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New web 20tools andtechnologies offer aexciting
rangeof possibilitiesor the learning professionAl

XBut how do they enable you &xtuallydeal with the day to day challenges of running a learning ar
development function? Thighitepaper considers takes a fresh look at those challenges, both throu
researchand in practice and identifies thieatures and capabilities yowill need toeffectivelymeet
those challenges in our increasingiformaland challenging business environment.

1. Introduction

During the last five years, many organisations have see
a marked change in their working processes and
subsequent learning challengeSome of this change at
least must beattributed to technological innovation®But
these innovations are many and diverse. leltively
easy to find descriptions of them and how theygint
enhance business operations and, in particular learning
programmes.

But the emergence of new technology brings its own
challenges and questionVill this technologyactually
help me address migusineschallenges®an |
conglomeratethese technabgies into a usable system to
addreal businesssalue?This is especially teuof systems
aimed atlearning professionals. The emergence of new
management information systems and web 2.0
technologieshas thrown up a bewildering array of new
options.

This paper addresséese challengeand requirements.
Firstly we will seek to &htify the key learning challenges
faced by learning professionals today. Secondly we will
look at how some of those challenges are being faced il
real life situation. Finally, as a conclusiame willlook at
the critical functionality thatmaybe leveaged from he
new technology to create W o Sa G LINI OG A O
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2 Meeting Learning Challeges

21 LRSyYyGAFeAy3 (G2RIF&Qa f¢
There is no question thahe currenthot conference
topic todayisinformal learning. It has easily passed
rapid

I dzi K2 NA y 3 | &f the’da§¥isit Sny iéarning
orientated event and you will find yourself practically
kneedeep inpeople explainingbout the amazing array
of toys and tools there are tblog, wiki, twitter or
generally tell people yodife story.

This fascinationvith thesetools however is not
entirelyreflected by the real world challenges fadey
learningprofessionalsThey areof course far too
complex to be resolvedimply by the introduction o&
few new routes to learningindeed,they bring their

own problems. Organisations abecoming increasingly
O2yalAzdza 2F WAYT2NNI GA2
from industry analysts, Bersin & Associates found tha
68% of knowledge workers now feel their biggest
learning problem is alverwhelming volume of
AYTF2NNIEGA2YyQd 5ANBOG2NE
G2 I NBLER2NI FTNBY .FaSE A
work is wasted by people multasking between email,
Google, and various other forms afy ¥ 2 N’ I £ 1

2.2 Learning challenges surveyed

In the UK the Learning & Skills Groupconjunction
with e2train, conducted a surveyf these challenges
more than 100 learning professionaome of the key



findingsO2 Yy OSNYy SR GKS ljdzSai.
ary3dtsS OKIftSyasS ¥ OAy13
28% of respondents found that linking learning clos
to organisation needs as the greatest test (see
figure 1).

Whatis the greatest single learning challenge facing your organisation at present?

Figure 1

When the survey asked the same question, but fron
a personal angle, the results were similar, possibly
reflecting the complexity of, and frustration with this
issue (see figure 2Note that, although absent from
the organisational challenges, social learning and u
of web 2.0 tools is seen as a significant issue.

Jobsecurity for
me/othersin the L&D

Team " .
Mobile leamning

a%

Figue 2

This maysuggest that, while organisations as entitie:
are not aware of the opportunities presented by
thesetechnologies, learning professionals are far

more attuned to the possibilities and feel presstioe
not be found wanting when the time for
implementation comes.

If you could, would you provide more comprehensive or
more frequent reports to the board?

Figure 3

But despite the size of the challenge of aligning
learning to business objectivathereis not
necessarihany relu¢anceto share their data with
others. A significant 45%f learning professionals
said they would be keen to share more or more
frequent information with the boargwere they to
have themeans oropportunity.

Another key challengilentified the issues of
working closelwith different departmentsn the
organisation. This was evident at several different
levels. Learning professionals found difficulty gettin
the original buy in for the leaing programmes and
coordinating learning across different departments.
Thiscame througtboth at a personal and
organisational levelThe proliferation of issues cited
FNRBdzyR GKS tSFENyAy3a dSt
to the success of other departmemnis significant.

