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Introduction

Today’s dynamic business environment requires that competitive organizations respond quickly to change. And
change will come, whether from shifting market conditions, changing job skill requirements, expanding
competitive landscapes or decreasing budgets. From private to public enterprise, timely and effective
communication is vital to success.

As organizations have adopted solutions to more effectively drive and communicate with employees, the most
common initial application has been training or learning. Unfortunately, traditional classroom training programs
(where everyone travels to one location and meets face-to-face) are too expensive and time-consuming to
allow for efficient distribution of critical information. Organizations whose survival depends on maintaining an
up-to-date, well-informed workforce need a flexible delivery solution that can reach people wherever they work,
whenever they work, and that leverages the organization’s existing infrastructure. The optimal solution
provides a single platform for the delivery of information to workers in the manner most convenient to them—
whether it be the retail associate learning with peers in a live distance learning classroom, the corporate
knowledge worker accessing live presentations from their desktop PC, or the sales representative needing to
access a program from a hotel room, “on demand” from their laptop computer.

This paper will focus on these additional opportunities and how using a blended solution can maximize the
return on vour investment.

Distance Learning Evolves into “Blended Learning”

E-learning, or technology-based learning, began in the early 1990s when companies
such as OneTouch Systems—which pioneered these solutions at Hewlett-Packard and
Ford Motor Company—began to address the needs of geographically dispersed
organizations. For companies in the retail or automotive sectors, where employees
don’t necessarily have access (or the skills) to use a PC, e-learning is delivered in a
classroom setting. Participants see the presenter broadcasting live on a classroom TV
monitor and interact via a personal touchpad. The interactive touchpad allows them
to hold a two-way conversation with the presenter, as well as answer questions and
quizzes. As technology advanced and the number of employees using PCs in certain
industries increased (e.g. finance, government, pharmaceutical), companies such as
OneTouch expanded their offerings to include a solution that brought video, voice and
data interactivity to the participant using a desktop PC. In the past few years, leading
vendors have also expanded their solution set to include on demand (or
asynchronous) capabilities, allowing a knowledge worker to access the captured live
session anytime, anywhere. Solution platforms that offer a flexible, wide range of
reach and accessibility have come to be known as “blended learning solutions” and
are viewed by industry analysts as the future of learning and communication.

In addition to the need for flexible reach, another trend driving the use of blended
learning is the growing availability for ‘knowledge access’ at all levels of the
organization. A look at a cross section of industries reveals an increase in learning
made available at all levels of the organization. From assembly-line employees to
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senior management, more people are being given the chance to increase skills and
align themselves with the corporate vision.

Many companies have already identified the benefits of e-learning and have
implemented one model of technology-based learning at some level. But do they
realize they may be missing an opportunity to reach even more people, offer an even
broader variety of programs and create even more value for the organization?

Benefits of the Blended Solution

“E-learning converts aren't just saving on travel expenses; they're providing more
consistent training across the organization and they're shortening the lag time
employees experience between learning new skills and actually applying them on the
job. Organizations are also improving productivity because study can take place in
increments at convenient times that don't interfere with peak workloads.”

Organizations turn to e-learning to solve at least two critical needs: (1) faster, more
cost-effective and measurable distributed training, and (2) more efficient, timely, and
strategic knowledge sharing. Many organizations face the same cost and timing
limitations associated with attempting to meet their communications and training
needs: a large, geographically distributed audience, the high-cost of travel for face-to-
face meetings and associated lost productivity—as well as the strategic disadvantages
of slow, inconsistent distribution of critical information.

Studies have shown that organizations can dramatically reduce current training
expenses, such as classroom training facilities, personnel travel and employee
downtime by implementing an e-learning solution. Whether it is delivered to a
distance-learning classroom or to a desktop PC, the cost-savings associated with e-
learning are well proven and documented.

According to one industry analyst firm, Brandon-Hall, the most obvious return from an
investment in e-learning comes from (1) reduced training time and (2) delivery of
training to the employee's workplace. “For 25 years, technology training initiatives
have consistently provided a significant reduction in overall training time per learner.
Results from hundreds of studies and applications show that instruction delivered via
computers and/or computer networks requires approximately 35-45% less learner
time. Further, if the training can be delivered to the learner's workplace or even
desktop, there is a further reduction in time and costs associated with travel.

! Penny Hunt, “Find an Answer in eLearning.” Transform Magazine, February 2003 [Online]
http://www.imagingmagazine.com.
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“Also, people learn better with e-learning than with traditional classroom delivery.
Where e-learning has been implemented effectively, the evidence is that people
generally remember more of what they learn (retention) and are able to apply it better
in real life (transfer).”

