TOWARDS ¥
MATURITY =

SFCTOR

BENCHMARIREPORT

Ly a RIKSIENY A \iZy AN Y
2NEF YA &G Ageddy LI 2 E S

ah59wbL[PLWwDBLbD
aLHL»%IB{Lb9{{"

{ S LI St sy

Supported b . KALLIDUS

DEVELOPING TALENTED FPEOPLE

CdzNYy Ay 3 514l Aydaz2 Ly




TOWARDS 3=
MATURITY a®

ABOUT THIS RESEARCH

Data for this report is drawn from the 2014 Towards Maturity Benchmark reseaycbnducted online
during JuneAugust 2014 with over 600 organisations. This is the eighth study in a longitudinal research
series looking attte trends in the implementation and impact of learning technologies in the workplace.

This report compares the average response from businesses witB2ZHemployees, with average
responses from over 600 organisations that completed our 28 Henchmarkesearch.

It provides an insight into the drivers, benefits, skills and technologies used by the sample. We review the
strengths and weaknesses of implementation practices, as compared with top learning companies who are
achieving the highest impact frotheir implementation of learning technologies in the workplace.

Seewww.towardsmaturity.org/2014benchmarkfor more details.

Download the 2014 Towards Maturity Benchmark repbttidernising Learnig: Delivering Resulfer free
at www.towardsmaturity.org/2014benchmark Full details of the survey methodology and participant
demographicgan be found in the Appendix of the main report.

Modernising Learning: Delivering Resistéree to download, thanks to the supporttbie following
Ambassadors. For more details abtle Ambassador programme, visit:
www.towardsmaturity.org/ambassalors.
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The full range of our research is available frovw.towardsmaturity.org/shop.

We would like to thank all those organisations that have kindly agreed to let themselves be quoted by name in this
report. All the quotes from our research are provided by those in Retail organisations.

Research teamDr Genny Dixon and Laura Overts@IPD

Follow on Twitter: @towardsmaturity

© Copyright Towards Maturity CIC 2014l rights reservedNo part of this pblication may be reproduced, storéa or introduced into a retrieval
system or transmitted in any form or lany means (electronic, mechanical, photocopying, recording or otherwigi®)ut the prior written
permission of Towards maturity CIC.
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FOREWORD BY ROB CACEO OF KALLIDUS

Mid-sized businesses are the backbone of the economy, supporting millions of jobs
and making a vital contribution to ecomic performance. Yet, while widely
considered to be more productive than small businesses, nimbler and more
innovative than their larger counterparts, this report highlights that many are lagging
behind in their investment and use of learning technologied are eenabling less

: . of their formal training programmes than larger organisations. In addition;sizied
\\\\ I\ organisations are achieving less impact from their learning initiatives, with only an
average of 25% achieving the benefits that they seek.

N2 RF&Qa O02YLISGAGADSS YR Reyl YAO YI N)skedloigani€aors A G A
to evolve their L&D practices beyond the classroom, update legacy systems and approaches, and align their
learning strategies more closely with businesgds to achieve sustainable growth and success.

However, there is a reluctance to change, so it is essential that the key barriers holding back the progress of
L&D departments are tackled heah. These include the perceived lack of skills amongst erapfoto

manage their own learning and to learn with new technology; technology costs-Eaireng courses that

are too generic to meet individual and business needs.

The good news is that this report highlights the key lessons that can be learnt frgpetimpming learning
organisations and shows how msized organisations can accelerate progress and business impact. And
with mid-sized companies already achieving clear business bendfiien programme cost savings (12%),
to improvements in customer $iafaction scores (10%), productivity (9%) and reduction in time to
competency (12%)there is a clear business case for further embracing technetogpled learning.

As a longstanding Towards Maturity Ambassador and a pioneer in providing learniregearigsolutions
that support the needs of midized organisations as they grow and develop, we are delighted to have
contributed to this indepth research and to be sponsoring this report.

Without doubt, innovative learning technologies have a vital tolplay in helping migized organisations
retain the agility that has made them so successful today, while ensuring learners are motivated, engaged
and have the right skills to support lotgrm growth and prosperity. For L&D departments keen to
modernisetheir learning, developing a stronger partnership with both the business and with external
providers to support change will be instrumental in driving success.

Rob Caul

Chief Executive Officer
Kallidus
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FAST FACTS FROM TRIEEPORT

Mid-sizedbusinesseg, those with between 250 and 999 employegare realisingsignificant impacfrom
modernising their learning strategies through technology. These beréfés a strong argument for
exploiting learning innovation. They report:

10%improvement in customesatisfaction scores
9%improvement in productivity

12%reduction in time to competency
12%savings in programme cost

vV VvV VvV V¥V

Compared with the average across the 600+ organisations that took part in the 2014 Towards Maturity
Benchmark study, therare further bendits to be had as migized organisationsre amongst the least
likely to be using learning technologieslearning and development programmes

> 13%of training budget is allocated to learning technologies (compared to an average of 19%)
> 23%are using dearning for noacompliancerelated learning (33%)
> 19%of formal learning is-enabled

Across the whole sample, cost is cited as the top barrier to enabling learning through technology.-For mid
sized organisationshe top barriers they face relate to leanneonfidenceand skills

> 83%cite a hck of skills amongst employees to manage own learning
> 67%cite reluctance by users to learn with new technology

This report offers key insightomparingmid-sized business artdp performing learning organisations
withinthe top quartileof i KS ¢ 2 6 NR & ahktgetderhighest heyeftSfiem a technology
enabled strategyThis report illustratesa number of areas of implementation practice where raided
businessesan takeactionto improvelearningand bisinessoutcomes

Aligningto businessneed 40%of mid-sized businesses agree that they are delivering solutions in time to
meet the needs of the businessofnpared t080% of top learningrganisation$

Demonstrating value10%agree that they know the opptunity cost of the various waytheir learners
learn (42%)

Motivating learners 21%agree that theysupport career aspirations (or personal job goals) with
technology enabled learning (66%)

Technical environment49%have good links/relationships with &ir IT department (74%)

Supporting performancei0%agree that they use available support systems to promoterséitince
amongst learnergather thana culture of dependenc{b1%)

Empowering usersli7%involve users in the design of the most appropriearning approach (64%)

These, and many other examples, illustrateecessful practicdbat mid-sized businesses can learn from
top performing learning organisations.

Learning innovation, done well, has a positive impact on programme results

© Towards Maturity CIC Ltd. 2015 Page |5
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1 INTRODUCTIO

This chapter sets out our definition of reded organisations and introduces the concept of
benchmarking to help understand the potential that top performing learonggnisationscan
unlock

1.1 CHARACTERISTICS ®@D-SIZEDBUSINESSES

A plethora of resarch has been undertaken around SMEs with up to 250 employékite the smallest
businesses (with up to 49 staff) account for 48% (12.1 million) of UK private sector employment and 33%
(E1.2 trillion) of private sector turnovertheymay yet to haveHRpersonne] let alone d_earning &
Development (L&Dipad Most small businesses are generally far mogkant on external HR and L&D
expertise and will often buy in support on an ad hoc basteed, an extraordinary 76% of UK businesses
are norremployerswith no HR requirement at all.