The greatest single mitigating factor drese working
issues has been the adoption of performance
managementolutions.More specificallyby learning
professionalsntegrating performaice management
systemsand techniqueswith their training

operations Some analysts see this as the single mo
critical issugoday. Jay Crossdhief Learning Officer
Magazine, February 20D%or instance asserts that
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his wish would be té!.close the training
department.. shifting our focus from traiimg to
performance...changing my title from VP of training
to VP of core capabilities. My assistants will becom
the director of sales readiness and the director of
competitive advantage, respectively. The measure
our contributions will be results, ndtaining
measures.(He concludes by stating th&.scope of
GKS [95 2FFAOSNRAE 220 A
neither prosper, nor even survive, if they fail to take
responsibility for the overall learning process in the
organisation®

Equally ineresting is theabsenceof some issueas
keylearningchallenges. Little mention, for instance,
is made of developing-learning content (or any
learning content for that matter). Ty, despitethe
fact thatthis topichas beerl  LINB @i2id2a f
conference issue until recentlin their place areew
challenges centred omteractions with the
organisation, andhow to leverage new web 2.0
technologiesThis could constitute evidence thtte

f SENYAY3 LINRPFSaaAgiyomthea
assimilation andlelivery of training. Insteadt is

how we managedeploy and recor@ccess tamur
learningthat maytaketo the fore.

2.3 Tweets thought leadersviews on a
f SFNYAyYy3 RBaléhgsl YSy i

e2rainNB OSy Gt & a1 SR az2vys$
leaders and magazine editors to provide us with the
GASsa 2y G2RIFIeé&Qa fSINYyA
the day, they were each restricted to a 140 charact
WigSSGiQ G2 O2ThexdmmeritK 2 & S
opposite weregenerously provided:

Again the prevailing view ithat the real chalenge is
integratinglearningwith organisationabbjectives
and developingt asa mainstream business ral@wo
analysts refer to the issue of fmal and (by
implication)informal learning challenge®thersare
interested in the issuesusrounding the integration
of erployee performance, skills gaps a8 S { G A
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2.4 Dealing with the dichotomy

At a recent presentatiorindustry analyst and
consultant David Wilsorsummarised byotingthat a
dichotomyexists today in th®pportunities available
to develop our learning system®n the one hand, we
are keen to leverage all the benefits of the new web
2.0 applicationso enoourage learning within our
organisations. On the other hand, we are becoming
increasingly aware of the need to drive data back int
the corporate board roomsThis is essential to
contribute to the broadercompany metricand
therefore success

It isevident that this dchotomy is grounded in
technology itself. On the one hand we are all well
versed in the growth of informal learning solutions
and all the applications availabl®n the other, we
have seen a massive rise in implementations of
managemeninformation systemsNIIS andERP
system Thisis indicative of the demand kgenior
company executives to drive their businesses forwai
using clearly defined metrics. These systems have
been largely responsible for an increased faitid
dependency on these metrics. This has in turn led tc
an increasing demanflom learning professionals to
demonstrate their achievements

Irritatingly though, informal learning does not lend
itself to easy measurement. Course completion can
longerprovide supporting evidence. Instead, we mac
need to turn to other measures such as performance
measurement if we are to leverage boibrmal and
informal opportunities.



In my opinion the greatest learning challenge facing L&D professionals today is:

Laura OvertorBreaking down wallg between learning & business, traditional learnir]
and techndogy enabled, formal & informatrainer & eL specialistg Managing
Director, Towards Maturity

David WilsonBeing hardwired to impacting the performance of the business and
therefore a priority for investment.t Managing Director, Elearnity

Debbie CarteHow to have the confidence drbusiness acumen to have those
'difficult’ conversations with managers in their organisatiog€ditor, Training Journal

5

N
~

Marc Rosenberd earning professionals must shift their focus from training to
workplace learning or risk irrelevance as frontlinamagers do it themselvesAuthor
and elearning expert

Charles Jenningé&/e need to move from the current focus on creating content and
formal learning towards a focus on creating experiences, interactions and self
managed learning; Director, DuntroorAssociates

Dr. Peter HoneyGet people to appreciatthat learning their only sustainable
competitive advantage, is a learnable skill aftective learning is the answer every
time! ¢ Author and learning guru

bl

Fiona LetenyTo pick their way through thmaze of learning technologies while
assuring senior management they can add value with decreasing bugllyeteaging
Director, Feenix-eearning

Verity GoughRetain and pass on the skills and knowledge of the older generation
before they disappear and weealeft with a bigger skills gap than we already hage.
Editor, TrainingZone

Clive Shepherdhe biggest challenge is to keep the show on the road in harsh
economic conditions. This also provides the biggest opportuqifyastrack Consulting

Donald H TayloBeing relevant. A schedule of training is not enough. What is? Get
into the business and find out.Chairman, Learning and Skills Group

Karyn Romeidncreasing relevance. Movimmgyit from the annex into the main house.
Aligning learninggdad ¢A G K GKS 2NHIFYyAA&lFI A2y Qa o
¢ Learning Anorak

Nigel PaineTwo HUGE ones: leveraging technology to save costs but not decline
standards and doing less directly but facilitating madrearning Consultant
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3. Case Study: How O2 met its internal
learning challenges

02 is one of the leading providers of mobile services to
consumers and businesses in the UK. Its internal learni
and development teanplaces a seableemphasis on
identifying and anticipating companyide requirements
for various skills and competencies. Equal emphasis is
placed on workig with the learnerso make sure they get
alearning programme that suits and maximises their
potential.