As organizations expand their communications and learning reach to include the e-
learning modality that best leverages the employees’ work environment—think of the
retail associate learning in a break room using the touchpad classroom or the store
manager accessing an executive meeting from her desktop PC—the value created
from these additional initiatives can be multiplied. A highly interactive blended
learning program can go far beyond just supporting timely, cost-effective corporate
learning to simultaneously address many additional critical business needs.

A typical blended learning environment combining live classroom and desktop with on demand training.
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Several OneTouch customers have shared that they have gained the greatest value
from their OneTouch e-learning solution in areas beyond traditional cost savings:*

Accelerating Avoiding Maximizing

- Time to market for new products - Lost productivity - Sharing of best practices

- Response to changing market - Lost revenue - Employee retention
conditions - Crisis management

- Corporate alignment
- Merger integration

? Brandon Hall, e-newsletter. February 3, 2003

* For more in-depth analysis in building a realistic business case for a OneTouch
solution refer to the “Return on Investment in the Real World” white paper available by
request from info@onetouch.com.
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These additional benefits can be attributed to all three e-learning modalities—the
distance learning classroom, desktop and on demand e-learning solutions—and should
be included in the development of any business case. Now that we’ve established the
basic benefits of any e-learning delivery mode, let’s take a look at some real-life
examples and learn from two different organizations on how to take advantage of the
unique capabilities of the live classroom, live desktop and on demand delivery
options—expanding the ability to create that critical link between training and
business initiatives.

Blended Learning Case Study: Pfizer

Pfizer Inc., a leading pharmaceutical company, boasts an award-winning sales team—
which the company attributes to thorough training and development. It's the same
award-winning training and development for which all of Pfizer is known. New sales
associates undergo four phases of training and, because knowledge of the product is
essential to success, every sales person is tested at each phase of training.

To maintain these training standards, Pfizer takes learning very seriously and
continues to make a considerable investment in training and development for its
employees. In fact, the company was recently named number one on 7raining
Magazine’s Top 100 Training list. With employees located across the globe, Pfizer
needs a learning solution with the reach and flexibility to connect its dispersed
workforce. To achieve this, they use the blended e-learning solution from OneTouch
Systems.

Launched in 1997, Pfizer’s e-learning program consists of a virtual broadcast studio at
the company's Arrowwood Learning Center in Rye Brook, NY where digital video
signals are broadcast via satellite—thereby delivering training courses, including VOIP,
to dishes on top of regional sales offices and the homes of managers and sales
representatives. Sales team members, who are typically on the road or working from
a home office, are easily able to connect to live broadcasts from their laptop PCs.
More than 400 courses are broadcast annually around the world, and One Touch
technology allows Pfizer to shorten its time to market for both products and training.

For employees not on the sales team and working closer to the Arrowwood Learning
Center, Pfizer equipped its auditorium with the OneTouch distance-learning
classroom. Just like those participating from home PCs, classroom attendees are able
to interact and collaborate with the presenter and peers—creating the shared learning
environment so important to any successful learning process.

Pfizer’s sales force is number one in the pharmaceutical industry. Efforts in using e-
learning to reach the sales team conveniently, where they work, have paid off. Using
the live desktop solution, they can quickly disseminate vital product knowledge in the
best manner possible for a sales representative. Additionally, when they need to
conduct training on new sales applications or collaborate on a document, Pfizer is
able to use the application-sharing feature—unique to the desktop solution.

At the same time, the company realizes that some content, such as corporate
announcements or merger integration, is better delivered to a group of peers sitting
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-International Data
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together in the distance learning classroom. Pfizer has successfully leveraged its
broadband network infrastructure in addition to meeting the needs of its audience.
Moving forward, Pfizer is evaluating the OneTouch On Demand platform to reach its
remotely based sales force. Like the OneTouch live environment, On Demand
captures all participant results, which can be sent back to a central database for
learner tracking and measurement. And, the same PC used for the OneTouch Live
desktop client can be used for On Demand sessions—allowing Pfizer to further
leverage existing investment in laptops for the sales team. The availability of On
Demand training sessions will be critical for times when a sales representative needs
to be meeting with a customer and can’t make the live broadcast. On Demand can
also be used to quickly create content on new products. These ad hoc pieces of On
Demand content can be added to a central learning repository, allowing Pfizer reps to
access the information when they need it.

Blended Learning Case Study: Safeway

Safeway, the third-largest food and drug retailer in North America, has had the
OneTouch distance learning classroom solution in place at each site since early 1998,
bringing information and training to all store associates where they work. Safeway
maximizes use of the network and OneTouch solutions by successfully managing day-
to-day store operations, holding town hall meetings with the CEO, sharing best
practices across the company, disseminating corporate culture to new acquisitions
and improving operating efficiencies utilizing the OneTouch solution.