Some research suggests that an HR function starts to become apparent when an organisation employs 80
or more staff, not least because at this stageah becomenore efficient to bring HR expertise-irouse,

rather than seking external advice and suppgitowever, it is only whean organisatiorreaches around

250 staff that it is likely to have a coherent L&D stggtewith the inhouse L&D lead roleecoming

consultative rather than delivery orientate@ur research shaes that 50% obrganisationsvith 250-999

staff recognise that the L&D role is shifting from that of learning delivery to consultancy.

While there is a plethora of research available on SMEmnisationswith over 250 staff are generalifl
classifiedas 'large' andesearch into this sector amalgamated wittihe verylargest (gargantuan of
businessesBusinesses with 5,000, 50,000 or even 500,000 staff have similar L&D issyémwever,it

should be recognized thaélhey are a world apart from busésses withust 500 staff.Very little work has

been undertaken to consider how the smaller end of this g@aup Wt I NH SR pesfoirbingy®ia a S a
how they can improve on the&Dthey deliver to staffThis report looks, in detail, at what L&D looks |

within firms with 256999 staff

Thesein-betweeness ¢ whichwe will call$hid-sizedbusinesseQ; are moving into derritory where

customer (and indeedemployee) loyalty is maintained through brand reputation and they can no longer
afford to make mpulsivechangesto their operating structureslust like their larger counterparts, some will
serve niche markets, but most will compete with other firms on expertise, price or quality of product or
service.They have moved from being agilesmall busiessinto an enterprise with &learlydefined
offeringand a relatively stable customer badguring that process they will have lost some of the small
business culture that theyaluedin the early days and witle working hardo retain their ability to

respond to changes in the marketplace amahtinue todrive innovation

1DBIS (2014Business Populatiorsimates for the UK and Regions 20D8ISStatistical Release
2CIPD (2014¥ I t dzZAy3 |, 2dzNJ ¢ £t Syd W[ ATS . S3Aya | G y nCPRese&chindnht y Ol LA

© Towards Maturity CIC Ltd. 2015 Page |6



TOWARDS 3
MATURITY =

ThelL&D functiorwithin thesemid-sizedbusinessesvill be at the heart of ensuring that the right people
with the right skills ar@vailableat the right time. Innovation in technoffy andnewways of thinking will

be driving their business forward and it is this approach that L&D will need to adopt if the business is to
continue tosucceed However, the legac8ME orientated. &D approach is unlikely to fuliis evolving
needsand radical changemay be required.

These businesses (and the L&D functiang) caught between two worldshat of the SME and the land of
the corporategiants.

1.2 BENCHMARKING&DIN MID-SIZEDBUSINESSES

1.2.1 OBJECTIVES

The dojective of thigreportis to helporganisationswith 250-999
staffto compare theilearningstrategies withthose ofother
organisationshA Y 2 NRSNJ G2 €SI Ny 7TNP
andthus highlight opportunities for improvememtand G¢KS dzasS 2F Fye
accelerate progressVe aim to provide insights lenchmarking BREEUQIIeNoIfeIe =M (vl (Vo [Talo RS {115

both informally (draving on theanecdotalexperiences obthers) eIECleS v CETIaloNo [SI\IaAR{Io]olo]y
and formally by considering a framework of fefctive practices management (of learners and content
that definetop performinglearningorganisations AYF2NXIEE YR F2NY

For the purpose of this studwe
definelearning technologiess:

The report draws onatafrom the 201415 Towards Maturity Bechmark research conduatieonline
betweenJuneand August 2014nvolvingover 80 organisationgpublished in a suite of reports called
Modernising Learning: Delivering Resuligich are free to download at
www.towardsmaturity.org/2014benchmark

1.2.2 PARTICIPANT OVERVIEW

600 L&D professionals from 45 countries contributed to the Towards Maturity Benchmark S3¢6yf
these were fronorganisationswith 250999 staff. 76% of those were from the UK abti%were fromthe
private sectorOf thosebusinesses with 25099 staff, only 12%were operating in a single location within
one nation, 65% operated in multiple locations within one natemdthe remaining23% were
multinationals, reflecting the globb&ontext of many businesses operating today.

3 Full details of the overall Towards Maturity Benchmark Studyhodmlogy and participant demographics can be found in the
Appendix of the main reposyww.towardsmaturity.org/2014benchmark

© Towards Maturity CIC Ltd. 2015 Page |7
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1.3 INTRODUCTION TO THBWARDSMATURITYM ODEM

Simply adoptingnew technologies does not, of course, guarantee resultsheie found over the years
that those that have embedded learning technologies in tresriing strategy, and integrated learning
into every aspect of their business, are realising the greatest business benefiigonsiveness,
productivity, staff engagement, talent and revengehilst improving learning quality and efficiency.

Since 2003ve have analysed the implementation activity of the more successful organisations and have
identified sixwork streans that characterise more mature organisations. We describe these ihdivards
Maturity Model n (seeAppendix1). In essence, the model provides a framework that will help learning
organisations prepare to deliver 2tentury learning to 2%t century businesses.

The Towards Maturity Model provides a common framework for effective practice. Foriofd3gionals,
benchmarking against the framework helps identify strengths and weaknesses within the organisation,
prioritise next actions and accelerate progress.

These sixvork streans of effective practice are at the heart of thewards Maturity IndexTMI). The TMI
is the single index figure from 1 to 100 that each participant in the 2014 study received to benchmark the
maturity of their technologyenabled learningtrategy with others.

A low TMI does not infer a poor implementation process; it is nligedy that the organisation is on the
start of its journey with technologgnabled learning.

TheTowards Maturity Index for MidSizedBusinesses

=. - Sample Arerage TM Benchmark Mid-Sized Bsinesses

™ - 48.42 59.59 41.43

1.3.1 TM BENCHMARK

TheTM Benchmarlscoresrepresent the average of the scores frébii 2 LI foaniNafion§E the top
guartile of thosefrom the private, public and neor-profit sectors who participated in the Towards
Maturity Benchmark Study in 2014.

Few midsized businesses are listedthistop quartile, but there are notable exceptions and five
organisationgn this category aractuallylisted in the topl10% Howeverprganisationf this size range
are more likely to appear in the bottom quartile for implementation practice (4984rathe bottom
quartile).

When looking at the top learningrganisationswe can sediow successful organisations are réagthe
benefits of investing in learning technologies. Thiegsinesseprovide an aspirational benchmark for
those who have yet tachieve the same outcomes and will help to identify areas of strength and

4Value exceeded by one quarter of respondents to the 203 4tudy

© Towards Maturity CIC Ltd. 2015 Page |8
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weaknesses that need to be address@uganisations in all sectors and of all sizes fall into this top quartile
and throughout this report we reflect on the behaviours that charasetop learningrganisations

More details of specific examples can be founeavatw.towardsmaturity.org/tag/topquartile-learning
organisations

In this report we povideorganisationsith 250999 employees with the evidence to hethem modernise
their learning strategy. Ware confident thathe evidence we present here, combined with insights from
top performers, will help you in your journégwards longterm sucess

In the next chapter we look at the drivers for and benefits of a techn@bogpled learning
strategy and the barriers to its implementation.

