

Welcome to Imperial, a world-leading
university for science, technology, engineering,
medicine and business (STEMB).

We were founded in 1907 with
a mission ‘To be useful’, but
we know that.

J
JIAMES GRAY 1

IMEERIAL 0oa

Before anyone can usefully
| change something, they first
" need to understand it.

Botanical Laboratory—Advanced. Prof. Farmerto the left. This is the room in which Prof. Judd for
many years conducted his practical classes in Geology.

That’s what we do here: We use science to
try to understand more of the universe, and
improve the lives of more people in it.



' _ - Keynote Speaker:
7 Festival of Products - Louise May, Product Leader,

Product Focus

Changing the Conversation
from “what do you want?” to
“what problem are we
solving?”
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2" A g are here to celebrate in learning together and sharing best
@ @ = | W practices. Something that is at the heart if the HE sector.

The real question for all of us -

‘in a difficult period how do Universities
create value through the Product
Approach?’

We have a full day of sharing real examples.



Products at Imperial

At Imperial, we’re not just adopting product thinking we’re scaling it across the institution.

Life-long Learning

We moved to product because project delivery wasn’t enough.

Imperial College London
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Why not have Services sit directly on top of Platforms?

Panel One:
The Long Game: The Product Journey

Imperial College London



The Product Model - Customer-centric approach
Solve real problems. Measure success by Outcomes

We have

« Students (Ugs, PGs, LLL)

« Staff (Professional Service,s
Teaching and Researchers)

* The Community

7/28/2026




The Product Model - Service Design and Personas
And we address these communities

Service Design

C (R O https//www.imperial.ac.uk/students/personae/catalogue/

OUR
OFFERING

=

SUPPORT

Imperial College London

PhD Students
Faculty of Engineering

Faculty of Natural Sciences

Faculty of Medicine

Adrian Chong
23, from Singapore
MSc Computing

Tags: Overseas, PGT, Full-time,
FoE, DoC

—> Read Adrian's Bio

LGBTQ+

time work

All Personae

Ahmir Sayid
(He/They)

19, from Kuala Lumpur,
Malaysia

BSc Biochemistry

Tags: Overseas, UG, FoNS, Life
Sci, LGBTQ+

Aisha Raad

22, from Palembang,
Indonesia

MEng Mechanical Engineering
with Nuclear Engineering

Tags: Overseas, UG, FoE,
Mech, Muslim




Product Thinking, The Academic Reality: Making Governance Work

Mind shift to move:
* From projects to persistent products
* From outputs to outcomes

 From technology to user value (student,
colleagues)

13 7/28/2026




The Student Example

Student Lifecycle Board

WOrkStI’ea m e =Lt Advancement

enrollment Support

Supported by ICT

Imperial College London



Initiatives can be classified as “Run, Improve, Transform”

Run: Led by the Product Manager

« Maintain or Upgrade to provide a stable reliable
secure and monitored product platforms working
across ICT

» Respond to major incidents

» Work with platform team to review new vendor
features for new Initiative

Improve: Prioritised by Workstream Lead and Head of

Product

» Lead deliver incremental enhancements based on
feedback with an Initiative lead

* Optimise processes to reduce friction

» Use data and service design to refine journeys

Transform: Prioritised by the Board

» Lead major programmes, such as Great Service that
reshape experiences

» Agree replacement platforms for future-proof
services

Imperial College London

Work
Stream

Product
Squad

Improve




The product model
gives us continuity,
accountability, and
measurable value.
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Driving value
every month,
not projects
every few years




People, Process,
Product

« Career Pathways

» Continuous Process
 Improvement

* Reliable Product

Panel Topic: The
Future of Product in HE




What is the Future?
Like this one for our automated coffee?

Liz Goulding, Managing Director &
Chief Product Officer, The
Economist

Presentation Title: The Future of
Product Delivery

Imperial College London Edit this text via Insert > Header and Footer 19

28/07/2026
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Where science meets creativity.
Product people who don’t just create
culture but reshape the future
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Changing the conversation

Product thinking for complex business systems

Louise May




Louise May

Director of Product Management at Product Focus
with over 20 years' experience in product
management, consultancy and learning and
development.

Current focus is to develop a professional
development programme for product managers to
support them throughout their career.

Previous positions include head of product and
director of product roles in start-ups, scale-ups and
multi-nationals.

Hobbies include gym, cycling, netball and bridge.

© Product Focus




Product Focus

Practical training, workshops and resources to help product professionals and teams excel.

Product Management and Produa
Marketing

Core training to build strong

product foundations

J

\
Advanced Practitioner Suite
Advanced skills and frameworks for
experienced product professionals.

