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Introduction

As the workforce begins

to emerge on the other

side of the coronavirus
pandemic, organizations will
grapple with what learning
looks like in the world of
the “new/next normal.” If
anything, the shutdown

has crystalized the need for
agility. Those whose learning
strategy was agile were able
to pivot; those that weren’t
have been struggling.

One thing is clear, things
will not go back to the way
they were. Even though the
number of remote workers
won’t remain as high as
they have been during the
pandemic, they will not be
returning to 2019 levels. A
recent Brandon Hall Group
COVID-19 survey found
that more than one-third of
companies expect half or
more of their workforce to
remain remote.

Remote Work

©® Half to three-quarters
of workforce

® More than three-quarters
of workforce

10% ....
6%

260/0 During

stay-at-home

5 1 o /o lockdown
23% s

projection as

1 20/0 lockdown eases

Source: 2020 Brandon Hall Group
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While it might be the biggest,
most visible one, remote
work is not the only change.
Businesses face multiple
challenges as pandemic
restrictions begin to subside.
Brandon Hall Group’s survey
Transitioning to New Realities
of the COVID-19 Experience
found that things such as
upskilling and determining
new roles have greatly
increased in importance.
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Most Important Business Transitions
(Rating of 4 or 5 on 5-point scale)

Managing change 25% 57% “‘Gali: s

Sustaining strong communications
across the enterprise

58% 76% SRS

Generating sales and revenue 20% 38% +28%

Creating policies related to

employees who are afraid to o
come back to on-site work 62% 79% +27%

Determining upskilling/reskilling

priorities related to changing 229,
business conditions 55% 67% + ©

Determining who to bring back

from furloughs and layoffs and o
who will be terminated 52% 58% YRall

Determining whether employees
will come back to same jobs/roles

or whether their jobs will change o
due to business conditions 43% 48% +12%

Training employees on remote
work technology and other topics
related to business continuation

during COVID-19 60% 58% -3%

Source: 2020 Brandon Hall Group

Upskilling people and training them to create new roles in a remote
work environment is a must, which means a much heavier reliance
on digital learning modalities. Nearly two-thirds of companies
believe their use of digital learning will either stay the same as it
has been at the peak of stay-at-home orders or even increase
post-pandemic. About the same amount of companies say that their
employees are prepared to make greater use of digital learning.
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Role of Digital Learning as Pandemic Eases

Use of digital learning Use of digital learning will

will remain the same decrease slightly but remain

or perhaps increase well above pre-pandemic levels
—J-n —J-n

oooooooooooooooooooooooooooooooooooooooooooooooooooooooooooo

ILT will be used even more Use of digital learning will
than before the pandemic return to about the same
levels as before the pandemic

Source: 2020 Brandon Hall Group

Organizations need to figure out how they are going to address the types of training they are going to need
in this new environment. There is going to be the need for classic organizational training like in onboarding,
compliance, etc., but done in new ways. But there is also going to need to be more fast-paced, operational
learning as people’s day-to-day jobs change.

Employee Readiness to Make
Greater Use of Digital Learning

Don’t know/
Not sure

Source: Brandon Hall Group
Responding to Longer-Term HR
Challenges from COVID-19, 4/29/20

Not Ready

© 2020 Brandon Hall Group. Licensed for Distribution by Inkling.
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Operational Learning Rising in Importance

o) Said Adjusting Business Operations
is Toughest Challenge
56 /O is Toughest Chall

ORGANIZATIONAL LEARNING

322 00 @ e
e HR/Organizational Dev. °

Foundational Skills ¢ Medium to Long Content
e Classroom, Virtual Shelf Life

Classroom, eLearning

e Personal Development

OPERATIONAL LEARNING

(LA {1

v

e Line of Business/Ops e Operational Knowledge

¢ Short to Medium Content
e Business Execution °

Mobile, Augmented Reality, Shelf Life
Games, Simulations

Source: Inkling

To meet these new and evolving needs, learning is going to need to change — and faster than ever

before. To get this done in an impactful and sustainable way, we are going to need more of these five
things from learning:

