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Insight guide

In 20 minutes you cover

1 The challenges of compliance

1  Why intent matters

f  The methods to consider

1 The eight steps in effective compliance design

Compliance training . You can travel a long way around your
organization before you find a phrase that causes more people to
hurl their laptops at you.

l'tds not hard t o.FRermobstorgariza matthnswdmpliance
training has a weird set of properties t

types:

1. Everyone has to do it

2. Nobody wants to do it

3. Nobody cares that nobody wants to do it

4. Have you done it yet? Please do it by Friday.

When you get to being an adult youbre no
like this. The inevitable completion deadline  email number

seventeen resultsinawave of 6 wh y yalonake me do stupid stuff

like this, year afteryear ?6 r eaxt iSen people arendt exa
approaching it with a warm feeling. And then when they do finally,
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at4.35pm, click the Ol aunchithasighmesdthdoutt on w
time the experience lives up to their worst expectations.

Yet therebébs got to be a good reason to d
woul dndét be t hous anlemingon thisitapie,reasily mf e

the top three areas fore  -learning. The reason is that compliance

training is essential and it is seldom done effectively by more

traditional methods, especially if you have to hit the entire

population at once and by a critical date.

So, e -learning is an essential part of the solution. S 0, what can we
do to make it better? In this short guide we set out three areas
where we believe you can ensure that vyou

compliance training:

1. Intent ion : Being clear about what it is you 6 r aetually trying to
do and being unrelenting about it.

2. Method : Being clear about the channels that will best achieve
your intentions, and using e -learning to its best effect, in
combination with other methods

3. Design approach : Whatever methods and channels you use,

ensurin g that the design approach follows through on your

intentions and treats your audience like adults T particularly in

assessments .

|ltb6s easy to forget it, and after a few
l earning, it may be hard to agree with i
starting point: The people who drive the needs for compliance

training are not bad people.

Theyodre genui n eabgutrisko racdegnotacing the
organization from risk. The financial c¢crisis wedre i
if someone is hell  bent on taking risks, no amount of training is
going to stop them. Thatodés down to the h

control. But t ha toughauld domdthing mé& ¥ou haye to
do what you can to reduce the risk. Regulatory bodies like the FSA
and the SEC demand it. You have to do something. You have to

take the right steps to ensure that nobo
didnét know t hratnatoidaoi ™Xg » was a ri sk. |

should have done Y instead. And thatébés w
So we canb6t bl ame any senior cdéounsel or
taking that stance. I f they don6ét guard

t heyér e f laeirdedpongjbiliiemand potentially putting
everyone else in the organization in jeopardy.
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ltés the journey from O6you have to do so
the far side of the process that is the problem. The initial intent gets

l ost through the addition of all sorts o
tobethere. That 6s not the expertds responsi bi
designero0s responsibility.

The starting point has got to be to understand what the real intent

s . I f it candt be explained in very sim

have a problem that gets compounded all the way through your
training, if training is the answer.

And while webre temporari Ispmedaytve cal | i ng
should stop calling it  com pliance too . Compliance isa behaviorist

word. l'tés an adult t QAbettbritetmdvolddbg of t al k
risk reduction . Whoever called you in the training department and

said | want to do something, what they want to do is redu ce risk .

Maybe a global rebranding of all compliance training to be properly

about risk reduction would help its imag

the accepted term. For now.

Compliance insight : Get your intentions
straight

You must sit with whoever is driving the need to reduce risk. Ask them
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What is the risk?
Why is this important now? Whatdéds change
doing things yesterday?
1 Are we already beyond risk and in trouble? What can we do about
that (which may  have nothing to do with training T but that
shoul dnét stop you trying to help)
1 What are the consequences? How likely are they? What will they
cost us? What will be the consequences for everyone concerned?
1 What happens if we do nothing (compared to the cost of the
potential consequences)?
1 Whoneedsto do something differently? What exactly do they need
to do differently, stop doing or start doing?
1 What are the mistakes that we dédr e maki ng that we donodt
Why are they mistakes?
T How wi || we k n o wd thveeriék? @gain, eat someathing
that a training intervention could hope to answer on its own, but
youbve got to be part of the solution)
T Who should people talk to if theydre not

f
f

Make sure you and your internal customers are in complete agreement to
the answers to all of these questions. Do this before you ever talk about
how the training is going to work.