3.1 Working with departments

Charlotte Drake is responsible for the imal training
operations. Explagy KI Nt 2 G4SY W¢KS |
just about witing contentto meet learning needs. Insteac
we concentrate orworking with directorates (or company
departments) toidentify and managé¢alent sothe right
skills arebrought to the fore And then being able to
demonstrate the success of thattivity.Q

¢2 GKIFG SYyRXZ huQa tSIFNYyAY
recruitedt G SIY 2F WBN&EDA WIIK LU
supportA Y RA @A Rdzl £ RA NBh@iir@edXol !
identify business needs and fedltem into the knowledge
FNI YS62N] & rebdminéndaBadds |- GiSlad 4
drive the activities of the learning and development
consultants.This in turn shapeand structuresthe

courses for the Learning Zofhe O2learning portal) to
effectively develop that talent. Confirsd K I NX 2 G @
Lz GAy3a GKS S5ANBOG2NI GSac
our activity, wecan create programmes matched to the
organisational business needs. That puts us in the best
L2aAdAz2y G2 RSY2yadNrdsS o

3.2 Engaging learners in blended programmes

Another challenge surroundmderstandinghe way
employees learn. One of the accusations often levelled
e-learning as a solution is that it really only suits the
theorists(someone interested in theories and enjoys
reading about these ideasyhe claim is that it does not
suit the Wctivist€lsomeone who enjoys new experiences
travelling etc)In creating a blended learning programme
the challenge isherefore engaging lhe activists.

etra
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In dealing with this, Charlotte strongly beliewbs key
is to engage théearners on as many levels as possib
/| 2YGAYydzSR / KF NX 203G Shat, a2 !
when our learners visit th&#/[ S Ny Ay 3 %2
material precisely relevart 2 G KSY®d 2 SQ
about podcasts, articles and other material tailored tt
their departmental, group or individual needs, in
addition to their formal learning. Engaging the activis
really is about making the learning environment an
exciting (and thezfore desirable) place to visit.

The O earning Zone seeks to do just that. Present
the system is personalised tach directorate
(marketing HRtechnology etc) and then matched witl
relevant formal and informal leaing. But such is the
valueattached, they are now in the process of
developing the Learning Zone even further. Explaine
/ KFENI2GGSY G2S INB y2¢
to a new version of the Learning Zone with even mol
communications tools, personalised home and
learningpagesd& |y WYWafyeli gg O2 dz
system for so learners can understand what the coul
offers in familiar termsOur objective is to make this
system inceasingly dynamic to encourage learners tc
want to engage with the systein®

3.3 Companywide metrics

But pehaps the most significant challenge for the
team remains the management reporting. Conclsde
I KFENI2G3dGSY a2S8 KIF@S G2
right metrics at the right time back to the top
individuals. Of course we have to demonstrate ROI
but these mdrics are about much more just
RSY2yadNIGAy3 G§KS RANBOI
management has to know that it has access the righ
talents to place in the right positions. We need to be
certain that we are not only readypr the next
business challage this is fundamental to keep a
business ahead of the game. The real life solution to
that is to integrate learning and development data, vi
a management information system, with other real lif
departmental business metrics to create a broader
LA OGdzNBE 2F GKS 0O2YLI} ye Q:



The learner facing home page must be dynamic and active, rewarding visitors with new, interesting

NEf SO yd REGE SI OK

iA¥8

i 2 8 talfifightoie y TH1 Ay 3 Al

Your learning technology mube capable of managing your foanANDinformal learning tools to
reduce time spent by learners muttisking between applications

Your system must enable learners to communicate new ideas and thoughts to eacly atiekr
contribute their own learning evidence and information

Your system must be able tefineandrecordpersonalskills and competencieset training
interventions against them, and measure the results.

Your system should repoirt depth, not just on training and performance data, but also against other
keycompany metrics such as sales and health & safety records.