Safeway connects over 1,800 retail stores and distribution centers, communicating to
over 200,000 associates using the OneTouch classroom solution. Full return on
investment (ROI) was realized in just 5 months, and Safeway has reported several
million dollars in annual savings since implementation.

Impressive numbers on their own, Safeway recently added the OneTouch desktop
solution to increase its ROl even further. Having already purchased and deployed
Cisco Systems’ IP/TV one-way video technology to store PCs, Safeway worked with
OneTouch to bring e-learning to all store managers—who typically work at a desktop
PC (unlike the checkers or baggers whose best option is to learn in the OneTouch-
equipped break room using touchpads). In addition to creating more value for the
company by leveraging their existing capital investment in Cisco IP/TV, Safeway is
committed to bringing content to the user in the easiest manner possible. They have
been able to lower the cost in reaching numerous additional sites. This was only
possible with a blended solution.

For the Safeway store manager, content is often more confidential in nature than in
the classroom broadcasts. Using the OneTouch desktop solution, they can privately
receive information about personnel changes or management issues that would not
be appropriate for broadcast to the classroom environment. But, when Safeway does
have an announcement for employees at all levels—such as a new policy or
introduction of a new acquisition—the same broadcast can reach the store manager
working at a PC as well as the store associates participating in the break room.
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Using a blended solution gives Safeway much more flexibility in how and what content
they deliver. In addition to secure broadcasts to store managers, they use the desktop
solution for computer training. They have found the classroom to be best for larger
training classes. Safeway is currently looking at the OneTouch On Demand solution to
further expand their reach. By capturing live presentations and making them available
to employees who couldn’t participate in the scheduled broadcast (whether because
of illness or busy store hours), they are once again showing their commitment to bring
content to the employee in the easiest manner possible.

Blended Learning Makes for More Effective Learning

What these companies have in common is the realization that combining various e-
learning modalities makes for a more effective as well as a more efficient learning
system. Not only are they able to reach employees in the most economic manner
possible, they are able to leverage their expertise in e-learning design and delivery to
expand their options. Other companies are looking at OneTouch’s blended learning
platform to fulfill several other needs. For example, using the On Demand modality for
pre-requisite work, including pre-testing, prior to a live broadcast session. This will
allow the instructor to ensure everyone in class is at the same learning level, saving
valuable time from playing catch up in the live class session. Government sponsored
education is another sector looking seriously at the benefits of a blended learning
approach as they look to “teach the teachers” and provide asynchronous learning
options for students and teachers. Using a distance learning model enables them to
scale and reach more teachers, more cost efficiently.

A key feature of the OneTouch e-learning solution is its flexibility—the solution set can
be delivered over almost any broadband network. For most companies, this
broadband network is already in place, used for credit card processing, in-store music
or large file transfers. Integrating any of the three e-learning modes is often as easy
as overlaying it onto an organization’s existing infrastructure. Further optimization of
the network can be realized when one or more modes of delivery are utilized. The
above examples at Pfizer and Safeway clearly show the value in being able to extend
the learning reach, leverage existing architecture and delivering the information
directly to the learner. As organizations continue to globalize, it becomes increasingly
important to ensure the blended e-learning solution is flexible enough to scale as the
number of participants increases. OneTouch is the most proven solution in terms of
scalability, capable of growing along with your organization.

Corporate Soft Skills Technical Product Pre-testing Review
Comms. Training Training Introductions Course
Classroom X X X
Desktop X X X
On Demand X X X

While most content can be delivered over all three modalities, there are advantages associated with each.

ONE TOUCH.




Conclusion

According to industry analysts, the market for e-learning continues to grow. As it
grows, it continues to evolve, as do the needs of end users. The pool of knowledge
workers is also expanding as organizations increase the access to training at every
level of the organization—giving employees more opportunities and increasing the
intellectual assets of the company. Going forward, successful organizations will take
advantage of the most appropriate delivery mode to reach this expanded audience,
while at the same time saving valuable time and resources by utilizing the most
convenient mode for the learner.

A blended learning approach empowers organizations to meet the vast and varied
needs of their audience. A great deal of strategy is built into the messages to be
delivered, it follows that a flexible solution be used to reach as many people with that
message as possible, with minimal negative effects on overall productivity. And, by
using an enterprise solution such as OneTouch, organizations can effectively use a
single platform to deliver consistent, measurable communications and learning to
every level of the enterprise, leaving more time to focus on business strategy and
initiatives to be delivered.
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