= »n @

TRUST ACCESS SPEED REVELATION ADOPTION

© 2020 Brandon Hall Group. Licensed for Distribution by Inkling.
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TRUST

We live in a time where there simply is no learning, people are hesitant to develop, adapt

“not knowing.” If someone lacks the answer and move forward.

to a question, the information is seconds

away with the click of a mouse or a touch of a In an environment where content and

screen. If information is not readily available information are scattered about the organization,

from a trusted source, employees will seek it in multiple formats and multiple locations, this

out elsewhere. is especially challenging. To reduce the chaos,
organizations must be able to organize learning

A single source of truth ensures learners trust content using technology platforms that connect

the knowledge and information delivered. people to pertinent, relevant information in a

Confidence is critical in an agile learning familiar, easy-to-use environment.

environment. Without confidence in the

The Need for a Single Source of Learning Truth

PRE-PANDEMIC — TRAPPED LEARNING & KNOWLEDGE POST-PANDEMIC — SINGLE SOURCE OF TRUTH

Legacy Content is Not Designed for the Modern Experience
%Y 30% .-— _
1% &
PPT
QTl

R Y 12% -
4% = _ Lok
ﬂliﬂ'l o el | § | poF - - - ==

Simulation

6%
Mobile

000000
AUTO
cLAIMS

———— o - - —
—

"5 | 38%

elLearning

Source: Inkling
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ACCESS

Ultimately, what people
require is access to
information. In an
environment where people
have to connect to learning
resources weekly, daily or
multiple times a day, a static,
event-based learning strategy
will not suffice. People are
accustomed to quickly finding
information and answering
questions via platforms such
as Google and YouTube, so
learning must provide similar
experiences when possible.

How often would you expect
your individual contributor
population, on average, to
need to connect with learning
resources to effectively
perform their job?

64%

Weekly, daily,
or more often

Source: 2020 Brandon Hall Group,
Learning Strategy Survey

Companies able to create
and deliver learning that
fits well into the flow of

work are achieving better e Employee engagement
results than those that are

¢ Individual performance
not. In Brandon Hall Group

research, we have been able * Manager/supervisor

to identify those companies observations

that say their learning efforts e Team effectiveness

had a positive impact on

these outcomes: These “high-impact learning”

companies are more likely
to be using a wider variety
of learning modalities,

* Voluntary turnover/ especially those that expand
employee retention rates access to learning.

e Time to productivity/
effectiveness

Learning Tools and Technology ® High Impact
(Use Often or Always) ® Low Impact

Video learning

[ 1 79%
I -+~~~ oTSeeseessssesosoossosooooo I 21%
Coaching/mentoring
N -~~~ -~~~ -~ I 71%
B - - -- -~ - - oo eeoneonosnososonosioiioiioioool I 12%
Informal peer-to-peer learning
e I 67%
I - - -~ - oo noeoeeososososososoooooooooo I 20%
Microlearning

1 - - - - -~~~ - I 54%
B - - -- -~ - - oo eeoneonosnososonosioiioiioioool I 12%
On-the-job exercises

] - - - < - - - - -~ <~ - <~ - oo I 50%
[ T EhREEE TR I 15%
Mobile learning delivery

N - -~~~ - - o oo I 46%
e I 12%
Social/collaboration tools

] - - - - - - <~ - < <o oo oo oo I 44%
e I I 12%
Learner-created content

N - - < - - - - oo oo soeosososssoooo I 33%
[ = R R RRRREEEEEEED I 4%

Source: 2020 Brandon Hall Group Learning Strategy Survey
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Overall, as companies continue to transition
out of the pandemic mode, we will see a lot
more of this type of learning increase, as most
companies plan to increase their use.