I f you can get the answers to these question
following through with a solution that addresses t he intent. I f youbr
working from legislation or policy documents, or the person calling on you

candt answer these questions, youbre already

is not to move on until you have the answers to these questions.
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Onceyoudve got ab soamlourtineent,cxdwavhait areyyou

going to do? If your one and only option is e-learning, every
problem looks like a course. Worse, many courses seem to suffer
from the nightly news syndrome Titdos 30 minutes | ong r.
how much there actually is to say.
E-l earning brings strengths to compliance
not the only way to address it. Before you start designing a course,
think about the complementary methods available that can also
support your intentions:
1 What else is happening to reduce the risk 1 are processes
changing, extra steps in controls, changes to how people are
measured and rewarded? If so, is there really a training issue
or more of a communication task? Dong
training solution to something that may not be a training
pro blem at all. Your initial clarification of intent should flush
this out.
9 If the whole intention and explanation of what needs to
change can be summarised in a few pages (and you really
need to make sure it can be), do you need to do more than
presentit clearly and get it out there?
T Ifit needs more context and explanation, could you have a
simple audio or video explanation to accompany the text?
T I f itds likely to provoke | ots of que
FAQ, or set up a discussion forum, or a mail box or phone
number for questions?
1 If, for some people, there are more technical aspects of risk
reduction, then maybe you need to do something more
involved for specialists. Here youor e
conventional training met htollee,- but it
learning. It could be a webinar . it could be cascaded sessions

with managers running team sessions, or a more specialist
version of the methods above

What e -learning can bring
If there is  a good reason to push beyond just communication and
the need to do something a little more involved , e-learning can

deliver real benefit s.

E-learning will enable you to achieve the effect of all of the one -way
communications methods set out above, but it can do much more.



1 Itcanconvey key messages with pacing and tone , if well
designed it can break down a complex set of risks and build
up a clear picture point by point

1 It brings consistency where a webinar or cascaded model of
delivery may not

1 It can bring more engagement than a passive document or
a one -way video or audio piece through a combination of
different interactions and uses of media

9 It can introduce challenge through well structured,
searching questions that require intelligent response

9 It can be personalised by giving user s some choice and
possibly some recommended pathways through the content
depending on who they are and what they need to know

1 Mostimportant in acompliance context : It can give you
proof . Dissemination of documents, a udio overviews are

good at giving context, but theyore
Assessment (and tracking of e -learning via an LMS)  proves

that people have done something. Yes itds true, you
force people to learn. But you can design an assessment

that challe nges people and gives a more firm indicator on

whether people actually know what to do (more on that

later). You can call that a écover your
But when the regulatory authorities come knocking to see

how effectively youobukeowrtieatdiamhad r i sk,
they will look for

f E-learning doesndt have t-@®ndbmiontither hi gh
With more rapid tools like Articulate and Atlantic Link in use
in organiz ations, creating a short focused e -learning course
does not need to be a multiple of the costs of the other
methods mentioned above.
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Compliance insight : Find the right
combination of methods T it might not
(just) be e -learning

Before you decide thate  -learning, or only e -learning, is the best approach,
make sure you and your internal customers have considered all of the methods
available. Ask yourself  (and your internal customers ) these questions:

T What are peopleds attitudes towaHods t hes:
best can you win their Whhreamewegoingtod mi ndsbd
make the biggest connection and achieve our intentions?

T Whatés our budget? How is that best spen;
intentions?

9 Is this simple enough to use a simple piece of communication or
does it need to do more ?

1 How could we combine some of these channels, e.g.

0 Explanation of process /policy changes just to people who it
affects

o Document + assessment

o Document + audio explanation

0 E-learning + assessment

0 Webinar + discussion forum for questions

1 What kind of human support are we going to need to make this
work? What 6s the cost of that?

Ensure youbve considered all of the options
design.

Whet her youbor e-learaing ora gioranmlti e -channel
approach to risk reduction, there are some best practices in design
that you should follow.

These design approaches  should all flow through from the core
intentions that you and your internal customer should be very clear
on by this stage.