J

\

Leading Product Management

Leadership, strategy and impact at scale.

J

© Product Focus

*Trustpilot

Product Focus

o Reviews 1,017 - 4.9

‘ ‘ High-quality training that's practical,
relevant and immediately useful.

— Trustpilot reviewer I‘

product

focus



I Today’s two questions

Fon
~

V) \
Why do we need to

7

change the conversation?

© Product Focus
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What does the new

conversation sound like?
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I Business requirement

Continuous improvement of
business efficiency across
people, systems, data and Al.

product

focus

© Product Focus



The solution — business systems
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The solution has become the problem

Not i Inefficient
L Tao many manual
responsive o ™ PO e
Ennugh Under workarounds.
Slow systemns frustrate l resou I'CEC'
users and delay decisions.
_/J Strained infrastructure
can't keep up with
business needs.
W Where’s the
N Too ROI?
Challenging g el
Enuiru.nment High costs with business value,

limited flexibility
ar value,

g Q

Complex, fragmented
systems are hard to
manage and change.

Outcome: Your very expensive business systems estate isn’t meeting expectations.




But why?

g

Wb\

4 )

Perceived problem:
Our business systems are too complex.

(&

/
\
Project managers focus on big projects.

Projects are siloed.

Projects end.

AN

Real problem:
The operating model is wrong.

O
0
>e
155

© Product Focus




Now we can change the conversation

\
Requirement:
Continuous improvement of business efficiency
across people, systems, data and Al.
)
\
Problem:
Business systems have grown in number, size and
complexity, and performance requirements. Traditional
operating models are no longer fit-for-purpose. P
\
Solution:
Systems thinking approach with a product management
operating model.
/

product

focus
© Product Focus



From business systems to systems thinking

4 )
ﬁ Core premise:
@ Problems are often caused less by individual failures and more by the structure, incentives,
processes, feedback loops and relationships within the wider system.
\_ J

Systems thinking:

Helps organisations move from
fixing isolated symptoms to
understanding and improving
the wider conditions that
produce outcomes.

~

\
-

\_

N\

~

4

I
/

~
\

Outcome:

Better decisions.

Fewer unintended consequences.
Sustainable improvement.

/
N

)

Key principles:

G The whole is greater than the sum of its parts.

e Interconnections matter as much as the
components.

e Cause and effect are often indirect.

Short-term fixes can create long-term
problems.

e Structure drives behaviour.

© Product Focus
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From business systems to systems thinking

4 N N )
D Channels and user interfaces
D Web & mobile apps, student & employee portals

3k | g
C r ~\
Y Experience and action layer Y
c . =
S Al agents, copilots, workflows, approvals -
c \ J 2
| - * —
g | —— N
& | Process, orchestration and integration S
gJ; oo Workflow engines, APls, middleware, automation Y
c \. J %
£ - N =
(&) .
o Core business systems £
QC_, Admissions, student records, HR, finance, estates 8
= \. J >
()] -+
o P N =

>
% Data layer o
= Master data, analytics, reporting, data stores v
= . 4
O
_g e N
o Platform and infrastructure
o Cloud, security, identity, networks, devices
- / \. J/ — product
focus
© Product Focus




From project to product

Solutions sold
to customers

Solutions used by
employees

Unique customer
propositions

External product
management

Internal product
management

© Product Focus

Project

Product

product

focus



From project to product

Channels and user interfaces

D Web & mobile apps, student & employee portals

Experience and action layer
Al agents, copilots, workflows, approvals

1o |2

O
O
O

Process, orchestration and integration
Workflow engines, APIs, middleware, automation

Core business systems
Admissions, student records, HR, finance, estates

Data layer
Master data, analytics, reporting, data stores

£ || ED

Platform and infrastructure
Cloud, security, identity, networks, devices

© Product Focus

Internal business systems

— - ———
Internal product
manager

External product
manager

<
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>
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S
o
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C
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Q
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External product B
External product C

(_fg\b Platform

Platform supporting
external products product

focus



Systems thinking and product management

Traditional approach
Focus on symptoms

Systems thinking approach
Focus on the system

W

o,
O™

Feedback h

5

Customer
outcomes

.
.
\J
.
.
.

.
.

product

Relationships Process
focus
© Product Focus



What is product management?

© Product Focus

\ Go-to-market
-

?

In-life

1 1Y &

Generate and Validate market
prioritize ideas need

Hone requirements Validate fit
for market (trial)

Design solution and

Discovery Justify investment deliver Fisalti praioeltion
Create initial Write Demonstrate Prepare for launch
proposition requirements requirements met i

Track performance

Fix issues

Sell

Product and business

Investigate Start .
g Build more?
ready to launch?

further? development?