© Towards Maturity CIC Ltd. 2015 Page |9
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2 THE NEED FGRHANGE

Mid-sized businesses invest less in learning technologies than larger organisaticere a
achieving less impact from their programmes. Although d&ycipatea wide range of business
benefits fom theirinvestment, in reality the benefits are proving hardeathieve

2.1 CURRENT LEVELS OF ESYMENTN LEARNING TECHN®G&IES

At first glarce, the Towards Maturity benchmarking data portrayganisationsvith 250999 staffas

behind the curvavhen it comes to a modernised learning strate@enerally, they fall way short of the
benchmarks set bthe top learningorganisationsDespite65% ograting in multiple locations in one nation
and a further 23%with an international presenceheir use of learning technobiesin particular
dramatically lags behind.

Organisations are using more technology than ever before. Our data shows that, acedsgence set of

40 technology options, the number in use across 50% or more of the sample has risen from 10 to 16 in the
last 3 yearsFor midsizedorganisationsthis figure is still at the lower end of the scale, with just 10
technologies used on axage.

Mid-sizedorganisationsare eenabling less of their formal learning than the sample average and
significantly less than top learnimgganisations They are investing a lower proportion of their training
budget on technology, anachieving lower tke up and achievement rates.

Tablel Technology takeup indicators

Mid-Sized 2014 Sample [ TM Benchmark

Technology Takelp Indicators

Businesses Average
%employees using online learning for neompliance 23% 33% 52%
%employees using online learning for compliance 51% 59% 64%
Completion rate for compliance training 61% 70% 79%
%formal learning eenabled 19% 29% 42%
% L&D budget allocated to learning technologies 13% 19% 26%

Please note that we only provide a completiate for compliance training subjects. Completion rates in-non
compliance subjects are not directly comparable as staff are often encouraged to take the learning they need from a
programme rather than complete full courses.

Top learningrganisationsre reporting wideranging business benefjtaith 42% saying that technology
enabled learning has made a significant contribution to increasing revevhiest56% recognise its
contribution to improvements in productivity across the organisation.

5The TM Benchmark scores represent the average scores from the top quartile in the Towards Maturity Benchmark Study 2014.

© Towards Maturity CIC Ltd. 2015 Page |10
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2.2 BENEFITS PORTED BY TOP LEARGDRGANISATIONS

Over the last decade, the maoenchmark study has shown that increases in training quality and
consistency are amongst the first benefits generally seen as a result of introducing learning technologies,
and even thos®rganisationghat are new to learning technologies are likely to report these benefits.
However, top learningrganisationgas measured by the Towards Maturity Index) see significantly higher
business benefits in terms of supporting customers, talent@rahge.

When compared to colleagues in the bottom quartile of the TM Inithe¥f of all the miesized businesses
are in this group)the difference in achievement of critical business results is even more marked. Compared
with the bottom quatrtile, top leaning organisationsare:

More thansix timesmore likely to report:

> Faster response to business change (53% vs. 7% bottom quartile)

> Improved productivity (55% vs. 8%)

> Reduced time to competence (46% vs. 6%)

> That they havepeeded up the application ofdarning in the workplace (51% vs. 8%)

More thanfive timesmore likely to report:
> Increase ongoing sharing of good practice (45% vs TOPLOBENEFITS FROM TEOHRGYENARED

9%) LEARNING FOR ME)ZED BUSINESSES
> Improved talent/performance management (34% vs 65% comply with new regulations and legal
6%) requirements
. . %i i -
They are also more thahree timesas likely to report: e :2‘;::;]’; SEENENREE O e e

> Improvedcustomer satisfaction (57% vs. 13%)
> That they sipport organisational change (58% vs.
15%)

38% inform our customers and suppliers of
new products and services

36% help implement new processes or new
Mid-sized businesses are delivering lower programme imp:i products

and fewer business benefits than most. For example: _ . .
36% improve induction process

> 18% improvement in ability to change procedures o
products (compared tdM Benchmark values of 24%

> 15%improvement in ability to roll out new IT system 33% extend learning to remote workers
or applications (25%M Benchmark)

> 10%improvement in customer satisfaction (18P

33% help implement new IT systems

32% increase learning access and flexibility

Benchmark) 32% develop a better qualified workforce
> 9% improvement in productivity (15%v . _ _
Benchmark) 28% push updated information to employee:

) ) at the poirt of need
> 4% improvenent in revenue (11%M Benchmark)

learning that supports our business goals

© Towards Maturity CIC Ltd. 2015 Page |11
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2.3 DRIVERS AND BENEFH®R MIBSIZED BUSINESSES

The top drivers for investing in technolegpabled learning cited byver nine out of tenmid-sized
businesses art:

Improve induction process

Increase learning access dftekibility

Increase ability to adapt programme to individual need/context
Develop a better qualified workforce

Improve customer satisfaction

Support organisational change

Speed up and improve the application of learning in workplace
Reduce time to compence

Increase the ongoing sharing of good practice

Improve talent/performance management

Improve employee engagement with learning

vV V V V V ¥V V V V V Vv

Mid-sized businesses are also looking to technology to deliver improvements in training efficiency. Over
nine out of tenseekto:

Improve management and administration of learning at work
Improve monitoring of impact measures

Improve the quality of learning delivered

Achieve greater consistency of learning experience
Increase volume of learningeaching more people

Deliver geater value for money

vV V VvV V V V¥V

However, across these and a range of other benefits, only an average of 25% are achieving the benefits that
they seek. This is slightly below sample average (31%lMhybcamparisontop learningorganisations
illustrate that many bainesses are achieving over 50% of what they seek.

There are some notable exceptions where over-tied of mid-sized businesses record success in
achievinghe followingbenefits:

Comply with new regulations and legal requirements (65% vs. average 67%)
Improve effectiveness of fae®-face learning (46% vs. 46%)

Help implement new processes or products (36% vs. 44%)

Inform our customers and suppliers of new products and services (38% vs. 40%)
Improve the quality of learning (35% vs. 40%)

Increase volumefdearning, reaching more people (34% vs. 40%)

Reduce training costs (34% vs. 38%)

vV V V V¥V VvV VvV V¥V

Appendix 4provides a comparison of drivers and benefits acrosssized businesses, the sample average
and top learningrganisatims.

© Towards Maturity CIC Ltd. 2015 Page |12
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2.4 BARRIERS TO ADOPTION

2.4.1 ARELUCTANCE TO CHENG

While it may be true that these businesses are continuing to transition their structures and L&D models
away from thoseequired foran SMHEo mirror a larger business modet is surprising that they havsot

been able to implement a better use of technolegyabled learning to support their gwing employee
bases.

