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Transform your Service Desk to a Learning Desk

Performance support tools . How these tools can help you
drive down your call volumes and increase user self
sufficiency.

Key Learning Objectives:

* Understand what performance support is and how
it can be implemented |

* See how learning at the moment of need can drive chgn Towsley
down call volumes and increase user self sufficiency MindMuze

* Hear a Case study example and a Sample Business case
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The Truth About Knowledge Retention

What percentage of the knowledge you need to
do your job is stored in your mind?*

1986 1996 2006

“It is usually a better strategy not to learn... — and simply search
and find the correct information when you need it.

- Charles Jennings, CLO Reuters

*Robert Kelley, Carnegie-Mellon University 20 Year Longitudinal Study of Knowledge Workers
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The Truth About Knowledge Retention
N

Learning Proficiency
(Training Event) (On-tfie-lob)
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The Five Moments of Need™
B ..

1.When Learning for the First Time
2.When Wanting to Learn More

3.When Trying to Apply
and/or Remember _ Performance
4.When Something goes Wrong Support

5.When Something Changes

Trademarked LearningGuide Solutions 2011
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Traditional Classroom and elLearning vs. Targeted

Performance Sugﬁort

Performance
Support
(Last 3
Moments of
Need)

Thoughtrock.com

a Components:

Training Objectives
Training
Conceptual Practice (First 2
>Moments of
Deeper Detail Need)
Steps
<—Moment of Need

‘ (éﬁr@émggs(j)bjectives

HekPEF BRI - Ecks/Planners)

‘ Dg6ReliRSt8dmos (Planners)

Other Resources — E-Learning & CoP’s
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A Closer Look at the Performance Support
Framework

+*PROCESS — Overlay business

+*STEPS — Concise quick reference
instructions

**RESOURCES - Link to existing
resources (learning assets,
knowledge management,
portals, etc.)

Increasing Levels of Support
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Business Value
e

Implement Performance Support Solutions (PSS)
that solve business problems:

Help Desk & Call Center Efficiency
Sales Productivity

Regulatory Compliance

Enterprise Application Change
Business Process Change
On-boarding New Employees
Executive Training Program Support
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Knowledge Life Cycle

( Pre-req. )

Training

(Learning (Classroom/
Desk ) Webinar)

(Application)
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Implementing P.S.S.
Time =0 ! Time = 1-10 seconds

Trying to Remember g w EJUSt the right amount of learning

Something Goes Wrong At the moment of need
Something Changes Productive work continues

End User Interface

Enterprise Mobile Web
ERP CRM Application Application Portal
User Context: Role, Workflow, t Most Appropriate
System state Learning Asset
LearningGuide Manager
= Sk RS Broker::: g

Existing Learning Assets ew Lea g A

LMS KMS Content Gk i SME | Designer
Stores onte onte
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Performance Support ROl for Help Desk:

Global S¥stems Inteﬁrator Case Stud¥

Background:

Global Systems Integrator
13,500 employees

Supported by single IT Help Desk

Business Challenges:

Onboard 1,000+ end users and help desk staff every year

Frequent launch of new applications and system upgrades

Rapidly increasing help desk costs due to increased call volume/duration

LearningGuide Solution:

LG Standard Content for MS Office 2010

LG Baseline Content for SharePoint

LG eSigns for help desk operations

LG Mgr for remote worker support processes (VPN, aircards, smartphone, etc)
LG Mgr for internal operations (HR, Document Management, ERP)
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Performance Support ROl for Help Desk:

Global sttems Inteﬁrator Case Studx

90000 | Sample Results:
E Year-over-year reduction in call volume by 12.5% (10k+) while
80000 X .
/\ on-boarding 500+ new employees
70000
/ \ Call durations for “standard” call types reduced significantly
i / \ (but not specifically measured)
50000 ~
/ \ . / Office 2010 rollout training resources reduced from 10 FTE to
40000 :
/ \ /\,{ 2 FTE
30000
/H{ \/ Office 2010 rollout end user classroom time reduced by three
" 2z hours per employee
10000
Nominated internally for Innovative IT award
0
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Calculated Savings:

Call center: 10,000 x S40 x 12 = S4.8M per year
Office 2010: training FTE = $650,000

Office 2010: end user productivity ~ S2M

LGS usage statistics:
 Monthly average “hits” ~ 50,000
 Peak ~ 80,000 “hits”
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Performance Support for SFDC CRM:

Healthcare Insurance Paxer -- Backﬁround

Background:

One of the largest private healthcare insurers in the US
Insures 12.5M individuals

30,600 employees

Business Challenges:

Ongoing training and support for CRM migration

Regionally diverse sales processes used in formerly independent sales organizations
Growing national sales organization

LearningGuide Solution:

LG Baseline Content for SFDC

Baseline content customization for CIGNA’s SFDC implementation

Custom LG content documenting CIGNA’s Sales SOPs

Application embedded learning content linked to from SFDC based on user’s context
Single-source authoring enabled publishing to PS and PDF
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Performance Support for SFDC CRM:

Healthcare Insurance Paxer -- Results

Business Drivers

* Introducing a new CRM into an existing sales model
* Concern over the sales reps ability to integrate the technology into their selling practices and processes
* Bring together multiple standard operating procedures
* Establish a sustainment strategy to keep information current and users collaborating
Results (client measured)
*  84% of enterprise sales force uses the solution DAILY
* 6% increase in DAILY work productive (i.e. — finding correct information, waiting for answers, etc.)
* 2.4 hours saved per week

* 454K saved based on an audience of 104 respondents of 3,000 users

SE Regional Presale Manager, called it a “quantum leap” for CIGNA in terms of how process information is organized
and easy to use. “LearningGuide will be a great help for new hires learning the presale process.”
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click to LOOK INSIDE!
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Amazon

Samples



http://www.amazon.com/gp/reader/007170311X/ref=sib_dp_pt

CRM Embedded Learning and Support
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Business Process Support
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Thought
Rock

Thank You For Attending The Webcast!

Please take a moment to answer the quick survey after you
exit the webcast. Your feedback is extremely valuable to us.

We’d Love To Hear From You!

Thought

Phone: 1.877.581.3942 ¢ ROVCk'

Email: Info@ThoughtRock.net ———
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