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BETTER TRAINING & PRODUCTIVITY WITH WEB COLLABORATION

Executive Overview

Corporate training has never been more important. Organizations today are managing a
growing number of remote workers, as well as partners, suppliers and customers. In this
increasingly global and competitive marketplace, those same employees and constituents
need to be increasingly well educated, both to do their jobs effectively and to make the
most of the products and services at their disposal. As a result, organizations must
continually train these individuals as quickly as possible to ensure that their people are up
to speed on the latest company and product information. At the same time, organizations
are being asked to shorten sales cycles and times to market, reduce costs and raise
productivity.

Today's trainers are looking for a fresh approach to online training that lets them launch
sessions easily, both proactively (in advance of learning) and reactively (as an educational
need comes up). They need interactive online tools that let them deliver and collect
feedback, tools that are simple to use for both instructors and attendees. And, always,
they need to keep their eye on costs, because even as the need for training rises the
budgets for doing so are often on the decline. 

KEY COMMUNICATION CHALLENGES FOR CORPORATE TRAINING
ORGANIZATIONS

When asked to define what concerns them most, IT executives top-rank the need to keep
an expanding global workforce educated and informed. Add to that increased competition,
pressure to cap costs and rapidly changing markets, and you have a critical need to train
employees as efficiently as possible. Corporate training success requires insightful,
relevant classes that engage attendees while ensuring their training needs are met. It's
critical to be able to catch an employee's attention, keep it, and then make sure that the
information imparted is understood and retained. It's also important that corporate
trainers be able to offer refresher courses and follow-up classes as needed, to ensure
employees remain up to date on the latest information. What's more, like all learning,
corporate training greatly benefits from increased collaboration.

TRAINING TEAMS REQUIRE NEW MODELS FOR SUCCESS

The traditional training model no longer works in our increasingly global marketplace.
Today's training organizations must educate a rapidly changing, dispersed workforce
whose tools and technologies are rapidly changing as well. Trainers and their managers
must therefore design new ways to effectively reach their audiences, melding emerging
technologies and techniques with highly targeted educational environments. In doing so,
they're moving away from the conventional proactive approach – design, advertise,
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educate, test – to a more reactive model in which training professionals engage in a
collaborative learning process with employees, customers and partners. 

Modern training organizations face several complex challenges, including the need to:

• Increase training reach across multiple time zones, so employees are up to 
speed no matter where they're located

• Extend their reach to geographically dispersed partners and customers while 
reducing training costs

• Create highly targeted and interactive educational sessions that engage 
attendees

• Provide a collaborative training process in which employees can offer feedback 
and interact with training professionals to get answers to questions and support 
their business needs

• Lay the educational foundation, then follow up with targeted, information-
specific training as needed

• Empower corporate trainers and foster communication among them and their 
managers

• Maximize efficiency to train more people more quickly

PROACTIVE AND REACTIVE OPPORTUNITIES

Traditional training is proactive. That is, trainers evaluate where education is needed, set
up appropriate sessions and opportunities, invite the required attendees and teach
accordingly. Proactive training is critical in certain situations – for instance, when new
technology is introduced, or when details on new products or sales techniques must be
mastered by employees. Proactive training is also a great way to introduce partners and
customers to new information related to their relationships and purchases. It generally
involves one-way information sharing, with limited audience participation, but polling, Q &
A and other ways of gauging the audience's attention and engagement can be very
effective.

But today's fast-moving business environment also requires reactive training – the ability
to respond to educational needs and requests on the fly. These requests may arise after a
proactive training session has been conducted, if attendees have questions or desire
follow-up; or they may come independent of proactive training, as employees seek
expertise and skills during the course of their regular business performance. Reactive
training requires that trainers be empowered to meet their constituents' needs on
demand, quickly, easily and cost effectively. It also requires more interactive approaches,
so that employees can get a truly customized experience.
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EMPOWERING CORPORATE TRAINERS

Just as businesses need to be especially agile in today's marketplace, so, too, do corporate
trainers. This makes it particularly important to empower trainers on the front lines, so
that they can quickly react to their constituents' training needs, regardless of the type or
size of the request. Giving trainers the tools and technologies to help them be effective
teachers ensures that employees' training needs will be met – and, therefore, that those
employees will be knowledgeable and up to speed on the latest business technologies and
techniques.