Perceived barriers to learning provide further insight TOPI0BARRIERS TO LEARBIDNLINE

into why this is the casé\ large proportiorof mid- 83% lack of skills amongst employees to manage
sized businesseagport reluctanceamongststaff to own learning

learn with new technology (67%, compared to only = 749% cost of setup, development and maintenance

38% from the top learning organisations) amd 70% e-learning too generic and not sufficiently

reluctanceamongline managers to adopt new ways tailored to our needs

of learning (64%, compared with 45% from top 67% reluctance by users to learn with new
learning organisations). 46% also suggest that technology

learners do not have sufficient ICT skills to access t g494 reluctance by line managers to encourage ne
learning (comparedtb only 25% of the top learning ways of learning

organisations). 59% unreliable ICT infrastructure/low

_ _ o bandwidth/technical restrictions/firewall
A reluctance to change is a real barrier f&D within

thesebusinesses and something they need to
challenge heaen. Recognisingropensity for change
is the first step, as this will highlight the critical
success factors that will be required to make chang
happen.The following modef whilst many years old,
givesclear, relevaninsight intothe forces thatwill
drive change withi anygivenorganisation:

55% reluctance by senior managers tsaionline
materials

55% not seen as a management priority

51% past experience of€ S| Ny Ay 3 KI &
our expectations

50% lack of attractive, higiguality elearning that
supports our business goals

Forces Driving Culture Change Forces Restraining Culture Change

Change at the top
Career-based organisation

Powerful external influences

‘ Low turnover
[Vision of the future
j Success
|Powerful leader
‘ Stable environment
[Acceptance of need to change
Ciriteria of success not visible
Externally focused
Lack of clear authority.
|Crisis or opportunity

6 Williams, Dobson and Walters (198@hanging Culturd.ondon,Institute of Personnel Management
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Athorough analysis of all aspectsatbusines and its key stakeholdevsll be required toconstruct a
changemanagemenplan.Models, such athe McKinsey /SFamework, may be useful to support this
process

Other models foimplementing a change programni® ® 3 ® Y QepdiafeMBoireadily availablen the
case of L&Dthe TM Indexidentifies a series dhactors that should be consideredhenenauring
engagementa criticalcomponentfor driving change.

In every elenent of ensuring engagement, thoseganisationsith 250999 employees are falling well
behind the levels of attainment that are required to meet the TM benchmark.

Figurel Implementing an effective change programme

I —— 7%

We help people make sense of change 36%

I 25%

We pull key stakeholders together into a steering group to I, 61

. . . 37%
support programme design and implementation D

We ensure there is a communication plan in place for all key _38‘Y 73%
0
stakeholders I 0%

We provide our learning initiatives with a specific identity and _Sl‘V 81%
brand I 5%

We complete and report on p||0t projects before _ 69%

46%

implementing major learning initiatives T E

We identify and train local champions to act as agents for I 6%

33%

change I o

B Top learning companies 2014 Average M Mid-sized business

2.4.2 SUITABILITDF TECHNOLOEENABLED LEARNING

However, not all the issues facegt mid-sizedbusinessesire internal. 70% ofrganisationsvith 250-999
staff report that elearning is too generic and not sufficiently tailored to meet their needs.i3lais issue
facedby most of the businesses within our sample (withearrage scoref 58%) and, notablyg3% of top
learningorganisationsalsosharethis complaint. However, kile the smallestand the largest organisations
are able tocircurmavigatethis issuethe mid-sizedbusinessesre not.

Perhaps, given their smaller staff baS&/Es aréetter positionedto redress the generic nature of some e
learningby supplementingts usewith more traditional practices (or, indeed, avoiding it altogeth&)me
37% of this pup agree that they understand the critical questions to ask of their external providers,
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compared to 81% of top learnimyganisations The largest of organisationmsay bein a position to develop
or commission tailemade learning solution® meet ther specific needsFor example

> 40% of miasized businesses usdeaarning objectshat have beercustommade externally, half of
the level found in those with over,800 staff
> 51% use dearning objects custormade in house, compared to 89% in those vatker 5000 staff

While organisationsvith 250-999 staff havepassedhe point where they can address their learning needs
efficientlythrough traditional methodsthey haveyet to reach the size where commissioning tailored
learningsolutionsis always ging to becosteffective.

It could be that learning providers aoxerlooking a key opportunitlgy not serving thé market as well as
they could Our data suggests thateps should beaken to work closer with thenid-sizedbusiness market
to develop stutions that better meet their needs.

Further information on barriers can be foundAppendix7.

2.4.3 L&DSTAFFCAPABILITY

Thereisanother reason why technologgnabled learning is so underutilised by this group. 67% report a
lack of skills amongst L&D staff to implement and manafgaming. This compares with an average score
of 60% and only 38% of top learning organisations regbe sameissue Our data reveala needto better
supportL&D staff tamprove their understading of technologsenabled learning so that they can
championthe keybenefitsacross their organisation

We address the issue of L&D capability in more detail in se6tidrihis report.

In the next chapter we look at the skills offered arehabled ly midsized businesses and the
technology that is used to underpimeir delivery.
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3 CRITICAL SKILASD LEARNING INNOCM®N

Mid-sized businesses offer a wide range of dhiltsare less likely to-enable those skills than
larger organisations. They arsing a more restricted range of learning technologies, but are
exploring ways of using mobile learning to support flexible working patterns.

3.1 BUILDING SKILLS

While mid-sizedo dza A y $a & $a |+ NB  dzy RSN 1001060105 oprereD Ya 2 ¥
Syl o0t A yexdbpndeit XHigioes not mean that they do
not recognise the importance of skits shy awayfrom offering ~ 99%induction

training opportunities Within the last 12 months, id-sized 96%internal systems and processes
businessesiaveactuallyexceeddthe scores of top learning 92%industry specific
organisationsvhenit comes todelivering &ills development 91%health and safety

opportunities inthe following areas ,
91%general IT user skills

Leadership and management skills 90%organisation specific

Induction 88%communications/interpersonal skills
Health and safety

Industry specific regulatory requirements
Customer handling/service
Organisatiorspecific skills 85%project management
Internal systems and processes

87%team working/working with others

87%customer handling

vV V V V V V Vv

While itis reassuring to see that these businesses recognise the critical nature of these skills to their

business and thisomparativehigh performanceis good news for their future, the current indications are

that it is not delivering the results that they neeltl may be that some of the investment that is being made

AY 2FFSNARAY3I NB3IdzE | NJ alAftfa RSOSE2LIVSyYy G 2332y AD
skillsto bring them closer to the TM Benchmark in this area

A full list of skills déred and eenabled can be found iAppendix 5
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Figure2 E-enabled skills for the miesized businesses

Improving own learning and performance (L&D skills)
Problem solving

IT professional skills

Company specific skills (not listed elsewhere)
Sales and marketing

Customer handling/service

Industry specific regulatory requirements
Communication / Interpersonal skills

Team working / Working with others
General IT and web user skills

Health and safety

Induction

Leadership and management skills

B Top learning companies average

_037 0.54
—— 0.24 '
I O.59
0.38
—— 0.27
I O.66
0.54
—— 0.34
. 056
0.52
I—— 0.28
. _______________}l
0.41 0.71
I 0.24
[ 0.55
0.42
— 0.17
I O.74
0.58
— 0.39
I 0.57
0.4
I 0.25
I 0.53
0.35
I—— 0.2
I 0.79
0.65
——— 0.49
[ 0.7 1
0.64
————— 0.51
I 0.583
0.49
——— 0.32
I O.67
0.47
I 0.31

2014 sample average B Mid sized businesses

3.2 UNDERPINNING TECHNGRIES INVID-SIZEDBUSINESSES

Mid-sizedbusinesses, compared with tiiévl sampleaverage, are less likely to use mdstms of

technologies to supprt content. The only exceptiaare W 2thie®a K S ded@rting Sbjectg70% are using
them inmid-sizedbusinesses v&7% on averagegndjob aidssuch agpdf checklistandinfographics(71%

vS. 66%).1 these areagnid-sizedbusinessesuck the trend andome close tahe extensive use of
technologyenabled learning seeim the top learning organisations.