There Will be More Options

Microlearning

| 68%

elLearning modules

I, - | 64%
Video learning
- | 63%
Coaching/mentoring
. | 57%
Mobile learning delivery
L | 54%
Social/collaboration tools
[ iR | 53%
Peer-to-peer learning

[ R I 51%
Online performance support
- I 51%
Virtual synchronous classroom
., - | 49%
Podcasts

[ [ ERRREEEE R | 48%
On-the-job exercises

L R | 45%

Source: 2020 Brandon Hall Group
Learner Experience Survey

Now that companies are forced to suspend

or eliminate in-person learning events, it is

an opportune time to reimagine the learning
experience. Rather than creating digital
replicas of the in-person events, organizations
should be focused on placing that learning
into the flow of work. Instead of in-person or
desktop elLearning, we should be looking at
anywhere-anytime learning opportunities.

A 24-hour Gasoline and
Convenience Store

BEFORE

Limited
Backroom rae
Access

AFTER

= Access

k Where

N Learning
= is Needed

Source: Inkling

A 24-hour Gasoline and Convenience Store
has to deliver training to a widely dispersed
audience on a variety of different operational
topics. They do everything from food service
to operating franchise restaurants, to gas
station operations and more. Previously, much
of their training took place on a computer in
the manager’s office. This severely limited
employees’ access to the training, especially in
moments of need. By partnering with Inkling,
They were able to provide access to training
on tablets and mobile phones used throughout
the workspace. As one learning leader put it:
“The barrier to learning in my environment is
the manager’s office door. Inkling is our way
to be able to communicate directly to those
frontline employees, on an iPad, on the sales
floor, in front of the equipment instead of in
the manager’s office trying to flip/flop back
and forth between learning and doing.”
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SPEED

The biggest challenge

the COVID-19 pandemic
presented to learning is that
for most companies, the vast
majority of learning has been
taking place in-person within
instructor-led classrooms.
Almost overnight, in-person
ILT was no longer an option.

Most organizations use
ILT to some degree to
deliver learning:

96%

Source: 2020 Brandon Hall Group

In the wake of stay-at-home
orders, companies rushed to
find ways to replace their ILT.
Typically, the first response
was to take the content
created for the classroom
and put it into a webinar or
meeting platform and have
the instructor deliver in that

medium. Unfortunately, ILT
content does not always
translate to digital and
in-person instructor skills
do not always translate for
virtual instruction. Over
time, companies recognized
this and started to reduce
their reliance on webinars
and conference calls, and
began replacing ILT with
multiple learning modalities.

‘Go-To’ Tools for Converting
Live-ILT Learning

@ July vs. @ April

O

(00}
o

o

elLearning modules

37%

Webinars

86%

Oy

(3] (0]
> £
o o~

Video learning

38%
48%

Conference calls

oo
-
PN

Social/collaboration

29% tools

Microlearning

w w
N o]
N MK

22%

© 2020 Brandon Hall Group. Licensed for Distribution by Inkling.

319
Podcasts

o
13% Online games/
simulations

Source: 2020 Brandon Hall Group

i
Yo

Creating content in a timely
fashion ranks high on a list of
people-related priorities, and
many companies need fresh
or improved technology to
help them do it.

What Challenges Can
Technology Address?

60%

Say creating learning content in
a timely fashion is an important/
critical people function during
the post-pandemic transition

44%

Believe better technology will
help them create learning
content in a timely fashion

Source: 2020 Brandon Hall Group
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While there will be a return to ILT in a post-pandemic world, similar to remote work, it will not go back to
the same levels. Organizations should adjust their learning strategies to focus on more rapid, collaborative
content authoring to create experiences that can change with the business.

Intuitive, Fast Collaborative Authoring

PRE-PANDEMIC — POWERFUL, EXPERTISE, SLOW

POST-PANDEMIC — SIMPLE, COLLABORATIVE, FAST

Slow Fast Complicated Simple

Source: Inkling

It will become critical for organizations to have authoring tools that put more power into the hands of
subject matter experts rather than instructional designers. These tools allow people to create many of
the modern learning experiences companies need without having a lot of development or programming
expertise.

RELEVANCE

One of the key characteristics learning must exhibit is relevance. Learners want to know what is in it if for
them. They want to know how the learning relates to them and their role, and how it will help them do
their job better and help the organization. When companies think about relevance and personalization for
learning, it’s important to remember that it is about two things:

The process of providing learning

experiences based on the
employee’s professional and 620/ 350/
— (o) (o)

personal needs/interests

Being able to access that learning
in a venue and time frame that is of High Performers use of Low Performers use
ﬂ best for the employee personalized learning personalized learning
- as part of their as part of their
learning strategy. learning strategy.