EXTENDING TRAINING'S REACH

As companies become more global, they have an ever-increasing base of remote workers
to train. These workers may be spread out across regions, countries and even continents,
and operate in a variety of time zones. They also may speak different languages and have
regionally or culturally specific training needs. Plus, because they are less connected to
their co-workers and managers, remote employees have less opportunity for ad hoc
training from peers or experts; that means the corporate training they receive must be
especially accessible and thorough. At the same time, it must be cost effective and boost
employee productivity as much as possible, before and after the training event.

In addition to having more and more remote employees to train, many companies are
finding that their corporate trainers may also be widely dispersed, making it even more
difficult to connect the right expert to the right training event. Furthermore, corporate
training is extending its own boundaries. While in the past trainers focused mainly on
company employees, they are now being asked to educate a growing number of people
outside the organization itself, including partners (who are increasingly tightly tied to the
business) and customers (as sales recognizes the cross-sell/up-sell opportunities that
come from a well-educated customer base). That puts even more pressure on trainers to
be reactive, to provide training on an as-needed basis, no matter where a request comes
from. It also demands a more customized and interactive training experience.

PROMOTING INTERACTION AND COLLABORATION

With today's trainees working under a constant barrage of must-act-now requests (most
of which come in via email and instant messages), trainers must compete to keep their
attendees' attention and ensure they leave the session with as much knowledge as
possible. The best way for them to do that is to offer truly engaging training sessions that
allow attendees to interact with the trainer, other attendees and the content itself
through polling and Q & A, certainly, but also by taking control of applications and
documents themselves.

Frost & Sullivan 

4



It is also critical that online training solutions offer instructors the ability to gauge their
audience, just as they do when training in person. These solutions need to recreate the
ability to see facial expressions and body language, so trainers can perceive who is paying
attention and who isn't, who understands and digests the information and who needs
follow-up help.

ENSURING TRAINING SUCCESS

To meet the educational challenges they face today, corporate training organizations must
create dynamic learning opportunities using new tools and technologies. Web
conferencing and collaboration products and services are increasingly being adopted as
key elements for critical business training, meeting both proactive and reactive training
needs. They enable virtual training, so employees don't need to travel and can stay
productive before and after every educational session, immediately putting their new skills
to work. And they create opportunities for training partners and customers who might
otherwise forgo training due to the costs and constraints of travel.

Web conferencing offers users the capability to address audiences anywhere, anytime in
an Internet-based, real-time meeting environment. It is a great way to deliver training via
presentations, product demonstrations, interactive meetings and seminars. The technology
offers rich functionality, including file and application sharing, annotation, online chat, polls
and surveys, Web co-browsing, recording and many other features. 

Fueled by the increasing demand for real-time communication and its potential to deliver
huge cost and time savings, the global Web conferencing market continues to grow
rapidly, standing at $715.8 million in 2005 and forecasted to reach more than $2.8 billion
in 2011. Online meetings and events are increasingly accepted alternatives or
complements to face-to-face interactions, offering greater functionality and cost
effectiveness than traditional training programs.

CASE STUDY: PEARSON DIGITAL LEARNING

Pearson Digital Learning delivers innovative educational products to more than 20 million
students every year. The company is part of Pearson Education, a global leader in
integrated educational publishing, and its solutions help students from more than 50,000
schools excel in a variety of subjects, from pre-kindergarten through high school. For
example, the company's SuccessMaker Enterprise product teaches reading and math to
students in elementary and middle school through digital courseware.

