Meet the Speakers:

Meeting the Need, a Case Study of Rapid
Infrastructure and Content Development =)

Abbott Laboratories

Jeff Flesher, Ph.D.
Director Training and Organizational Development
Abbott Laboratories Diagnostics Division

Strategic Challenge:

In response to a significant regulatory compliance problem, the Diagnostics division at Abbott Laboratories
launched an eighteen month focused Quality systems Initiative. The effort included each of the major
subsystems of the Quality system in a thorough six sigma inspired improvement imperative. Teams
representing each area developed or modified processes, procedures, and policies to create a sustainable
and effective quality system. The Training system was also thoroughly reviewed and specific
improvement opportunities identified. Additionally, the training function responded to over 140 course
requests delivering every needed course to specification and on time. The training team delivered on this
imperative while creating the e-learning and advanced instructional design systems where none previously
existed.

Solution:

The training and organizational development team delivered three key projects; an infrastructure
improvement initiative, a training content initiative, and a cultural improvement project. The content team
delivered over 140 courses in less than 10 months through e-learning, classroom, and formalized on-the
job training activities. It also provided a shadow environment to create new approaches to shape the
ongoing training system including rapid instructional design techniques, scalable project models, e-
learning and wide scale assessment. The infrastructure project implemented an LMS, modified policy,
realigned structures, and created a systematic training strategy. The cultural improvement project initiated
a strategic view of organizational development practice linked to core business needs and informed by
effective action research.

Key Lessons Learned:

An opportunistic approach to building a training system by focusing on business problems
A systems approach to training infrastructure development

Instructional design elements foundational to effective E-Learning

A scalable model for rapid Instructional design
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Rapid E-Development

Lainie Hoverstad JoHN DEERE
eBusiness Analyst

Deere & Company

Strategic Challenge:

The eBusiness department develops web-enabled solutions to complex business processes for dealers
and customers. The online help documentation answers many questions about how to use a particular
application, but sometimes it's not enough.

That was the case with our new online demo scheduling system that required both field staff and dealer
personnel to regularly utilize the new system. The system itself was easy to use—but it required someone
to simply “show” the user how it works. At the time, the department had a limited budget—yet still needed
to teach a national field staff and dealer group how use the system.

Solution:

We created an online demo using Camtasia in just a few hours. We published the demo onto the Intranet
for Company and Field Staff. We even created an online flash-video tutorial training CD with audio and
interactive video screen captures in less than a day to distribute to dealers at an upcoming sales meeting.
It was easy to do—and the best part: it was inexpensive.

The software does more than just training demos, and there is more than one software to choose from. I'll
show several options.

Key Lessons Learned:

CLASS DESCRIPTION:

If you thought the world of multimedia full-motion video tutorials or flash demos belonged to
professional graphic designers or departments with large budgets, think again. Invest as little as $299
or less for Camtasia Video Capture software, and you'll be on your way to creating software demos,
online tutorials, training CDs, usability testing, interactive flash simulations — and more. And the good
part: no multimedia experience necessary. It's a secret skill worth having — just don't tell everyone (or
the whole world will be doing it). | promise you the software is easy to learn and use. And the results
are outstanding. In the class, I'll show you how to create online flash tutorials with audio voice-overs,
looping product demos, and usability testing exercises. I'll also touch on other software programs new
to the market that do the same thing. You'll be glad you came!



Supply Chain Distance Learning at General Mills, Inc.: Creating
the Vision and Application for Livable Distance Learning

Dave Sanderson
E-Learning & Development Manager
General Mills, Inc.

Strategic Challenge:

Dave Sanderson, E-Learning and Development Mgr , General Mills Supply Chain will discuss the vision,
model, and methodology used to achieve great results in their three primary focus areas of their Distance
Learning model. Live Virtual Classrooms, Web Based Training, and Central Learning web-site/LMS.

Solution:

To achieve these results and on-going success, partnerships were developed with two Ohio Community
colleges, Northwest State Community College and Terra Community College.

Key Lessons Learned:
Join Dave Sanderson of General Mills, Tom Wylie of Northwest State Community College and Tom Kissell

of Terra Community College in an open interactive discussion on their approach. Again this will be an
open how-to discussion with plenty of Q & A along the way.



Rapid E-Development
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Colleen Fuhs NORTHWEST AIRLINES o
Manager - Enterprise Learning Services
Northwest Airlines, Inc.

Strategic Challenge:

As a result of the aftermath of 9-11, and with the airline industry especially hit hard, NWA needed to take
drastic measures. Over ¥z of all training departments across NWA were cut. One of those areas included
the multimedia development group within Enterprise Learning Services. This group develops computer
based training for several large departments including: Reservations, Cargo, Ground Operations, In-flight
and Safety.

All employees remaining were now fulfilling the roles of at least two full time positions and at the same
time, needing to learn new job functions and technologies as quickly as possible. The multimedia
development group was still expected to develop the same amount of training content — but now with only
one half the staff.

After extensive research, we could not find any authoring tools available in the market that met our needs
(or affordable). This forced us into the decision that we needed to design a content authoring tool
internally to assist us with rapid web based training development.

