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Summer Arts Preview:
From Harry Potter
"8 To Thomas Pynchon

The Unseen

The Changing
Workforce

\J The Sources of

I Pakistan’s Chaos Autlstlc Adults

v'43% of U.S. workers will
be telecommuting by

v Today’s college
graduates will hold14
jobs by the time they are

v'Over 40% of workers
will be contractors by

Throw away the
briefcase: you're not
going to the office.
You can kiss your
benefits goodbye
too. And your new
boss won't look
much like your old
one. There's no
longer a ladder, and
you may never get to
retire, but there’sa
world of opportunity
if you figure out a
new path.

Ten lessons for
succeeding in the

new American
workplace.



Top 10 e-Learning Trends
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Application Service Providers offer more quick start options
Fewer barriers to utilizing online learning technology

Companies integrate e-learning into their infrastructure
Your company is already utilizing it?

Churning skill sets require e-learning initiatives
More job changes require quicker knowledge acquisition

E-Learning cuts the cost of high quality content
We all need to continue to reduce costs in our business

E-Learning levels professional playing field around the world
Removes traditional “Skills sets” within IT

Gamers bring interactive skills to e-learning
Any gamers on your support team?

Governments deploy e-learning at all levels

Gov’t drives many corporate initiatives
Partners and collaborators use e-learning to get everyone on the
same page sooner

Your partners will be providing it to you when they sell you technology!

Wireless technology helps e-learning initiatives "cut the cord.”

Learning will be done on the go

10. E-Learning's Movers and Shakers

Innovative products like Shift are changing the landscape of rapid e-Learning



What this means for support

» We are being re-wired as we know it
- Knowledge sharing is no longer transactional

» Focus shifts from knowledge acquisition to
Knowledge distribution & transparency

- |IT needs to provide “Just-In-Time” and “On-Demand”
learning solutions

» Today’s IT knowledge is outdated tomorrow

- Traditional storage methods such as SOP’s,
Knowledge Bases, FAQ’s are often outdated the
moment they are created based on the business




Bloom’s Theory

Cognitive Learning Domain

Depth of Learning



Changing The Approach
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Knowledge Knowledge Knowledge Document
Capture Storing Distribution Service Catalog
Web Based Best Practice Accessible Learning
Ownership Interactive Measureable reinforced

Key data Learning focused Business Rules Back-up

The Knowledge Storing & Distribution Process
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knowledge from any
Process & Procedure Submission Form source, anyti me

This section will cover process and procedure background information

X 1. Your Customer Identification Number:

L

2. Establish a Single
Point of Process/
Procedure Ownership
(SPOC)

|

X 2. Please enter the email address of the process or procedure owner.

X 3. Is this a new process or procedure being created, or an existing one?
) New

J Existing

3. Categorize your
X 4. Please describe the type of process or procedure being inputted:

J Business Process (Facilities request, New Hire Process)

knowledge for the
Service Catalog

J Procedure (Password reset, troubleshooting)

J FAQ (Short answer solution to reguest)

Done

0 Internet .
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Screen Publishing 4.10

Process Steps
test instructions

1. Best practice
Step one approach to building
Process Step One process &
procedures

Lot [oa] [os] [as] [os] [ss] [t] [

2. Drag and
drop
screens to
match
knowledge
retention
objective

The customer initiates a request to
publish their content within Shift to the
Service Center.
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Introduction
Within the PDA please navigate the icons below for more information.

o - 1. Track
— updates and

Dependencies C h a n g e S to

e procese W o o Voo business

processes

2. Describe
learning

(I;FL?\ENJE\Clleg:) e ———— 3. Make learning

interactive
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2. Measure
acquisition of ‘

knowledge
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3. Provide rapid
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change delivery for
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Sales Pricing/Quote Process - 10.5

Item - Who, What, When
ProcessOwner  JimSmith

Last rev Date December15, 2009
Major change Assign Sales Pricing Quote to Sales Engineer

Audience - Who should review and why

Audience Sales, Operations
Processlogic Thisprocess enables. the sales' team to reques.t a sales guote or pricing on a product or solution
] . D O C u m e n t Dependencies z)r;ﬁ;'a:;::sl:::’eoiilf?;:iixr?;;?;:sci?;umc;:elges::::s: }{e;,:zst - Pre-sales, Sales quote task
t h e out p ut Impact - What & when does process apply
Process Overview

This process defines the steps necessary for sales resources and agents tore
products and services sold by the company. This processis centralized throug

ta formalsales quote or pricing for
sforce.comand service level

commitments are defined within the processes below.

Process Step Action

Process Step One Sales resource completes a pre-sales worker o grm and attaches to
opportunity within Salesforce.com forsales orp g include RFP pricing,
orgeneral quotes. Sales resource creates a taskin  titled “Sales
pricing / Quote Request” and completes the taskin askis assigned

to the sales engineer.
Process Step Two The Pre-sales Work order Quote is approved, or revisel ejected

by sales mgmt.
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3. Always have a “Back
—up” to your

Knowledge Store




About B Virtual Inc.

At B Virtual Inc. our mission is to provide IT leadership through
innovation, passion, and commitment.

> We have changed the way the IT Service Desk delivers support. Our education
and training solutions are simpler, more efficient and less costly.

Our virtual support models provide sourcing flexibility and transparency for
our customers.

> We incorporate our products and solutions into our collaborative knowledge
exchange, ThoughRock.net.

The combination of our products and services allow us to become a Trusted
Advisor to our customers and partners.

Contact us today at
for more information
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