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Learning
Measurement

 Leading vs. lagging indicators

« Using data that is already
measured



The Alignment Challenge

| Investments A Miracle Occurs Strategic
in People Goals



A New Framework for Measurement

Alignment
Phase

Align with
Business Goals

Continuum of Measurement

Alignment & Design

Alignment

Enhanced by Beresford & Pease

Level 2

Level 1

Learning

Engagement Phase

Phase

Utilization
Reaction

Learning Gain

Launch & Deployment

Eff

Level 3

Transfer
Phase

Behavior Change

Levels 4 & 5

Outcomes
Phase

Business Results

& ROI

Level 6

Impact
Phase

Isolation,
Optimization, &
Prediction

Time to Impact




The Measurement Map™ Sales Training

Strategic

Investments <- Leading Indicators

in People Goals
) # of Customer
Selling Success Contacts
Performance
Objectives Appointments
. o (# and %)
rospect for Closing Ratio
customers.
. Product
* Identify c(;;storr;er Presentations
wants and needs. (*# and %) Increased
* Present and Market Share
demonstrate the Proposals & Profitability
product. Presented
(# and %)
* Manage
customer # of Referred
expectations. Customers
: Customer
* Negotiate and Satisfaction
close the deal. Index # of Repeat

Customers

Source: Developing Human Capital, Bonnie Beresford (2014) 7




Robotic Process
Automation (RPA)

RPA refers to the automation of
high-volume and mundane
processes through the
implementation of software robots.
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These software robots mimic a
human worker, logging into
applications, entering data,
calculating and completing tasks,
and logging out.
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Learning & Development RPA Opportunities

ADMINISTRATION € RePORTING e moimme
* Rostering » Track financial project » Form processing
- Class creation and progress - ID generation
registration + Capture progress - Training system access
¢ Curriculum enrollments * Enter project - Employee progress
* Notifications  Enter costs through
- Improve service levels period

« Training invitations, * Publish progress

evaluations, and
certifications
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INNOVATION

S/w
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5-Step Innovation Process

To harness new, disruptive technologies and innovations

Q

&

o

DISCOVERY

Look at the business,
organization, and
industry for ideas,

inspirations,
technologies, pain
points, and trends.

A

O

REFINEMENT

Link the idea,
inspiration, pain point,
or trend to a business
need and hypothesize

the impact, followed
by prioritizing efforts.

A0\

EXPERIMENT

Design an approach
to experiment,
test, and learn.

REFLECT & SHARE

Reflect on what was
learned, questions
answered, and potential
applications, and
share across the
organization.

INTEGRATE

Progress viable
innovations from
concept to relevant
business practices.
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A chatbot is a service,
powered by rules and
sometimes artificial
intelligence, that you
interact with via a chat
interface.

Messaging Apps Have Surpassed Social Networks
Monthly active users for top 4 social networks and messaging apps

=Big 4 Messaging Apps
=Big 4 Social Networking Apps

{Source: Companies, Bl Intelligence
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Chatbots

There are two types of chatbots: rules based and machine learning.

Chatbot that functions based on rules:

 This bot is very limited. It can only respond to very specific commands. If you say the
wrong thing, it doesn’t know what you mean.

 This bot is only as smart as it is programmed to be.

Chatbot that functions using machine learning:

 This bot uses artificial intelligence. You don't have to be ridiculously specific when you
are talking to it. It understands language, not just commands.

» This bot continuously gets smarter, as it learns from conversations it has with people.
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https://chatbotsmagazine.com/which-is-best-for-you-rule-based-bots-or-ai-bots-298b9106c81d
https://chatbotsmagazine.com/machine-learning-neural-networks-and-algorithms-5c0711eb8f9a

&

GP Bot

Hey there! | am GP Chatbot.

| am here to help you with your queries.

Let's get started...

| can't login Give access
Open mailbox Send credentials
Access issues Get Information

Error Message Others

Helpdesk Bot

Performs helpdesk activities by allowing
users to ask by interacting with the bot

Chatbots

i

Customer Bot

Hi, I'm Charlie.