We 6 v e u-fearning examples below, but the principles apply to
designing webinars, clearly structured supporting documents, and
suppo rting audio / video components.
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Dondét make the mist ake conipliadce eesleainingg up yo

with slow burn intros or subtle messages. You do not want people

wondering what itds about. There are pl
where a subtle approach wor ks. I tds not
courses .

You owe people an explanation as to why this is worth 20 minutes

of their time. You need to start any compliance e -learning module
with a clear explanation of the context T the why of the module.
The work youb6ve done with your internal

completely clear on your intention should form the basis for your
starting point.

a

You dondét need to do much more than pres

coherent answersto  a boiled -down version of the same questions
you asked your SME:

What 6s the ri sk, and why ar2 we t al
What are we doing about it?

Whoneedsto change what theyodére doing?
What do you need to do differently?

Where can you find out more?

= =4 -8 -8 -9

Your goal should be to get this across in two minutes at an intro

K i

l evel . Don6t try to get anything else ac

fight for the right to be pa rrof t he | earning, which | ea

Much compliance e -learning is mandatory for either whole
organization s or large subsections of it. Every minute they spend in
an e -learning or other training intervention has a cost t o the
business. So being concise is not just good practice, it has a real
cost impact. You can do the maths based on your own internal costs
to quickly see the difference between a 15 minute and a 45 minute
e-learning intervention.

We al |l know this but yet itdéds easy to |
your training.  Often this is because well meaning SMEs want to

make sure you say absolutely everything about the subject because

someone, somewhere, someday may need to know about point X,

and refer people to the source legislation for the avoidance of all

doubt, yadda yadda..

This is where you have to hold true to the intentions you agreed
with your internal customers: what do people really, really need to

Not to be redistributed or copied. Not for resale. !
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know? Is this answering one of the key questions? I f no
belong.

Every screen, every point, every word should have to justify its
existence. If you hired a lawyer that you were paying by the hour to

explain the subject, \‘o®oortide Axspomast t hem t
they wandered i nt o | egal backwaters and specul
themto stop the meterand answeryourquestions . Thatos the s.

dialogue you want to have with your target audience.

Make your timing clear 1 good practice forany e  -learning. Signpost

themenu and every section with a reminder o
to take. If the whole thing is longer than 20 minutes (not including

assessment time), are you sure youbre no
need to? Circle back to your SME/internal customer and see what

could come out, or be treated as supporting or reference material.

l'tdés | ikely that there are three or four
convey about the risk and what to d o about it. Theereds |
that people wild.l hol d o nt osadrfice fecustohan t ha

those points for the sake of adding other less important ones.

Do you know for sure that everyone needs to know all of this? Most

compliance e -learning is sent out to far more people than actually

need it. If your LMS allows you to create learning paths, make sure

youdre not burdening anyone needlessly w
nothing to do with them.

Sometimes you need to create a course that covers broad points for

everyone and specialist points for a minority. Make sure you clearly
label those sections so that no generalist wastes their time on
material thatoés not relevant for them. |

you have to steer clear of.

Make it relevant.  As soon as someone is forced to look at som ething
and can | egitimately say 61l would ne
|l ost credibility and yoSinipleesectioast ed t
headings that are clear about the intended audience for each

section are a must. Youdl !l nereadhtoa mor e s
assessment, but moste  -learning tools will enable you to draw from

banks of different question sets aligned to role.

ver
heir



Compliance insight : Donodt be iboring
what ever that means e

fiCompliance training is boring 0. What does that mean? The contentds not
interesting? Not really. People know that the content is about reducing risk.

That déds interesting if you care about reducing 1
recently: Al am not concerned ableaningmaki ng our
6i nterelsftitnbgpgdy donét do it, they candét do their
enough to get them interested. o It may be an e
point.

The accusation of 6this is boringd is not somet

cavalcade of media, gam es, and the like. That stuff is not for your compliance
e-learning. In fact that can make things worse. It drives up development cost,

drives up learner time (cost). And ,inourview ,i t 6s not very adult. (.
equi val ent Wé kagwnygobk ed otnhdits Ilmedi ci ne. So weobdv
up with some nice bits so itdll slide down easi

see through that and are more likely to be annoyed about it than grateful.