Compared to the sample average, theeas wheranid-sizedbusinessescoreparticularly low are:

> Elearning objectg; made externally (40%re usinghem in mid-sizedbusinessess 64% on

average)

vV V ¥V V V¥V V

Online books (38% vs. 51%)

© Towards Maturity CIC Ltd. 2015

Elearning objectg, custom made irhouse (51% vs. 75%)

User generated conterg user directed (20% vs. 29%)

Video contentg best practice within our organisation (43% vs. 60%)
Usergenerated content; tutor directed (25% vs. 34%)

Blogs by tutors or learners (25% vs. 34%)
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The low use of these tools highligltkey aredor
improvement amongnid-sizedbusineses, particudrly when
consideingthat the use of these technologies yp learning ~ 83%e-learning objects
organisationss aboveaverage across the board. 78%surveys and questionnaires

. . . . 71%job aids/checklists
Further information on current technology usage is given in

Appendix®6.

TOP10TEEGINOLOGIES USED

62%virtual meetings

60%learning communities/communities of
3.2.1 SUPPORTING EKXIBLE WORKING PARNS practice

STBWatdEMaturity 60%enterprisewide information services

An important theme in th a .
P (e.g. SharePaint)

Benchmark Report is the importance of providing new
learning approaches to support new flexible working patter
that have been driven by a more mobile sképrce. Despite ~ 55%o0pen edwation resources (free to use)

59%o0nline assessment

the fact that L&D in mid-sizedbusinessesaveto provide 53%best practice videos
more flexide access to learning opportunities to staff 50%external social networks (such as
multiple locations few are using the technologiéisat can LinkedIn, Twitter)

truly support anytime anywhere learning=or examplemid-
sizedbusinessesas a wholere considerably leskkely to be usingloud-based contentd.g.GoogleDocs)
(22%vs.32%o0n average).

While 45%organisationswith 250-999 staff are more likelythan the average (42%9 provide mobile
devicedo their staff andconsiderably more thathe 38% of top learningrganisationsvho offer this they
are less likelpverallto be investing in rabile-enabled content

> Only29%%specifically enable content for mobile deviogs.40%on averagg
> Only22%are usingmobile app development tooj&.g. Gomo, LineStreamvs.39%).
> Only7%are developngcontent that is pl#orm-independente.g.in HTMLEvs.18%).

In the nexthree sectiors, we lookat the characteristics of top learning organisations within each
work stream of the Towards Maturity Miz|.
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4 |ESSONS FROMDPLEARNIN®RGANISATIONALIGNING TO NEED

Top learningorganisationsalign their learning to business and strategic goals. They gather
feedback from learners and their managers to help measure programme effectiveness, and
demonstrateand communicate the value of their programmes back to the business.

Currently mid-sizedbusinesses invest ¥8of their L&Dbudget in learningechnologiescompared to 1%
across thesample averagerT his would need to double tmeet the TM Benchmark sey the top learning
organisations

4.1 ALIGNMENT

How aremid-sizedbusinesseswith 25399 employeestesponding to the following in order to become top
learningorganisation8

4.1.1 DEFINING NEED

TheDefining Needwvork streamwithin the model highlights that tofearning
Defining Need organisationsare more likely to be proactive in understanding and supporting
both tactical and strategic organisational godilkis is an area in which most
are very strongln this study, we see thdhis isalsoan area of relative

strength wihin manymid-sizedbusinessesTheir scores are on a par with tbgerallsample in the

following areas

> If something is importanto the business, learning interventions will besasced and managed
correctly (57%f mid-sizedbusinessess. 55%or the sample average
> L&D team activity is fully aligned with the strategic goals of the organisation (56% vs. 56%)
> hdzNJ LIS2LX S dzy RSNRUOIFIYR K2¢g GKSANI 62N)] A& fAy]SR
> Everyone on the L&D team understands the strat@igns andpriorities of the business (55% vs.
56%)
> Our organisation assigns board level accountability for organisational learning (38% vs. 39%)

When it comes to deliveringtachnologyenabled learningtrategy, this step is crucial. The ability to align
learning to the businessand in return, to see business support and resource leargisgritical in
establishing adarning function of the futureThese results suggetstat mid-sizedbusinesses have the
foundations in place to deliver far more thémey are currently achieving.

Ultimately, howeverL.&Dmustdeliversuccessfullyo the businessOnly40% ofmid-sizedbusinesses

report that they are delivering learning initiativestime to meet the needs of the businesghe bp
learningorganisatisms say that theyare twice as likely to deliver thi®ur data suggests thaaking a

partnership approach with senior management to identify specific business metrics/KPIs that they want to
improve through learning ia keytactic thatmid-sizedbusinesse should take to help address this issue.

Only 2% ofmid-sizedbusinessesay they areurrently doing this, compared with 73% of top learning
organisations
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Mid-sizedbusinesses couldlsolearn from many of the other tactics employed by the top learning
organisationgo secure buyin at the highest levels within the organisation:

> Business leaders recognise that our learning interventions are aligned with the overall business
plan (31% omMmid-sizedbusinesses vs. 78% of top learnorganisation}

> Our organisation assigns board level accountability for organisational learning (38% vs. 59%)

> We analyse the business problem before recommending a solution (49% vs. 89%)

> Our learning initiatives support the skills the business needs (56% vs. 90%)

4.1.2 DEMONSTRATINGALUE

Top learningrganisationsre also defined by the way that th®emonstrate
Demonstrating Valueto the businessThey not only align with business gdals alsocontinue
this engagemenacrosshe businesdy gathering feedback, measuring
effectiveness and ecomunicating their successes stakeholders.

Value

In this areaprganisationsvith 250-999employeesare more likely tagree thatthey encourage peeto-
peer feedback about the impact of learning ¥@%s45%on averaggand that they provide learners with
reaktime feedback on progress (32% vs. 31Rtgwever mid-sizedbusinessesare not sogood at
accounting for th& L&D spend or analysing areas for improveméitr example, compared with the
benchmark set by the top learning organisatioosly half as many id-sized organisationagree that they:

> Know the opportunity cost of the various ways our learners learn (10% vs. 42% of top learning
organisationy

> Use learner analytics to improve the service we deliver (15% vs. 54% of top leangangsation®

> Actively use benchmarking as a performance improvement tool (13% vs. 35% of top learning
organisation¥

While just over half (51%) of thrid-sizedbusinesses say that their senior managers expect them to record
and report on course completions, only 20% regyladmmunicate dearning successes to senior
management; something that 70% of top learnimyganisationsay they do

Read the case study overleaf to see how Kallidus helpgd-sized leading UK insurance company
increase learning compliance by 28800% and improve visibility of management information
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CASE STUDWIANAGINGCOMPLIANCE IN A INSURANCE COMPANY

THE CHALLENGE

With the insurance marketplace more regulated and competitive than ever, learning and development is
critical for improving bsiness performance and succeshis midsized specialist insurance provider

needed to improve the visibility of management information, streamline training resources, improve
compliance and empower learners and leaders to manage development with@asgess, personalised
learning.

THE SOLUTION

The organisations ofuer 800 employeesow have access to antegrated learning ath performance
management systerto provide aone stopshop for learning and development. It has enabled the
organisation to centlise its training resources and budgets, link behavioural competency frameworks with
training and professional CPD, streamline administration and deliver a more personalised and blended
approach to learning.