Develop next
version?

Track what's happening in the market

End-of-life

do

v

New Product Development (NPD)

A

product

focus



Internal Product Activities Framework

© Product Focus

Strategic Activities
— working out what the right product is for the business

Insight Analysis

Technology research Internal segmentation
Internal customer research Propositions
Competitive benchmarking Positioning

Product performance Business cases

Direction

Inbound Activities Outbound Activities
— helping the business to deliver the product — helping the business to use the product

Design and delivery decisions
Operational readiness & trials

product

focus



I The focus of internal product management

© Product Focus

Purpose

Za

Output Outcome
driven focused

Leadership

a

Tactical Strategic
(short-term) (long-term)

Ownership

a

Build or Develop, in-life
install only and support

Commercial

a

Custom Configure

product

focus



From output to outcome

product

focus
© Product Focus




Systems thinking and product management

~

-
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/ Better alignment with business outcomes.

J \_ J

N ( p
/ End-to-end ownership.

VAN J

N ( p
/ Continuous improvement vs ad-hoc change.

VAN J

N ( p
/ Better mgmt of interconnected systems.

VNS J

e A
/ Improved customer and user experience.

AN J

™ N\
/ More effective prioritisation.

VAN J

™ N
/ Faster response to change.

AS\_ J

e

-

Stronger technical health.

-

-

Better use of data.

-

A

-

-

More stable, knowledgeable teams.

~,

-

y

A

-

-

Improved governance.

~

-

vy

b

-

-

Better investment decisions.

~

-

vy

b

-

-

Increased organisational resilience.

~,

NENESENEN

-

"y

A

-

-

Lower cost of ownership over time.




Summary

>

>

>

© Product Focus

Changing the Conversation argues that the root cause of overly complex business systems
is a failure of systems thinking, and that the fix is structural.

A product approach changes the operating model: Systems are managed as a coherent
portfolio, roadmaps are aligned and prioritised to meet business needs, and every
decision is anchored to a clearly defined problem and a measurable outcome.

Organisations can create clearer ownership and better accountability for cost, quality,
usability and value.

product

focus



Q&A

Louise May
Product Leader

product

focus
© Product Focus



duct
focus

Thank you for listening

info@productfocus.com

www.productfocus.com
+44 (0) 207 099 5567
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The users were
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My Imperial Campus
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Set-up :':.T::.;'
The Trap o
- The Gamble

Imperial College London



Set-up R

Imagine it’s
Welcome week

Imperial College London 47



Set-up

What is
happening?

Where is it?

Am | meant to
be there?

How do I get *
there?

Imperial College London



The Trap

Imperial College London



The Trap requirements gathering and analysis

looking for, or designing a solution .

Undertaking implementation, develbpment.

Traditional and testing phases

approach

before finally going into production and
releasing to end users

Hold your breath

Imperial College London 50



The Gamble

Imperial College London



The Gamble

Product Model Technology

Imperial College London



The Gamble

/

Product Model "/’ . :
Technology ' . .

Imperial College London



The Gamble

Users in the Loop

Imperial College London

S
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The Gamble

Discovery

Discussion Refine

Users in the
loop

Respond @ @ Validate

Imperial College London



The Gamble
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The Gamble

The Greenhouse Startup Demo
Tuesday 26th September — 12pm - 7pm
The Royal Insitution

21 Albemarie 81, London WIS 485, Unied Kingdom
Hosted by Imperial Enterprise Lab
Q¢
Additional information
= e oo
S A = [
Tags
enterprise  enterpriselab  pfd enterprise

the forum  imperial Innovators

Description

climate-positive startups from. .. See more

Lacation

@ 21 bemrie st

Imperial College London

The Greenhouse Startup Demo
Tuesday 26th September - 12pm - 7pm

The Royal Institution
1 Albemarle ¢, Londs

B, United Kingdom

Hosled by Imperial Enterprise Lab

O

Additional information
o cooa ‘.
6 [@ 8 o
Tags
enterprise  enterprise lab  pfdc enterprise
the ferum  Imperial Innovators

Description

If you're an investor or supporter of climate.
innovation, this is & great opportunity to hear
pitches from, and network with, ambitious
climate-positive startups from... See more:

Location
Q21 Abemarie St London W1S 4BS, United Kingdo
-
Royal
Albert Hall
Related See all >

The Greenhouse Startup Demo
Tuesday 26th September - 12pm - 7pm

‘The Royal Institution
21 Albemris 5, London W

Hosted by Imperial Enterprise Lab

@f=

s, Uit

Additional information
ien g . 1

$ 0 AL B

Tags

enterprise  enterprise lab  pfdc enterprise

ihe forum  Imperial Innovators

Description

If you're an investor or supporter of climate
innovation, this is 2 great oppertunity to hear
pitehes from, and network with, ambitious
climate-positive startups from Cahort 4 of The
Greenhouse accelerator.

s well as hearing from expert speakers on the
Iatest trends in ciimate innovation and
Investment, Demo Day attendees have the
chance to engage with technology startups
Ieading the driva to address climate changs and
talk to like-minded individuals over drinks and
nibbles.

