A Recent Example of CLC Learning and Development Insight on
Learning Transfer and Application
Methodology

= Probing interviews with more than 100 L&D leaders around the

. . world, surfacing critical challenges and yielding in-depth proven
Refocusmg L&D on Business solutions from leading companies

Results: B"dg"_‘g the Gap = Survey of more than 10,000 learners and their managers for more
Between Learning and than 200 learning programs at 47 organizations

Performance

- Learners provided information on their experience with the
program and application of its content to their work

- Managers provided information on learners’ skill and performance
improvement

- Quantitative modeling applied to identify the critical drivers
of training impact

The Question Our Members Were Asking Selected Best Practices Uncovered

How can we improve the impact of

N
our training investments and bridge \/4 BD Be"
the gap between learning and
performance? CommonwealthBark < p $ THOMSON REUTERS
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The Challenging Insight

CLC Learning and Development Insight

Distribution of Improvement in Learner Performance, by Program
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3 Top 20% The best programs outperform
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The Challenging Insight (Continued)

CLC Learning and Development Insight

Learner Satisfaction Does Not Drive Program Impact
Learner Satisfaction with L&D Programs Impact of Learner Satisfaction on
Improvement in Learner Performance’

Level 1 Satisfaction Measure Percentage of
Learners Who

Agree or Strongly
Agree 100 101

Overall, | was satisfied with the person

) 79
who delivered the program.
Overall, | enjoyed participating in this 77
program.

_ Very Low Very High
The material of the program was 76 Learner Learner
logically organized. Satisfaction Satisfaction
The facilities and equipment were 75

favorable to learning.

Participant materials (handouts,
workbooks, etc.) were useful during 73
the program.

Program Type and Structure Do Not Drive Program Impact
Impact of L&D Program Type and Structure on Improvement in Learner Performance

Employee Population Delivery Channel Program Length

1 For the purpose of illustration, improvements in learner performance were indexed to a scale on which 100 points indicates the improvements in learner
performance of learners who had very low satisfaction with their programs.
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What the Best Companies Are Doing

CLC Learning and Development Insight

Learning + Application = Performance
Additional Impact from Achieving High Learning Application (Indexed’)

Programs with the highest application rates
achieve far greater improvements in learner
performance than average programs.

151%

Average Percentage of
Improvement in Learner Performance

Bottom 20% of Programs Middle 20% of Programs Top 20% of Programs
(Average Application = 35%) (Average Application = 53%) (Average Application = 69%)

Percentage of Learning Application

T For the purposes of illustration, improvements in learner performance were indexed to a scale where 100 points indicates
the improvements in learner performance of programs with the bottom 20% of application rates across programs.
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How the Best Companies Succeed
CLC Learning and Development Insight

The Most Powerful Drivers of Learner Performance Improvement Through Application

I. Improve Needs Analysis 1. Build Learner Motivation Ill. Enable Manager Support
Impact of Needs Analysis Activities Impact of Value Demonstration Impact of Application Support
on Improvement in Learner Activities on Learner Motivation Activities on Improvement in
Performance’ to Apply? Learner Performance’
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Integrate Application into Boost Application by Driving Engage Managers to
Solution Design Motivation to Apply Accelerate Application
Capability
1 Each bar represents a statistical estimate of the maximum impact each driver can have on improvements in learner
performance. The maximum impact is calculated by measuring the predicted difference in improvements in learner
performance between the lowest and highest value of each driver. The impact of each driver is modeled separately.
2 Each bar represents a statistical estimate of the maximum impact each driver can have on learner motivation to apply.
The maximum impact is calculated by measuring the predicted difference in learner motivation to apply between the
lowest and highest value of each driver. The impact of each driver is modeled separately.
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THOMSON REUTERS

Best Practice
CLC Learning and Development Insight

Identifying the Root Causes of Performance Issues

Knowledge-Skill-Motivation-Environment Matrix
(Part of Nigel Harrison’s Performance Consulting Structure)

Steps of Sticky Note Root-Cause
Visualization Exercise

1. With the help of L&D, business
partners answer two questions:

® \What is the target employee
audience doing now?

= \What do you want the target
employee audience to do?

2. Both groups identify the root
causes of the gap between the
current and desired state using
the four-quadrant matrix.

Source: Performance Consulting UK.

1
1
1
a

o T T e e e

Knowledge

® |s the gap between the

current and desired
state due to a lack of
knowledge?