Welcome to the quick induction
program.

What should | call you?

== | Type a message 4

Onboarding Bot

Provides salespeople with guidance on
the company and the products present

Virtual Learning Coach

Hi There!
Let me introduce myself...

I'm your V.L.C.

What's that?ll

Virtual Coach

Acts as a personal coach by collecting
preferences, sharing information,
sending reminders, and generating
analytics

13



POLL

Are you planning on using RPA
and/or chatbots?

1. Currently using
2. Plan on using/developing in 2019

3. Not planning on using/developing




Learner
Experience

* Learners are demanding
more engaging courses.

 Learner experience design
(LXD) has become, and will
continue to be, an
important element of
every course.



Human-Centered Design

CENTERED
DESIGN

>




MOOCs

WEEK ONE: Virtual Kick-Off Assignments Program Schedule

YOUR ACTIVE ASSIGNMENTS Week 1. Pre-activities

. Set up your profile. Week 2: Launch Event
Send one posting about Week 3: MODULE 1
yourself and one strength. Manage Yourself
Make a connection with two Week 6: MODULE 2
other people in your cohort. Work With Others

. Watch the X-model video. Week 10: MODULE 3
Be Future R

Week 12: Celebration
. LY \',

Transforming Performance ( m (o0)-

Management R=K

VIEW CONTENT MY ASSIGNMENTS VIEW CONTENT

4

Leaderboard Technical Support
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UNIVERSITY

TRANSFORMYOUR FUTURE

an.\

Welcome >> Checklist >> Your Role > lhe Branch >

[l You[ | Peers
Welcome to your Learning Journey! Social Statistics

Your Progress

Introduction Competence Growth Expert

Your Social Index
Forum answers posted

Likes for answers

Community Activity

Video plays 1,023
Resources accessed: 1,873
Forum questions. 343

Forum answers 607

31




Role Performance Outcomes

How does your learning journey align with the performance outcomes for your role?

Click on each outcome in the diagram to see how you will build your skills at each stage of the journey.

Weeks 1 and 2 Weeks 3 and 4 Month 2- 18 Month 18 -Year 3 1/2
New to Role (Introduction) New to Role (Competency) Growth in Role Expertise in Role
Protect the Bank

Deliver Service Excellence

Support the Branch

19




NEW MANAGER LEARNING PATH

n
n
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Managing Leading ) )
o Virtually VILT Change VILT aﬂ$?2CA23¢SN)eMorklng
3 (2 hours) (2 hours)
]
2 NEW MANAGER
2 PROGRAM
L (Leadership, Delegation,
o Coaching/Feedback, ; ;
= Handling Resistance, Cpachmg CQachmg
Engagement) Circles C|rc|e§
(2 days) (45 minutes) (45 minutes)
. Cr?ate-a P i j i i i i i i « Explore stretch assignments
objectives and « Identify projects aligned with « Engagein a complex, challenging, and/or cross-functional project B 9
development plan development plan * Apply skills you have learned in your daily work for you and for members of