What does boring mean? Usually at least one of the following:

T I'téds too I ong

1 I know it already

T You havendt changed anything since the |
T Ités full of jargon

T I donét need to know this for my job

T I'tdéds just pages of text that | would rat!
T Youdbre maki ng methedwwongotdér,n gast to just take

the test now

These are the accusations that you need to guard against in any compliance e -

|l earning design. When youdre creating and revie
attack against any of these criticisms. If not , change it before you hear about it
from users.

& Kined Compliance
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Of course you need to convey some information about the key

behaviours that people need to adopt. There are a range of

interactive means for doing this and we
here. The key is to do it concisely. Don
att his stage. Again, if youdbdre true to yoc
should be able to do this concisely.

Concentrate on what your learners have to do to be compliant, not

on the background to the legal requirements. Think more in terms
of simple processes , checklists, actions that people can take. These
will be a lot more valuable than interminable legal information that

is not relevant for most people.

The moment you find yourself wading into detailed legislation or
heavy process, you need to stop and r evisit your original intentions.
Nobody takes on this information effectively in a short focused

module. It belongs somewhere else T probably in a specialist
intervention for a limited audience who actually need to know the

law.

Most compliance and legal ~ experts that we work with actually have

no interest in teaching people in depth about the law , because to
interpret the |l aw you need specialist tr
people to take that into their own hands. A little knowledge of the

legislatonco ul d be a very dangerous thing. The¢
understand the nuances of the legislation and present it in plain

terms so that people can follow clear advice. Therebs a differe

between knowing what the law is about, and knowing the law. The
formeris as far as you want to go.

Make sure youbre getting your moneyds wo
learning well clear of detailed legislation. If people want some
assurance that the key points about risk are grounded in statute,

linktoit " j ust donoét ftoleacnandpetesied oa statute

names | ike theyobébre studying for the bar
creating e -learning foralaw school - in which case, knock yourself

out).

Herebdbs an example of a screen from our o
Essentials module that con  veys a legal process without getting
bogged down in the details of the law:

a Kined Compliance
Not to be redistributed or copied. Not for resale. o



& Kined Compliance

kineo.comjshowc: ile. php{78/D: rotection/main. html

; y ekineo
(T | Data Protection Essentials %%M.WLS

The Law

This is an overview of how it works.

Data Protection Act Data protection  Data Data

officer Ueer Sulgject

Personal Data

Data controller
An organisation with full authority to decide how and why personal data is processed (this includes using, storing and deleting the data).

&) Mainmenu &y Back Page 6 of 10 Next g

Read wyww.kineo.com

) Main Flash Page - Mozilla Firefox Q@@

The best way to show how risks can play out and the ¢ onsequences
is through example. Therebds a natu
doing/not doing something exposes a company to a risk, the fallout

and the consequences for  the company and the individual. Stories
following this narrative present and embed in the memory far better

than presentation of facts. Make the best use of that narrative by
creating simple  storylines for your module.

You do not need audio and video for this T keep it simple. Laying

outafewscreens | i ke this can do it. Her eds

example from a module on mandatory vacation policies:

Not to be redistributed or copied. Not for resale.

r al

11



Exit €9

Vacation policy The no-vacation hall of fam

Brought down Barings in 1995 through rogue trades.
On the plus side: hardly ever took any vacation.
Though that didn't really help in his performance review.

Who has time for a vacation, when you're busy losing
Société Générale an alleged €4.9 billion?

As he said himself: "It's one of the elementary rules of
internal control. A trader who doesn't take any days off
is a trader who doesn't want to leave his book to another."

@ Menu @ Resources @ Back 20f9 Next @

For this audience, being a little provocative worked. It might not

work for yours - test out different approaches with target audience

members to get the tone right.

If you can source stories from your organization ,thengreat 71 you

may not want to name and shame but that @akihnghbot t he
the risks from the 6émight happen someday
is about as far as you can go to hitting the point.

I f you donét have e xoaangadtams,it$houtdmotlyeo ur
difficult to constructth  ese stories, either from profiled cases in the
public domain, or through scripting simple narratives to do this.