Source: 2020 Brandon Hall Group

© 2020 Brandon Hall Group. Licensed for Distribution by Inkling.
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We covered the second item in the section on
access, so let’s focus on relevance. Looking
again at high-impact learning organizations,

we found that these companies are far more
likely to offer various levels of relevance and
personalization than other companies. They are
providing recommendations based on what they
know about the learners, as well as linking the
learning to the goals and objectives.

Creating Relevancy

® High Impact ® Low Impact

Opportunities to practice/apply knowledge

I et - - - - -~~~ === -- I 54%
Methods to gather learner feedback
I, - 1 75%
I et - - - - -~~~ === -- I 54%
A method to reinforce learning concepts
I, 1 71%
[ I I 35%
Contextualization based on learner requirements
- I 68%
I I 31%

Source: Brandon Hall Group Learner Experience Survey

Relevancy to career is not just about what you
are doing right now, but also about how to
advance. As you gain mastery of a skill, a job or
a role, the need for core learning in traditional
models decreases as the need for more
reinforcement and microlearning increases.
Sustaining relevancy requires a shift from a
“teach, study, learn” model to a “find, learn,
do” model.

© 2020 Brandon Hall Group. Licensed for Distribution by Inkling.

Creating Relevancy

® High Impact ® Low Impact

The goals and outcomes expected

from the program
oo 89%
IEEEEEEEEEEERERRR R o ooooooooo | 46%
An introduction to how the program

will be delivered

. - | 75%
e 2000 1 35%

The ability to search, explore and
discover learning opportunities

I, 1 71%
[ IR | 58%

Personalized learning plan that allows
them to track their own progress

- 1 61%
IR - - - - o-ooeeooeooee I 31%

Learning recommendations based on
learner information

EEmmee———— 0 I 57%
T I 15%

A link between learning and
personal objectives

I - I 54%
B -----oneoeeeemnnnenennnneeeennneeeenneeea I 8%

Source: Brandon Hall Group Learner Experience Survey

Creating Capabilities & Expertise

REINFORCED INTO CAPABILITIES BY
LEARNING & DOING TOGETHER

77777777777777777 Unstructured
Content
Q (Micro-Learning) £kEs

Capable _ZEEEEEEEEEEED
(42%)
\ 2=

HARD & SOFT SKILLS THROUGH
TRADITIONAL LEARNING METHODS

Source: Inkling
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A Major Fast Food Restaurant Company

Training for this Major Fast BEFORE — COMPLEXITIES AND PAPER
Food Retailer employees

can be challenging on

many fronts. The company
operates in a high-turnover
industry and employees

are spread out across many
locations; typically without
access to a computer to
engage in training. While this
environment is not unique

to this company, the chain

is well-known for offering a
revolving menu of limited-time
items throughout the year,
requiring employees to be
upskilled quickly. In the past,
the company would produce
paper training forms and
menu-item build cards, which
were not always effective AFTER — SPEED, SIMPLICITY AND VIDEO
when employees needed
them most. They moved to a Digital, Mobile, On-the-Job Learning
digital platform powered by
Inkling that made it possible
for an employee to get the
information they need for

the job they are doing at the
moment of need — since
employees often move from
one role to another. A cashier
can quickly prep for explaining
and ringing up the item and
someone on the line can refer
to a video on how to put the
item together. Source: Inkling

Paper Training Forms
LTO Build
Cards/Posters

SOPs on Corporate Intranet
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ADOPTION

Adoption is when a majority of your intended
audience participates in a learning event that
you implemented. It may sound simple, but in
practice it can present a big challenge. Many

barriers can stand in the way:

e Employees are too busy for training, with
too many other priorities.

e Employees think they already know the
material, so they don’t want to attend.

e Training has a bad reputation, so employees
avoid it.

e Systems are hard to use.

¢ Nothing seems relevant.