The regional educational consultants at Pearson Digital Learning are experts in the
products they deliver, and they help schools across the United States implement the
tools. A training team at the company's headquarters in Scottsdale, Arizona, is responsible
for making sure these consultants get the product education and information they need,
when they need it. But sending the training team around the country to educate the
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consultants was impractical, and flying the consultants back to headquarters for training
lowered their productivity and was prohibitively expensive.

Furthermore, because the educational consultants work from home, it was expensive for
them to drive or fly to remote schools to conduct product training with teachers, and the
travel significantly impacted their productivity, too. "The educational consultants are often
not within easy driving distance of the school, so they needed to incur travel costs and
spend time traveling," says Stephanie Donachy, lead consultant for professional
development at Pearson Digital Learning. "Our consultants should be training customers
rather than sitting in a car or an airplane. To save money and boost productivity of
trainers and consultants, we needed a way to conduct effective remote training for both
our consultants and customers."

Today, Pearson Digital Learning uses a Web collaboration tool to provide fast, cost-
effective remote training. As a result, Pearson Digital Learning has significantly lowered
online training costs and increased training capacity because each trainer can teach up to
25 students for one flat rate. "[W]e can hold a training session whenever we want
without worrying about scheduling or the cost," says Sandi Boggs, lead consultant in the
company's advanced support group. And because the training team travels less frequently,
travel expenses for the department have been cut substantially.

Without leaving their desks, the headquarters-based training team conducts regular
product update sessions with small groups of the company's roughly 100 educational
consultants. In turn, the educational consultants use the same tool from their homes to
conduct what the company calls "connected training" for thousands of customers in
school districts all over the United States. As an added bonus, other company employees
are also boosting their productivity by using the Web collaboration technology to hold
collaborative meetings with remote colleagues.

CONCLUSION

Business buyers today have more options, less time and tighter budgets than ever before.
They demand overriding value from their technology investments. Real-time collaboration
technologies are making information workers more productive by getting them trained
faster and more easily online. That, in turn, enables them to accelerate sales, reduce
times-to-market, improve customer service, streamline communications and control costs.
Web collaboration technologies are helping corporate training teams enhance employee
productivity, drive customer usage and retention and positively impact the bottom line.
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Tips for Streamlining
Online Training

• Make presentation easy 
to access

• Share content in real 
time

• Use tools to collaborate
• Launch early audience 

polls
• Promote use of text-

based Q & A
• Survey your audience
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ABOUT CITRIX ONLINE

Citrix Online, a division of Citrix Systems, Inc. (Nasdaq: CTXS), is a leading provider of easy-
to-use, on-demand applications for remote desktop access, Web conferencing and collaboration.
Its "Simpler Is Better" approach to empowering business productivity online offers small and
mid-sized businesses, consumers and professionals an easier, more cost-effective and secure
way to access and interact with information, customers, partners and employees in real time.
Citrix Online's award-winning services, which are used by more than 20,000 businesses and
hundreds of thousands of individual subscribers, include: Citrix® GoToMyPC® for easy, secure
remote PC access from anywhere; Citrix® GoToAssist™ for live, easy remote support; Citrix®
GoToMeeting® for online meetings made easy; and Citrix® GoToWebinar™ the industry's first
do-it-yourself solution for Web events. Based in Santa Barbara, California, Citrix Online has
satellite offices and data centers distributed around the world. For more information, please
visit www.citrixonline.com. 
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Frost & Sullivan, a global growth consulting company, has been partnering with clients to
support the development of innovative strategies for more than 40 years. The company's
industry expertise integrates growth consulting, growth partnership services and corporate
management training to identify and develop opportunities. Frost & Sullivan serves an extensive
clientele that includes Global 1000 companies, emerging companies, and the investment
community, by providing comprehensive industry coverage that reflects a unique global
perspective and combines ongoing analysis of markets, technologies, econometrics, and
demographics. For more information, visit http://www.frost.com.
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