We wanted to ensure the development was easier and more efficient for the Subject Matter experts. We
needed a tool that utilized one database for all those working on the development — instructional
designers, developers, graphic artists and subject matter experts.

Solution:

The internally developed authoring tool came to be known as foo (Flash Object Organizer). This tool uses
a dynamic template based approach with one repository (database). Active server pages communicate
between the templates and the database. Flash is used to run the courses. foo allows developers,
graphic artists, instructional designers and SMEs to work in the same environment. Design, development
and maintenance reside in the same location along with all content, assets and SME changes. the tool
also allows anyone involved with the development to work onsite or remotely. Most of our development
team did not have flash programming skills.

This tool does not require Instructional Designers and SMEs to have Flash programming skills due to the
template approach. This approach cut the development time in % - even based against industry averages.
It eliminates the lag time between design and development. The power behind the tool also lies in the way
that we are able to use reusable objects. By re-using objects such as graphics or content we can design a
course for Ground Ops with an A330 airplane graphic and re-use the identical graphic in a Flight Ops
course, Inflight course, Tech Ops course, etc. If the graphic is changed, it will dynamically change the
object in all courses.

Key Lessons Learned:

» Don't out grow your technology too quickly. Ensure you consider during the tool development
process that your solution could in fact end up being an enterprise solution. We should have
chosen a different tool in which to build the authoring tool.

» Don't underestimate how quickly the customer will want to move forward. We did not anticipate
how quickly we’'d need to move into Phase Il.

» Don't under estimate the importance of holding SME training sessions on the tool before each
development effort.

» Don't under estimate the value of holding mentoring sessions on the instructional design process
before each development effort.



Executive Coaching

Kathleen Miller
President
Miller Consultants

Strategic Challenge:

Recently | ran into an executive who was a real challenge! He was brilliant technically, but he lacked the
ability to be civil to people with whom he worked. As a result, he faced high turnover in his very talented
management team.

He invited me to come into his organization and serve as an executive coach with the goal of increasing
the retention of the top-level talent.

Of course he didn't attribute the problems to his own behavior. Although he really wanted to reduce
turnover, he simply saw no reason to change his own behavior. He believed that his team should
“toughen up” to his abrasive management style. He assumed that | would coach him on how to persuade
them to “see the light.”

Finally I realized that my logical coaching style would not work with this client. Just like the smoker who
comes to the doctor saying that he/she wants to be healthier but isn’t ready to give up cigarettes, this client
was not ready to make the personal changes required to achieve his stated goals of reducing the turnover
in his talented team.

Solution:

| switched to a coaching approach that | adapted from the work of psychotherapists. | realized that
facilitating personal change requires moving an individual through several stages of readiness. In this
case, my client was not only disinclined to change, he was completely unaware of his own need for
change. My use of logic as a coaching tactic was just as ineffective as was his preferred strategy of
manipulating his team to reach his own goals. Logic works only when individuals have worked through
their emotional issues pertaining to personal change.

| switched my methods to “motivational interviewing”. | quit directly confronting my client with his negative
behavior while he was struggling with his own resistance and ambivalence. Instead, | helped him explore
the inconsistencies in his goals to retain talent and his feelings about the role of his own behavior in
blocking the achievement of the goals.

Eventually he made his own conscious choice to change his behavior. The motivational interviewing
approach is unlikely to arouse defensiveness and resistance. This coaching approach enabled my client
to reduce turnover and to solve other problems that were related to his abrasive management style.

Key Lessons Learned:

» All coaching involves assisting the client with personal change.

» Most clients begin a coaching process with either lack of awareness of or ambivalence
towards their own personal changes.

» A key to successful coaching is identifying the client’s stage of readiness to change.

» A second key is to match the coaching approach to each successive stage of change
readiness as the client moves through them.



Growing High Performance

No Photo Alicia Goodman LIS
Available VP Training & Development, North America 4
TNS

Strategic Challenge:

At TNS, we faced a common problem in the market today- merging two, very distinct and successful
companies into one. In addition to the two companies combining, we had some other unique
challenges. One- these two companies were a blend of multiple smaller mergers that had taken
place over the previous 10 years. Two- Even after the merger, there were still two other divisions
within North America that were supported by HR, each with different senior styles abd needs. Three-
the parent company is based in the UK.

Solution:

In the process of this merger, we still needed to continue to grow and develop our employees to
meet the client demands. Sound familiar? Here is our solution- we took a blended approach using
multiple HR process and policies to enhance our already strong employee performance.

1- We instituted a new performance management system to get all employees onto the same page
with the new company goals and objectives. We felt that if employees understood where they were
regarding performance, as well as having clear expectations for future performance, we would get
everyone on board more rapidly.

2- We created training curriculum that focused on the corporate strategy and built the core
competencies that employees were now going to be measured on. Our main focus is on three key
areas: 1- sales Effectiveness; 2- Presentation Skills and 3- Leadership Development. We set aside
Over $1M for this curriculum to be developed from. In 2004, there was a minimal training budget
(less than $100k)

3- We will be running our first global Employee Satisfaction Survey using one of our own business
solutions, TRIM. Although we are considered an industry leader in employee and customer
satisfaction surveys, we had not completed an internal survey to date.