4. ¢2Y2NNR g Qa
system: five must haves

£t S NYAY

The lessons from the 02 case study are interesting
Firstly they are ractlyconsistent with the challenges
cited in our earlier polls and theoutlined by our
learning thought leadersloday, most[ a { Qa |
+ [ 9adifor that matter many training

RS LI NI Y S yépard judpe@rdiled dbility to
deliver elearning to individualsnd groupsBut that
capability alone wouwl in no way meethese
challengesinstead, if they are to be of real
organisational valug2 Y2 NN2 ¢ Q &nush & & {
provide learning managers with a service that reflec
the real changes in their roleand meet the
demands of senior executives in the organisation.
Theefore based upon this it can be reasonably
argued that, for a learning and performance
technology system to add real valgeand meet the
new learning challenges inherent in that missipn
GKSNE NS FAGS ONRGAOI
absolutes (see summgatableabove.

4.1 Learner home page

The learner facing home page must be dynamic an
active, rewarding visitors with new, interesting and

NEft S@Fyd RIEGE SHFOK GAYS
32 G2 Q tamioghorey 2 G I

+AAAGAY3 |y 2NBFYyAal GA2
system can be a pretty unipsing pastime for the

learner which is kind of odd really given the other
lengthswe goto inspire themLearning professionals
speak at length of the need to malearning exciting
and compelling; but then serve it up orthe
computing equivalent of a limp bed of lettuce. Most
learning menus in a LMS are simply a list of course:
Little is done however to make those learners want
go to their LMS and discover wih@sources are
F@FAfFotS (2 KSfredeaicKSY
though discussions with those learners, has reveale
a real gap in the thinking of most providers and
comorations. In short, the LMS must compete for
attention with many other worldemands and
computing opportunities available to the learner. To
do that successfully, we should learn the lessons of
our website designers (of which much is written) an
YI 1S 2dzNJ [ gbpth BY andour@ding r8dxx
visits and then increasing the lgth of stay by the
learners. Some of the most common suggestions fc
doing this are as follows:

- Make the hane page as dynamic as possible;
parts & least must be easily updatable

- Communicate the changes: either by email or
RSS feed

- Make the content as relant as possible

- Change the content often

This is the first step towardsengagingwith the

active learner rather than justthe theorist that e-
learning traditionally captures.

el
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4.2 Managing allearning

Your learning technology must be capable
of managingyour formal AND informal
learning tools to reduce time spent by
learners multitasking between applications.

al ye& 2 TemplayRahav€atcess

to informal learning, chat groupblogs,

wikis andhugeamountsof information

online. Now, whensomeone needs to

af SI Ny ¢ aavusSdorsklefe ¢ S

ways theseskills may be gainedthey can

go to a classake an online coursdégok up

support information on theveb, they can

read a book, othey can findsomeone who

knows what to do and get helpThe question arises
therefore; how do we manage this array of opportunities
Industry analysBersinarguesis that it is up to the
learningLINR FS&aaAz2yl tas (2 aF2
learning ewironment He suggests investment should be
aligred towardstalent management and the needs to
build deep levels of skill.

The natureof many informal learning applicatisriwvikis,
twitter etc) isthe constant update and new information
on offer. It is this that makes them compellinghe
challenge foltlearning professionals is tapture this
capability within their systeno provide informal learning
opportunitiesand add dynamic content to an otherwise
flat world. By marmaging and formaliag access to thse
applicationstheir benefitsrealizedas part of a broader
blended learning course. Fortunately, technology is at
hand to make ths procesa relativey easy. Mosinformal
learning apflications can be squeezeatd Google
gadgets oweb parts Byincluding this technology within
your learning syster{see Figure 4)access can be
encouraged and managed a degree that they can form
a useful part of a formal learning programme.

4.3 Communications tool
Your system must enable learners to communicate new

ideas and thoughts to each otheiand contribute their
learning evidence and information.
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Figure 4

Usercreated content has been a lynchpin of téeb
2.0 learning environment. Tétakes more than one
form. In defining it we should include and consider
blogs formal learning contentessaysand mnulti site
conglomerated contentAll have their place as
learning tools. As such they should be capable of
becoming part of the learning process. Learning
systems should address these by offering course
relevant forums, chat rooms, blogs. Users should be
enabled to upload their own content to the system
Sharing this data as part of formalised courses
enhances the communications process.

4.4 Performance & Skills management

Your system must be able to define and record
personal skills and competencies, set traigi
interventions against them, and measure the results

Whilst the benefits of newinformal learning
opportunities are obvious, these new opportunities
also bringwith them other issueg notably how do
we record theselearning activities? Ntonger is it
enough to simplyecord whth courses were
attended and completed (if it ever was!). Salvation
insteadcanlie in the more useful measurement of
competencies and improvement of personal skill
levels.More thanever therefore it is important that