your team

Experiential / Social
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https://www.cebglobal.com/member/manager-excellence-resource-center/home.html?uniquelinkclick=true&referrerlinktext=Manager%20and%20Employee%20Development%20Toolbox&referrerTitle=Resources%20by%20Role&referrerContentType=indexpage&referrerURL=http://www.cebglobal.com/content/learning-development/us/en/member/development.html&utm_source=LDR&referrerComponentName=Featured%20Box
https://mylife.bms.com/SiteCollectionDocuments/Employee_Engagement_Toolkit.pdf
http://insite.bms.com/HR/diversity/Resources%20for%20Inclusion%20Dialgoue%20Managing%20Inclusio/BMS_60-Min_InclusionDialogues_PowerPoint_rev.pptx
https://sites.bms.com/teams/OrgEffective/BMS%20Documents/Team%20Effectiveness/Toolkit/Winning%20Teams%20at%20BMS.pdf
https://sites.bms.com/teams/OrgEffective/BMS%20Documents/Change%20Management/Change@BMS%20for%20People%20Leaders/Change@BMS_PeopleLeader.pdf
https://bms.plateau.com/learning/user/common/viewItemDetails.do?componentTypeID=COURSE&goalid=&componentID=5180A-HR-INC-MMNT-MNG_INCL&revisionDate=1465908480000&currencyCode=
https://mylife.bms.com/SiteCollectionDocuments/Learn_Dev/LD-Powerful-Conversations-Learning.pdf
https://mylife.bms.com/SiteCollectionDocuments/Learn_Dev/LD-Powerful-Conversations-Learning.pdf
https://www.lynda.com/learning-paths/Business/become-a-manager
https://www.lynda.com/learning-paths/Business/become-a-manager
https://www.lynda.com/learning-paths/Business/managing-performance

Learner
Personalization

 Today all of our interactions
with websites involve a
degree of personalization.

* A personalized learner
experience should provide
the training content that a
specific learner needs.

21



POLL

How important is
learner personalization
in your organization?

1. Must have
2. Nice to have

3. Do not need




Personalization

31338088

B

Welcome to the Antitrust and Fair Competition course. Answer the questions below to get a
personalized learning path through the course that's based on what you need to know.

2

Do you work in the Legal
Department?



Personalization

133
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Chatbot: Virtual Training Assistant

| Training

From fundamentals to deep dives, our extensive training program offers thousands of online

Hi, I'm Aaron
Learn. Solve. Inni

Welcome to the Texas Instruments
Talent Lab.

training courses to help you design with Tl products, tools, software, and applications

Browse training by:

o [ X

Products Tools &
designs software

Applications &

Tl Webinar Series

t

DEPLOYMENT METHOD

» Web and mobile
* Accessed using:

* Mobile app
e Browser URL
e SMS services

re

Live training

Michelle,
New Employee

Learner Journey

What should | call you?

Training and videos you might bé

Provide feedback on
the training session

Register for an upcoming
training session

Receive “Talent Lab”
access from HR

Explore recommended Receive training Receive notification on
training topics based remainder through upcoming sessions to

on their profile SMs register
» Days

1 2 3 4 5 6 7

PURPOSE

To inform, engage, and provide
feedback on employee skills

SCOPE/BENEFITS

After induction, employees gain access to
the talent lab and are introduced to the
"GP Bot"” that recommends training
sessions based on employee profiles.
Enroll in training, collect feedback on
training sessions, and report to trainer.

The GP Bot will enroll learners, send
reminders, track learners’ experience,
collect training feedback, generate
analytics, and send recommendations.

BUSINESS PROBLEMS BEING SOLVED

Learner engagement
Automated training

Skills improvement
Personalized
On-demand information




Wrap-Up From the World Economic Forum
The Future of Jobs Report 2018

It is critical that businesses take an active role in supporting their existing workforces
through reskilling and upskilling and that individuals take a proactive approach to their
own lifelong learning.

By 2022, no less than 54% of all employees will require significant re- and upskilling.

Skills continuing to grow in prominence by 2022 include analytical thinking and
innovation as well as active learning and learning strategies.

Proficiency in new technologies is only one part of the 2022 skills equation; however, as
"human” skills such as creativity, originality and initiative, critical thinking, persuasion, and
negotiation will likewise retain or increase their value, as will attention to detail, resilience,
flexibility, and complex problem-solving.
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We're at our best when helping our clients achieve their best.

.GP

STRATEGIES® Making a meaningful impact on the world together.

gpstrategies.com

Don Duquette

Executive Vice President

LinkedIn:
Twitter: @dduquette

We're social, chat with us!

u @gpcorp n gpstrategies n blog.gpstrategies.com m,,gp—strategies—corporation Ynu GPStrategiesCorp E info@gpstrategies.com
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