4- We are establishing a new HRIS system. Bringing together multiple companies from multiple
platforms has been challenging. Once we are all on the same platform, employee information such
as developmental needs, can be easily accessed from this system.

Key Lessons Learned:

» Getting the first performance appraisal was painful- even with top management buy-in.

» Just because senior leaders are willing to set aside money for training, doesn’t mean they
will give you the man-hours for training.

» We waited until we were ready to act on responses from the Employee Sat Survey before
administering it. Being experts in this field made it easier to do it right the first time, even
when the employees wanted it done sooner.

» Don't delay getting onto the same system. It is worth the investment. Once there, even
work among the HR professionals in the different divisions was easier since we were all
looking at the same data and the same platform. We could move from being tactical
operations, to strategic partners.

» Trying to change legacy cultures, from communications to benefits to leadership is very
challenging. Cross-functional teams and involvement at all levels is critical for success.



How to Get Started with Learning Analytics

Jim Everidge mpﬂ[D*

President
Rapid Learning Deployment

\ g
Strategic Challenge:

Proving the Business Value of learning is an elusive goal for many. However, it is appearing as one
of the top HR Executive priorities each year. Learning Executives must answer the question but are
at various levels of maturity in being able to provide a defensible position on business value. For
some, there is no systematic collection of data to start the process. Others have been managing
learning for years and have mounds of data but have not turned that into useable information. Yet
others have committed to centralizing learning management but are at the early stages of the
process.

Solution:

Mr. Everidge will help participants understand where they are on the continuum of proving the
Business Value of Learning. He will describe approaches to Learning Analytics today. He will then
walk participants through the process of setting their Vision around developing Learning Analytics.

Key Lessons Learned:
Mr. Everidge will share anecdotes from recent Learning Strategy and Learning Analytics projects to

help participants put a stake in the ground and start their own Business Value project. A White
Paper will be available to participants after the session.



A Right Way to do Training Evaluations

No Photo

Available John Palmer
Manager, Evaluations and Portfolio GM University
General Motors

Strategic Challenge:

GM was faced with a new way of doing training evaluations. Our current system was in need of
updating. Even thought the system was state-of-the-art when implemented, it became slow,
expensive and ineffective compared to technologies available at the time. Further, the system was
primarily classroom and US based.

GM was in a major change as a company and GMU was in a major change in our training
development and delivery. GM needed to reduce cost, increase the effectiveness of its employees
and become global. GMU needed to update its systems and products to enable GM to accomplish
those business objectives. The training evaluations system had to meet global, multiple training
delivery methods, provide actionable information quickly to increase the job effectiveness of its
employees. GMU had to do all of this with minimal resources and budget.

Solution:

The solution was to start with the training level 1 survey — student reaction to the course. A global
team was put together to determine the “best” set of questions that could be generated and used
globally. A major criterion for the questions was action ability. Once the results were reported, could
someone make a decision that would improve the job effectiveness impact of the “total” training
event. We did limit the scope of the questions to the training event, but also included the student
and the organization. The training event is only one part of the equation for improving job
effectiveness.

The current Level 1 system gets high reviews from it stakeholders. The system is continually
evolving to more actionable information to all.

Once the level 1 survey was launched successfully and the organization believed the output reports
were actionable; we took on Level 3 evaluations. Level 3 was launched in the first part of 2005.

Key Lessons Learned:

» Tie to business needs/results
» Make information actionable
» Include all stakeholders

» Go slow to go fast



Love, Leadership and Learning

N
Ben Nelson W\

VP, Organizational Development and Training A,EH,&':!E_E
Alliance Data Systems

AN

Strategic Challenge:

This session discusses a multi-faceted approach to Leadership. It examines the main ingredients to
successful leadership development using simple tools to achieve measurable business results.

Solution:

Key Lessons Learned:
What you will learn by attending this workshop:

» Talent management strategies for success

» How to engage employees from the entry-level through the executive suite
» How to enable professional growth for your employees

» Create a strategic advantage for your enterprise



Quantifiable alternatives to traditional ROl models

Marguerite Foxon
Principal Performance Technologist MOTOROLA
Motorola, Inc.

Strategic Challenge:

Traditional training evaluation and “ROI” methods often fail to convince management that training
and other interventions are contributing to business impact. The Success Case Evaluation Method
efficiently and credibly produces impact data that helps the entire organization understand how well
new skill, knowledge, and performance systems are being used to increase business performance.
Success Case evaluation also uncovers the real reasons why interventions are successful, or in
cases where they are not successful — why not.

Solution:

Learn why you should consider Success Case Evaluation rather than the tradition ROl approach,
and how Motorola has used this method to identify the real business value of interventions, and at
the same time pinpoint the critical systemic factors that make or break impact.

Key Lessons Learned:

» Why Success Case Evaluation provides a more complete picture of training impact

» How to collect and use impact data without a degree in statistics

» How to provide stakeholders with credible and reliable evaluation evidence about the impact
on the organization.
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