Narratives in compliance e -learning can take three formats

1. Self contained case studies : a one or two screen exposition
that typically fo  llows the flow of

Context: this person was in this situation

Action: they did / didndét do X
Consequences: impact on the firm, the customer, them

Reflection: What they should have done to reduce the risk

and avoid the consequences

I I

These can work well  for overall context stetting and to emphasis e
key points of risk throughout a module. The screen  shown earlier is
a truncated version of this.

2. Episodic case study : Where a module has a more involved set

of steps, you could  construct a case study that learners return to as

the module progresses. For example, if t
for compliance, you could have case studies in the context of each

process, updating the story with each step in the process.

& Kined Compliance
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3. Expertstory :Gety our SME involved by sharing their stories

and experiences. You could record these and use audio and video -
the cost is nothing like what it once was for either option and it

lends tone and credibility to the experience.

You donét need to have endl eisfscusou mber s o
the key risks that youdre trying to comm
stories are tightly constructed and support your overall intention.

l'tds about doi ng stly.mEredeimeaningui pfattieer e
opportunitie s with short focused scenarios that let people practice

just that.

Scenarios follow the flow of either the self -contained or episodic

case study, but involve decision making
avital t ool in a meaningful assessment, w h

The basic flow of the scenario is:

T Set a goal: Youdre working with a tea
could have some risk

T Give background information: Her ebs v
T use descriptions of the actions of each team member, or
provide real documents and show the workflow

1 Decision point: These could be either advice -based O6What
would you do/what would you advis e this person to do at this
pointdéd or reflective O6éwhastepshadt wr ong
have been t aken uttingthe useaistatiiet 2 6 P
situation and asking them to advise or diagnose is a powerful
means of engaging and embedding the key points about risk
reduction.

1 Play out the consequence: Show what the result of your
advice would be, positive or negative. Could it have led to a
risk becoming a reality? Show what could have happened, in
a safe environment

1 Coaching and feedback: Explain how the mistake could have
been avoided and what a better course of decision making
should have been. Where relevant direct the learner to
supporting information that gives more context.

Scenarios dono6ét have to be medihay dri ven
just need to be based on plausible situations and well constructed

to make the decision  points sufficiently challenging. All the effort is

in the scripting.
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In the example below a learner is taken through a short scenario
and then presented with decision points.

®

Health Safety & Environment Induction Course - Emergencies at work vodafone

A S

‘ TIt's 9am on 4 Tuesday morning in the office.
Ypuire feeling) gpod and ready) to face the world.

Well you will be after youve had a cup of coffee...) Q

Click the Next button to continue.

®

Health Safety & Environment Induction Course - Emergencies at work vodafone

An unpleasant surprise
You've decided to get yourself a cup of coffee, but on entering the kitchen you're met with an unpleasant
surprise.

One of the electrical sockets is pouring with smoke, and just as you are deciding how to react, it catches
fire.

What do you do first? Click one of the options helow.

‘lv 1 Run away screaming "Fire! Evacuate the
NS ~ building!"

B Fire Action

”*‘ | Reach for the fire extinguisher and attempt
IS / to put out the fire

[ ‘ ) Continue to get your cup of coffee ‘
"4

[ ‘ 1 Raise the alarm i)y activating the nearest
~ break glass fire alarm and exit the building
S mmediaiely

& Kined Compliance
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Hereds a scenario example fmodule our Dat a

Creating scenarios that challenge users and require application and

demonstration of knowledge are good practice in any design T and

increasingly, theyore what regulators ar
not just looking at test results and comp |l etion stats, they©or
at the quality of the | earning intervent
chall enging, then your tick box isndét go

Make sure the e -learning stands up to scrutiny, and push your SMEs
hard to help create  plausible , challenging scenarios and questions.

The most important aspect of any compliance e -learning is proving

that people actually know what to do now
of compliance development that gets left to the end, compiled in

the final days after the course has been developed.

Her eb6s a different approach: Write the te
on what it is that people actually need to do. The content should be

structured to ensure that people are able to prove they can

demonstrate competence through hehe test.
end, for you or the learner. The test should come first, or at least

be an option to take first, if a learner thinks they can prove

performance right away.

Treating people as adults means making the assessment adult. That

means it candt brecalhobfacts that will flake away
from short term memory within minutes. It must involve putting
those facts into practice. The same appr

a Kined Compliance
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