Location

© 21 Abemare 5, London ¥

S 4B5, United Kingdom

Royal
Albert Hall

Low-fi



The Gamble
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The Gamble

1.0 Starting Si

9:41 ol T -

Calendar
September oni

Day Tue Thus  Wed Sun Mon Tue

00 27 29 28 01 02 03

Y. Y. T
i

B
Today 17th September

Course name
1CBS100 - LT1

Course name
ICBS 100 -LT1

Tomorrow 17th September

Q  searchschedule

) Q

Imperial College London

Home Views

1.1 WeekK| d Assignements

9:41

Calendar

My Attendance

2024
September

Tue | Wed  Thurs
27 28 29

=o

Sun Mon

01 02

- CD e o

Today 17th September

Course name
1CBS160-LT1

Course name
1685100171

Course name
ICBS 100 -LT1

Tomorrow 17th September

Q  Ssearch schedule

° 9

Check-in

(@ Dev note*
You can
scroll up to
see
previous
events

Calendar
September \das e
Thu Fri Sat Sun

Mon  Tue  Wed
00 00 00 00 00

. 00 00 00 00

00 00 00 00 00

00 00 00 00 00

00 00 00 00 00

" COHCO

Today 17th September

Course name

ICBS 100 - LT1 Missed

Tomorrow 17th September

Q  searchschedule

° Q

Hi-fi



The Gamble
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Design System

Imperial College London
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Design System

Imperial College London

Bubble Colours

Events +
Societies

Courses +
Timetables & Assignements

Catering

Maps + Room Booking

Careers



What we built
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Imperial College London



What we built

Users can:

See what is
happening.

Imperial College London

02

Intro to

July mechanics

( ZN CAantAarmhar INIOE \

<. Askorsearch anything

[ 0

64

Welcome to the Jungle

30 September 2025

10.00 - 3.00 BST

Open to all
Beit Quadrangle, South Kensington Campus

Hosted by ‘Imperial College Union’

000

Step into the jungle as we take over all 3 Beit Quad
bars for a wild Welcome Week night. Expect DJs,
cheap drinks, themed décor, and a rainforest twist
in support of Rainforest Trust. Dress up in animal
print or recycled creative outfits and join the
adventure!

LW LT - POPORY - PPN S

Ticket Information Redister No
I r W
£8.99 ’

Postgraduate students Tickets to be purchased in advance




What we built

Users can:

Find where

to go.

South Kensington

Campus

' <

65

Abdus Salam Library

South Kensington

Open
s s e
146 Closes at 12:30

Favourited Rooms

Trap1
Floor

Floors

Occupancy Heatmaps

08:31

Q Search Library

Library

Abdus Salam Library Closed

Open at 12:31

Library Services are here to support you
throughout your time at Imperial. We provide print
and online resources, research support and a
variety of study spaces to suit your needs.
Occupies floors 1-5 of the Abdus Salam Library
Building.

Opening Times

TermTime  Out-ofterm @

10:20-18:00 10:20-18:00
10:20-18:00  10:20-18:00




What we built

Users can:

Find where
to go.

Imperial College London




What we bUlIt Search ASK Al Local Sea-rc.h.

Search or Ask Your Career 0

More Results .

Your next spin class
ICBS 100 - LT1 Mechanical robotics
engineer

1:30 pm - 3.30 pm Company

Location

Here is the Link to the mitigating
circumstances form XX days to apply

I t Imperial Al -

Imperial Al
Mitigating Circumstances Form (3

Job name Job name A
Job name
Company

t Where is my next class?