Learners often become disillusioned with
the way their organization’s traditional LMS
operates. They find it hard to use and often
counterintuitive. They want technology that
works the same way things work in their
everyday lives. Many times, it is the user
interface that keeps learners from engaging.
Learning platforms need to be simple for the
user, with quick access to small chunks of
learning. Learners need to be able to easily
search for and find relevant information and
do it on their mobile devices.

A Major Construction Machinery
and Equipment Company

BEFORE — STRUGGLE WITH ADOPTION OF ELEARNING

OROYRY
|
QEUR]

I

|
T

Source: Inkling

This Major Construction Machinery and
Equipment Company has a wide array of
voluntary learning programs available to
employees. Its old platform provided access
to the material, but it was not easy to find

or navigate. They partnered with Inkling to
create an environment that was clean, simple
and mobile-friendly. The layout is much more
intuitive and learners were finding topics of
interest they may not have previously known
were available. By making the training easier
to find and use, they were able to drive higher
adoption rates for their learning.
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Key Takeaways

As companies transition from the COVID-19
disruptions, they will need to recover quickly.
Learning plays a hugely critical role in this
recovery and learning professionals need to be
prepared for this. Here are the ways learning
will help businesses address the top transition
priorities:

é: Communicate. Learning provides
a powerful knowledge sharing tool
experience to keep people informed
and connected.

@ Reboard. Bringing people back into
,

C}&Q the organization will require some

level of training.

_~~_ Reopen. For businesses that needed

to scale back or close down, they will
depend on the learning function to train
people to operate in the new normal.

=5 Reskill. The transition may require

== people to move to new roles or
develop new skills, and learning will be
necessary to get them there.

@ Revive. What are the new products and
services companies can deliver to help
us grow in the new environment?

Ultimately, organizations will have to address the
five ways learning is going to change and need to
start now.

=

e
©)

Truth: Convert mission-critical content
to digital content as a single source of
truth.

Access: Anytime, anywhere, any device
(easy access to training), less long-form
eLearning or classroom training

Speed: Speed and simplicity of
authoring and updates of learning
content

Relevance: Learning that is just-in-time,
just-for-me based on my role, my
specific work situation at the moment,
etc.

Adoption: Better user experience; a
learning system people want to use



Learning Agility: Five Ways Learning Will Change

Authors and Contributors
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About Inkling

Inkling is a leader in modern learning solutions that deliver knowledge at work speed. Powerful and
easy-to-use, Inkling’s platform facilitates real-time, impactful learning anytime, anywhere and on any
device. Leading brands trust Inkling to create, distribute and measure effectiveness of learning to drive
operational excellence and business results. Founded in 2009, Inkling is based in San Francisco.

Nklng

For more information, please visit inkling.com
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About Brandon Hall Group

With more than 10,000 clients globally and 25 years of delivering world-class research and advisory
services, Brandon Hall Group is focused on developing research that drives performance in emerging and
large organizations, and provides strategic insights for executives and practitioners responsible for growth

and business results.

Some ways we can help ...

©® MEMBERSHIP PACKAGE

Includes research library access, events, advisory
support, a client success plan and more.

W EXCELLENCE AWARDS

Global recognition showcasing leading programs and
practices with a library of case studies.

B} ADVISORY OFFERINGS

Custom Research Projects, including surveys and focus
groups interviews. Organization Needs Assessment for
Transformation, Technology Selection and Strategy.

@ PROFESSIONAL DEVELOPMENT

Virtual and on-site certification programs, workshops
and webinars supplemented with research-driven
assessments and tools.

ORGANIZATIONAL EXCELLENCE CERTIFICATION PROGRAM
recognizes world-class HCM programs that transform their organization
and achieve breakthrough results. This designation is the next step
beyond the HCM Excellence Awards, which focus on a single program,
and looks at the department as a whole.

SMARTCHOICE® PREFERRED PROVIDER PROGRAM
uniquely places HCM service and technology companies at the top of
organizations’ consideration list of vendors. It adds an unmatched level
of credibility based on BHG’s quarter of a century’s experience in
evaluating and selecting the best solution providers for leading
organizations around the world.