The organisation is working towards embeddingesv allture where people take ownership for their own
development and are able to access the tools they need in one click to improve their knowledge, skills and
performance

Technology has also been used éamles$y integrate the learning programme withegular performance
reviews, ensuringhe organisation caprovide value across the organisation and inform strategic decision
making.

KEYRESULTS

> Proven ompliance hasncreasedby 28% and is now averaging 90% across the business.

> Thanks to the visibifly and quality of management information, the insurance provider now has the
power to track and direct vital training resources to where they are needed most, making L&D
investments smarter and more accountable.

G2S | NB y2¢ RlsdanngiBaNdassmomYirailids wiich has enabled

us to achieve significant costs savings, in addition to improving our compliance rates

by 28%. The feedback fotemrning has been very positive and we are now much

better placed to engage employees through a mo@WBIRS R I LILIINR F OK G2 € S

Learning & Organisational Development Officer

Note: Thisorganisation worked with Kallidus to integrate their LMS and Performance systetebver results
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5 LESSONS FROM TOP INBARBORGANISATIONSONTEXT AND CULTURE

Toplearningorganisationsare proactive in understanding the factors influencing learner

motivation and provide their learners with appropriate and relevant choices for work and personal
learning and development. They also take steps to embed learningtasf plae everyday work
culture, supporting talent management and individual performance.

5.1 LEARNERG@NTEXT

The secondavork streamin the Towards Maturity Model isearner Context

Learner with top learningorganisationsnore likely to be proactive in understanding

learner motivation and providing choicEor those going beyond compliance

GNI AYAYy3 FyR 20KSNI YSgedfs goirdes, fec@nomgizd A y S .
can widen the choice available to learners and significamibhrove learnemotivation.

Context

This is ararea wheremid-sizedbusinessesan learn from others. Currently thegore lower in almost
every aspect of this that we investigatdn particular, theare less likely to agree that

1 Individuals use learning technologies as a means of proving compefentheir job (13% vs.
sample average of 28%)
1 Learning technologies support learners in gaining business related qualifications (14% vs. 28%)
1 We support career aspirations (or personal job goals) with technology enabled learning (21% vs.
29%, rising to 6% of top learning@rganisationy

They are, however, more likely to say that individuals are rewarded or given some recognition for their
achievement (32% vs. 258 averagg an important consideration to support learner motivation.

5.2 WORK ONTEXT

The Work Contextwork streamof the Towards Maturity Model considers how
the more mature organisations integrate learning into the wider working
environment.This involves urefstanding and even influencirige IT
environment, management culture and talent managent programmes.

While organisationswith 250999 employees are more likely to say that they have good links/relationships

with their IT departmens (49% vs. the samplevarage of 46%), it could be thtitat expectations for
partnershipworkingis low.Forexample, aly 12% ot.&D professionals frommid-sizedbusinessesay that

theyAy Ff dzSy OS GKSANI 2NBF YyAal (A 2y Coaavardg@idid4% ot@R A | LI f
learning organisatior)s

The responses frommid-sizedbusinessesuggest that tiey haveyet to developa strong learning culture.
While a relatively high proportion (23% vs. 268the sampleaverag@ say that their organisation
encouragesnd provides time foreflection, only 40% say that their organisation welcomes innovation and
contributions from their workers (compared with 52% of the overall sample and 83% of the top learning
organisation¥.
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6 LESSONBROM TOP LEARNIRBGANISATIONBUILDINA.&DSKILLS

Top learningorganisationsaunderstand the essential skills their learningfpssionals need to
embed use of learning technologies into learning design and transfer, facilitating collaboration and
supporting learner performance.

6.1 BUILDING CAPABILITY

Maintainingand developing the skills of the L&D functisreritical tofuture
Building successTheBuilding Capabilitywork streamin the Towards Maturity model
highlights the critical importance of building the skills and confidence of L&D
professionals who are supporting workplace learning and performance.

Capability

When it comes tavorking with extenal providers, our data shows that th&D function within mid-sized
businessesecognise that they havsignificantdevelopment needs. Only 37% say that they understand the
critical questions that they need to ask of external providers. While the avesagye for the sample is a
relatively low 49%, 80% of the top learnioganisationsare confident in this regard. This is a crucial area
for development and something that external providers should note. A true partnership approlhdle
required to bring this latent marketplace ahid-sizedbusinesses into the fold.

Auditing current skills gaps amongst L&D staff undoubtedly provide key insight into further development
needs to support strategic goaldowever, his is something that currently only 20%fmid-sized
businessesay that they do, whereas 50% ofstlearning organisations take this approach
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6.2 DESIGNING LEARNING

Mid-sizedbusinessesnay benefit from embracing some thfe techniques that are used by top performing
organisations talesign inovative learning solution§ he majority of top learning organisations are utilising
a range of design techniques that are yet widespread irmid-sizedbusinesses

2014 Sample| Mid-Sized | Top Learning
Average Businesses | Organisations

Our approach is siped by models that support
learning directly in the flow of work

We formalise our approach to working with internal
subject matter experts

Elearning courses our organisation are always par
of a broad mix of approaches

We use video, audio, images and animation
appropriately as well as text in oudearning courses
We blend our use of several different learning
technologies (from social media for collaboration to
content delivery)

Where appropriate we provide micraeontent (i.e.
under 10 minutes)

We use online assessment to help prove complianc

6.3 SUPPORTING PERFORMANEND FACILITATIN®IO.ABORATION

42%

46%

37%

48%

21%

30%

50%

38%

32%

27%

42%

11%

22%

38%

69%

73%

64%

83%

56%

56%

70%

The ability of L&D teams to help staff learn by supporting perfareaand encouraging collaboration is
one of the aspects embedded within tiBaiilding Capabilityvork streamof the Towards Maturity Model.

Most mid-sizedbusinessesalong with the rest of the 2014 sample, are failing to understand the support
systems avéable to their staff (e.g. helpdesk, peer support, manager suppGdpversely81% of the top

performing organisations say that thelp understand thesesupport systems

This relative lack of understandiagnongst midsized organisationlsas an inevitale knockon effect in
terms of usage. Onl{0% ofmid-sizedorganisations (vs. 21% of the sampieerage) say that they use
available support systems to promote sedfiance, not a culture of dependencloplearningorganisations

arefive times more likdy to saythey now do this.

A healthy 62% of L&D staff withimganisationsvith 250pcbp SY LI 28 SSa

O2yaARSNI (KE

of many options for building skills and improving performance (compared to 78% within top learning
organisations); howevethis is yet to be reflected in their use of technolegyabled learning. Of those
organisationsvith 250999 staff, only 11% blend theise of several different learning technologies (from
social media for collaboration to content delivery). This corepagainst an average score of 21%, with the

TM Benchmark set at 56%.

© Towards Maturity CIC Ltd. 2015
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Figure3 Supporting learning in the workflow

We actively encourage learners to collaborate in building knowledge * 44%
resources, using tools such as wikis, forums, podcasts and videos | g N

We encourage learners to share experiences and solve problems using 14‘7_ 44%
. . . 0
online social media tools | A

I 41
We encourage learners to keep reflective learning logs 19%

I 11%

64%
We help people locate in-house experts when they need them 38%

I 38%

We have content curation strategies in place to help staff make sense of * 31%
the resources available to them I o v

We use available support systems to promote self-reliance, not a culture * 50%
of dependency 0 °

The objectives and aims of learning are discussed with individuals before _W 68%
‘0

they start learning M
I -
Individuals have access to a tutor or subject expert when learning online 15%
N 13%
W Top learning companies 2014 sample average B Mid-sized businesses

When it comes tsupporting performanceop learningorganisationsare significantly more likely to
implement arange of support strategies for their learners.