Is it lack of knowledge
of the target employee
audience or of other
individuals as well?

Motivation
Is the gap between the
current and desired state
due to lack of motivation?
Is it lack of motivation of
the target audience or of
other individuals as well?
What type of motivation
barriers are causing this
gap? Is it financial,
lack of reinforcement,
etc.?

Skill

= |s the gap between the

current and desired state
due to a lack of skill?

Is it a lack of skill of the
target employee audience
or of other individuals

as well?

Environment
Is the gap between the
current and desired state
due to an environmental
barrier?
What type of
environmental barriers
are causing this gap? Is
it insufficient resources,
cumbersome/outdated
processes and systems,
etc.?
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Best Practice (Continued)
CLC Learning and Development Insight

Knowledge

Motivation

© 2011 The Corporate Executive Board Company. All Rights Reserved.
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Source: Performance Consulting UK.

Building Ownership for Application Barriers
Case in Point: Application of the Exercise to the Issue of Poor Call Rep Customer Service

Question Addressed: Why is call rep customer service quality low?

L&D Responsibility

—— L&D/Line Responsibility —— ——— Line Responsibility ——

THOMSON REUTERS

1. Root causes related to
knowledge and skill are typically
owned and addressed by L&D:

® Ensure the content of L&D
solutions addresses root causes
of performance gaps.

® Provide L&D solutions to other
learner audiences if needed.

2. Root causes related to the work
environment and some motivation
issues are owned and addressed
by line partners:

® Remove those barriers to
performance improvement and
learning solution application that
are beyond L&D’s control—e.g.,
improve infrastructure, change
incentive structures.

www.ldr.executiveboard.com
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From Insight to Action

Improve the Impact of Training on Employee Performance

Step I: Build the
Business Case

Step Il Integrate
Application
into Program Design

Step lll: Equip Learners
and Managers for

Application

Step IV: Evaluate
Program Impact

Demonstrate to the line
and the L&D team the
importance of focusing
on application.

Products and Services

\? Business Case for
4 Improving Learning
Transfer and Application

Y Cost-Benefit Analysis
Ve Tool for Improving

Learning Application

Surface barriers

to application and
build solutions into
program design.

Products and Services

(\/’ Workflow-Oriented

Development Approach
to Solution Design

% Action Toolkit: Identifying
Ve and Removing Barriers
to Application

Provide learners and
managers with tools and
information to enable
application of learning.

Products and Services

6/:’ Targeted Impact

Planning

% Application Opportunity
’ Identification Tool

Assess the impact of your
programs and identify
areas for improvement.

Products and Services

X

Training Effectiveness
Dashboard

2 Action Plan for Improving

s

Learning Application
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Training Effectiveness Dashboard

CLC Learning and Development Tool

Dashboard Results Preview

—~ CLE Loarning
Training Ef

s Dashboard

Program-Level Reporting

A4

RELEVANCE OF THE PROGRAM

Relevance, Rated by Leamers

= Each report includes
question-level analysis

) o B0% BO% B0%
for each metric evaluated, = - sex
S4%
including: EAFTIET Assessients MFWE."W“_ 45%
Ratings
= Brand Metrics,
. : : . . ;
Questian 2 Cuastion 3 Question 4

Performance Driver The rogram Was

Cuestion 5
Metrics, and %‘:&2
= Outcome Metrics. et

Relevance, Rated by Managers

= View side-by-side
comparisons of learner
and manager scores.

Lasessinents

= Compare scores to
external benchmarks.

Relevance of The %m
Instructions:.
. Program Relevance. Raled by Managars Usa the twa drop-down boxes on thi left below 1o select a benchmark 1o compare yt
|n-Depth Ana|yt|CS Parcapiions of Program Repuiation Use the crop-dawn box on the right belaw to Select how you Want 10 View yous data.

N Select a Category:  Select How te View Your Data by Segments:
4 [Program Type [ %] [Level 1]
. . Select a Benchmark Type (Program Type only):
= Receive a data segmentation

[Ceagurship Developrent | 3]

tool that allows for drill-down
metric analysis.

(Responses based on a seven-scale where a rating of o
“sirongly agree”. Ratings of six or saven are considered

Mid-Level Manager First-Line Manager
Mo 0

“ | don’t see any reason not to use the dashboard. It’s so easy to implement and the results
are eye-opening. | can’t imagine they wouldn’t be helpful to any L&D professional.”

Jubal Raffety
Agilent Technologies
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