CAT ext class? t | Woul_d like some hglp with b
) applying for mitigating

circumstances, as i missed my
Q e RS | chz_mce to submit my assignment, Q Robotics
soiam unsure what to do. |

Users can:

Ask what
they need. o
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What changed

Imperial College London

22,000

active users

3

million sessions

5

releases

25

features

62%

YOY increase in check-ins
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Development
Journey

Finding study

User Pain-point spaces
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Development

Journey
Built
Action taken occupancy
heatmaps




Development
Journey

Student impact

Improved access Improved user

to study spaces satisfaction

Imperial College London



Development

: o N
ourney Institutional Impact

Improved Institutional

occupancy data @ space utilisation
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What we have learnt
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What we have
learnt

Autonomy Governance

Imperial College London



What we have
learnt

Continuous
Discovery
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Where it’s going
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Where it’s going

Smart campus

Imperial College London




Thank you




The Next Set

Liz Goulding, CPO | The Economist | Festival of Products, 2
July 2026

The
Economist




Why I’'m here

Making the corporeal digital

The harder something is to digitise, the more product thinking matters

The .
Economist



Delivery - Development

Stage one of product maturity

The .
Economist



|
A small word shift encodes a completely different mindset

DELIVERY DEVELOPMENT
° The thing we built ° The capability we enabled
o Measured by: did we ship it? o Measured by: what changed?
o) Success = project closed o Success = outcome achieved

The
. Economist



Al changing the game

The .
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|
Product development runs on three interconnected loops

01

Discovery

Define the outcome Design with intent Monitor & measure outcomes
Research customers & competitors Usability test Iterate continuously
Map the opportunity space Align stakeholders Surface new signals
Prioritise Ship Feed back into Discovery

The
o Economist



The activities that always have to happen

Whatever tools you use — these are non-negotiable

85

Define the outcome you’re trying to drive
Research competitors and customers
Map the opportunity space

Prioritise ruthlessly

Design with intent

Usability test

Align stakeholders on ideas and direction

The :
Economist



Judgement becomes the key differentiator

What stays the same

86

Which questions to ask
Which outputs to trust
Which bets to make

What “good” looks like

What Al is changing

e Accelerating discovery research

e Synthetic usability testing

e Automated competitive intelligence

e  Faster design iteration and build cycles

e Balance of testing for non-deterministic systems

e Who ‘owns’ the prompt?

The :
Economist






|
When Al handles more execution, product thinking and team structure becomes

invaluable

Outcomes, not outputs Judgment, not just speed

: Al raises throughput. The quality of thinking required rises with it.
Everyone needs to understand what you’re trying to change, not

just what you’re building.

One direction Your moment

: : _ HE is at the start of this journey. You get to build it right from the beginning.
Design, engineering, data, and stakeholders must all pull toward

the same outcome, and have a shared understanding of how the
SDLC changes in non-deterministic systems

The
o Economist




The next set is yours to serve

The .
Economist



IMPERIAL

Information and Communication
Technologies (ICT)

FESTIVAL OF PRODUCTS

Building a HE product community - working together to

maximise value
Brendan Whitfield, Head of Cross Functional Products
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Building a Product Community

 Key aim - to strengthen our Product community within Higher Education

Working to create a network to share more often about our product journeys and help each other, that
works well alongside our UCISA product group (we will be following up to create a group and get a

virtual follow up session in diaries in the Autumn)
Attendees from 21 Uni's

Imperial, Oxford, Birmingham, Anglia Ruskin University, Birmingham City Uni, Royal College of Music,
Oxford Brookes, Reading, RCA, LSE, KCL, UCL, Queen Mary, UAL, Kingston, University of
Nottingham, Canterbury, Glasgow & University of York.

From overseas
Pontifica University Catholic and the University of Gallway
Wider sector
UCAS, NHS, The Economist, Youtube and other product organisations
Imperial attendees
Transformation team, Registry, Education office, Finance, Research, our Faculties and ICT

Imperial College London 91 02/07/2026



Why is this vital for the sector?

Challenges

« Financial pressure: Rising costs, frozen fees and international
student recruitment barriers, require universities to do more with less.
« Changing expectations: Students expect seamless,

digital-first experiences comparable to consumer services.

 Legacy systems & rapid technology development: Fragmented technology slow change in
opposition to ever more rapidly developing technology ecosystem (e.g. Al).

How the Product model helps
A product model shifts the focus from

To focus on the outcomes, we want to achieve for users.

Innovating to continuously improving services and deliver regular value.

A
The futqre of
higher education

02/07/2026
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Thank you

 Thanks to everyone involved in making this
event happen

« All our volunteers who have tirelessly helped to
organise, communicate and keep this event running
smoothly on the day

« To all the staff working on the event today

 Abig thanks to all our speakers

« A massive thanks to all the attendees

Imperial College London 93 02/07/2026



1 M PERIAL FESTIVAL OF PRODUCTS

Information and Communication

Thank you to our sponsors
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IMPERIAL

Information an d Communication
Technologies (ICT)

FESTIVAL OF PRODUCTS

Scan the QR code to give feedback
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FESTIVAL OF PRODUCTS

Thank you and enjoy the networking
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