It is worth noting that while migized businesses are good at providing learners withthee feedback on
performance and encouraging and providing time for reflection, they are not generally encouraging
learners to keep reflective learning logs (11% vs. 19% on average). Although this has yet to be integrated
into the practices of the majority of top learnimgganisationsa significant minority of 41% say they now

do this.

6.4 ENGAGING STAKEHOLDERS

Anotherkeywork streamof the TM model i€nsuring Engagemepivith top
Ensuring learningorganisationsnore likely to be managing change and engaging
stakeholders

Engagement

Asdiscussectarlier in this report, there are significant weaknesses amonggdtsizedbusinesses when it
comes to stakeholder engageme®erhaps most notably, they are failing to empower individual learners
to facilitate their own learning. Only 17% involve users in the design of the most appropriate learning
approach. Although the majority of 2014 were afatling short on this, 64% of the top learning
organisationssay that this is something they do.
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There are other signs of disempoxee learners in other responses:

Learners have the confidence to manage their own development (11% vari8%erage
Individuals are encouraged to organise their own personal learning strategies (29% vs. 35%)
Learners engage inlearning courses without prompting (12% vs. 16%)

Staff in our organisation understand how to identify the right information appropriate for fbbir
(19% vs. 27%)

> Staff engage with professional selévelopment without prompting (12% vs. 19%)

vV V VvV V¥

In each of these areas, top learniagganisationsare, on average, at least twice as likely to be achieving
these outcomesisthe mid-sizedbusinesses in owsample However learner engagement ign arean
whicheven the top performingrganisationglo not routinely gairhighscores.tlis the engagement of the

AAAAA

senior managementteatd NEFf SOGSR Ay G(KS W5STAYAynherefi®iBSRQ &S00,

success is more apparent.

6.4.1 MISSING A TRICK WIFBRMAL LEARNING

Unlike the top learningrganisationsmid-sizedbusinessesre rot good at integrating online learning
opportunities with classroorbased training. Only 14% agreed that faodace trainingactively builds on
knowledge gained through-kearning coursegvs. 28% on averayes4% of the top learningrganisations
take this approach.

Unsurprisinglythen, only 14% involve classroom trainers in engaging learners with techrehadped
programmes This is only half the average score (of 28%) for all respondents.
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7 GONCLUSIONBECOMING 215"CENTURY LEARNING DEPMENT

The first step fomid-sizedbusinesse$o raise their gamés to definetheir key businesaeeds. While the
data suggests thatie L&D functiowithin mid-sizedbusinessesave the strategic understanding atite
requiredbudget available to them, they need to get far better at working in partnership with the senior
management team.

UltimatelyL&D, as with any other business fuioct, will be judged on the difference they make to the
business. Tdeliver outcomesthey need to build their credibility within the busine€3n a practical level,
they need to ensure that the L&D they delivaeets business needsndarerecognisedo be doing so.
Mid-sizedbusinesses need to get better at analysing business problems before recommending a solution
and they need to get better at delivering the right skills interventions at the right thrgenuine

partnership approach with the rest of ¢hbusiness is needed to ensure thaty skillsgapsare identified

and effectively addressed.

L&D leaders today recognise learning technology as a key driver for building performance, supporting
continuous learning, building talerdnd engaging learner@rganisationsvith 250999 staff are falling well
short of the TM Benchmark, set by the top learning organisations, in their use of techwaslabied
learning.

There is a need tincreasethe range as well as the extent of learning technologies useadithsized
businessessuch asising social media for collaboratiddid-sizedbusinesses should also ensure that a
blended use of technologgnabled learning is integrated into the more traditional methods that they
already utilise. For example, our dateaosls that the majority of top learning organisations integrate
learning technologies into their fade-face training and usthis faceto-faceapproachto build on
knowledge gained throughearning coursesThis is something that very femvid-sizedbusiresses say
they do.

Ourresearch has revealed a number of practical barriers that are prevemiictgizedbusinesses from

meeting their L&D needs. Notably, it appears that this group are struggling to find (or adepthimg that

meets their needsklearning providers shoulthke note of this untapped market. However, it is also

apparentthat L&D professionals within thesgganisationsre yet to develop the skills necessary to work

with external technology providers. Our data suggests that therenesed to develop the procurement
confidenceof L&D staff to ensure that thegan take full advantage diie external provide® expertise and

servicab ¢KSNB A& ¢2N)] (2 06S R2yS (2 SyadadbedKl i (KSe@
learning.

Finally our data suggesthat L&D within midsized businesses require high levels of change management
skills.It seems that thesenid-sizedorganisationsre facing considerable opposition to changebbyh staff
andmanagers. Moreover, it is clear that thebusinesses need to make radical changes to their L&D
approach.Leadership, change management and stakeholtggagementill be essentiako optimise their
L&D offering helping them meet and excedlde TM Benchmark and deliver lotgrm sustainability and
success.
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APPENDIA. OVERVIEW OFOWARDMATURITYWIODEL

Elearning maturity does not necessarily relat:
to organisation size or to the length of time Defining
. . Need
that they have been using learning
technologies. However, we have found over
the years that those thatave embedded Learner
. . . . text
learning technologies and integrated learning e
into every aspect of their business are realisil
the greatest benefd- and2014was no Work
H Context
exception.

Building
Capability

Demonstrating
Value

Engagement

o

In past studies we have analysed the

implementation activity of the more mature  ALIGNING TO NEED DELIVERING IMPACT
organisationsand grouped their behaviours

into sixwork streans that we describe in th€owards Maturity Model

These sixvork streans of effective practice are at the heart of the Towards Maturity Index.

TheTowards Maturity Index (TMIis the single index figuredm 1¢ 100 that each participant in the 2@l
study received to benchmark the maturity of their implementation of learning technologies against the six
work streans of the Towards Maturity model.

The behaviours in theork streans are reviewed annually witindustry subject experts and practitioners.
The TMI is not directly comparable year on year as the performance/implementation questions are
changed slightly each year to reflect the latest thinking.

Over 1500 organisations have received their TMI siitséntroduction in 2010. It is increasingly apparent

that those in the top quartile of the TMI are not only achieving significantly higher impact than average but
are much more likely to be working proactively to improve their implementation and integinate

learning activities into the workplace.

Top quartile learning organisations both exhibit and help us to define what we understand by effective
practice.Organisations in all sectors and of all sizes fall into this top quartile and throughoutbi$ vee
have included observations from top quartile learnarganisationsMore detailed case studies ©bp
LearningOrganisationscan be found atwww.towardsmaturity.org/tag/top -quartile-learning
organisations/

In this report, we consider two types dbwards Maturity Benchmarko support performance
improvement:

1 Performance Benchmarksfor efficiency and business improvement Key Performance Indicators,
the TowarddMaturity Benchmark is set as the average level attained by the top 25% of the TMI
sample over the last three years.
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9 Effective Practice Benchmarkshe Towards Maturity Benchmark is set at the level exceeded by
the top 25% of the TMI sample each year.

Now, with ten years of TMI Benchmarking data from o#@&00 unique organisations, the reliability of the
Towards Maturity Benchmark is established in the UK and across the world, and many organisations are
using the Towards Maturity model to help inform thdraw to get the best results with learning
technologies.

Towards Maturity Top performing organisations, mature in their use of learning technologie:
Model work streany are increasingly likely to:

Align implementation with strategic and tactical needd the organisation.Strategic
Defining Need alignmentsupports long term organisational goals with clearly defined vision
(endorsed by business leaders) which is flexible enough to shift with changing
business prioritiesBusinessalignmentensuresrelevance, deliveringhort term
results.

Provide staff with the confidence, motivation and opportunity to learn in a way the

Eﬂgﬁ; suits them best.They considechoicesfor their staff (in terms of control, access anc

information available to them) as well as addressing issdfi@sotivation (such as
recognition, career development and supporting work life balance).

Maximise opportunities to integrate learning into the wider working contexthey
considertechnical environmen{(IT relationships and infrastructureyork culture
(line management and workplace performance culture) and tateahagement
(proactively supporting the wider talent strategy).

Build the skills and confidence of the L&D professionals who are supporting
workplace learning and performancehisincludes understandingurrent skills and
attitudes (L&D essentialg designing learningtransferring learning supporting
performanceandfacilitating collaboration.

Focus on change management and marketing activities to engage influential

Elfg':iglgmgm stakeholders Implementing changeeffectively within the business includ@s/olving
leadersfor top down supportengaging trainergroviding critical integration with the

classroom an@mpowering individualdo create engaged and confident learners.

Understand and higlight business impacby gathering feedbackmeasuring
Demg:ﬂ;ating effectivenessn terms of businesmetrics andcommunicating benefitdack to key
stakeholders.

.. TheTowards Maturity Indexs a single benchmark of implementation maturit
I.l across the Towards Matity Model. Improving the TM Index will help
[\ organisations improve adoption and overall performance.

7 For a more irdepth article on the Towards Maturity modekeelmpact, the journal of applied research in workplacéearning at:
http://lwww.towardsmaturity.org/article/2010/01/15/impact -journal-applied-researchworkplace-e-learni/
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APPENDI2. KEYPERFORMANdEDICATORS

These KPIs relate to business impact (ability to implement change faster, productivity and ultimate
customer satisdction), staff impact (linked to staff engagement, qualifications and time to competency)
and efficiency (linked to cashable savings and time savings). For a full discussion of the Towards Maturity
Benchmarks, please refer to Section 3 in the 2014 Towdedarity Benchmark reportModernising

Learning: Delivering Results

Green shadinindicates exceeding benchmark value.

™
Benchmark
Valué®

Mid-Sized 2014 Sample
Businesses Average

Impact Indicators

Business Impact Indicators

Our ability to change procedures or products has improved by 18% 24% 23%
Our measure of customer satisfaction has improved by: 10% 18% 17%
Learning interventions have increased organisational revenue 4% 11% 10%
Staff Impact Indicators

Our measure of staff satisfaction/engagement has improved 11% 17% 17%
Time to competency has reduced by: 12% 12% 12%
Qualifications gained by staff have increased by: 6% 15% 17%
Staff turnover reduced by: 7% 9% 9%
Efficiency Indicators

Cost saved: 12% 17% 17%
Increase in volume of training: 27% 23% 21%
Reduction in delivery time: 23% 23% 22%
Reduction in study time: 19% 19% 20%

8 Key Performance Indicator Benchmark scores are basedyear3rolling averages from 2012 to 2014 to smooth out y@ayear
variation
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The following benchmarks are tak indicators to compare adoption of learning technologies within the
industry.

Technology Tak&Jp Indicators Mlq-5|zed 2014sample | TM Benchmar
businesses average Value’

% Using technologgnabled learning

: _ 23% 33% 52%
for non-compliance training
0 : .
Y% Using t_echnologgnablt_ed_ learning 51% 59% 64%
for compliancerelated training
% Formal learning-enabled 19% 29% 43%
Completion rate focompliancerelated training 61% 70% 7%

9 TMI Top quartile average value for 2014
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APPENDI8. IMPLEMENTATIORRACTICBENCHMARKS

TheTowards Maturity IndexTMI) provides a benchmarkeasurement of dearning implematation

practice across the six work streams of good practice within the Towards Maturity MdaeTMI is

calculated from answers to all of the statements in the implementation section of the Towards Maturity
Benchmark (individuals can compare their cviNA | y A & | ( A 2 y Q &Towad MatirkyO S  dza A y 3
Benchmark Centrander My Review, Accelerating Performance).

High values for the Towards Maturity Index are independently correlated with high Valutee Key
Performance Indicators.

Towards Maturity Index Mid-Sized | 2014 Sample [ TM BenchmarK

The score is out of 100 Businesses Average

Towards Maturity Index (TMI) 41.43 48.02 59.59

Towards Maturity ModelWork stream Mid-Sized | 2014 Sample [ TM BenchmarK
Each score is out of 9 Businesses Average

Defining Need 5.87 6.04 7.08
Learner Context 4.61 5.12 6.30
Work Context 4.73 4.99 6.00
Building Capability 4.03 4.62 5.65
Ensuring Engagement 4.35 4.99 6.07
Demonstrating Value 3.87 4.34 5.36

10Top quartile boundary
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Towards Maturity Action Area

Each score is out of 9

Mid-Sized
Businesses

2014 Sample
Average

Strategic alignment
Business alignment
Individual choices
Individual motivation
Technical environment
Talent management
Work culture

L&D Essentials
Designing learning
Transferring learning
Supporting performance
Faciliating collaboration
Empowering individuals
Engaging trainers
Involving leaders
Implementing change
Gathering feedback
Measuring effectiveness

GCommunicating benefits
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5.81
5.93
5.37
3.85
4.61
4.16
5.37
4.28
4.50
3.29
4.45
3.69
4.24
3.68
4.70
4.78
4.47
3.50
3.63

5.98
6.11
5.78
4.45
5.01
4.49
5.47
4.88
5.12
412
4.72
4.19
4.75
4.64
5.13
5.39
4.66
3.93
4.39
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APPENDI®. DRIVERS AND BENEFITS

To asseskey businessrivers and benefits, participants were askéd2 K & I NS (GKS o6SySTA
2NEIYA&lIGA2Y A& | OKASQGAY T N@Spbnse’svﬁeﬂexﬁsi’snoiﬁélslarmdzafx)/Sé
dza ¢ T a¢KAa A& | 0SYSFAG 6S ¢lyld odzi KI @S y20G @S

For a full discussion of the drivers for implementation of technoleggbled learning, please refer to
Section 2.1 in the 24 Towards Maturity Benchmark repoltodernising Learning: Delivering Results
Note that whilst top learningrganisationslo not always exceed the average for the percentage seeking
each benefit, they are more likely to be achieving the bendfiéy sed.

DRIVERS

TopBusiness Drivers Mid-Sized | 2014 Sample gf’gpaﬁﬁf;ﬁf,?s
Cited by over 90% of respondents Businesses Average Average
Improve induction process 94% 91% 86%
Increase learning access and flexibility 97% 96% 100%
Increase abilityd adapt programme to individual need/context 96% 90% 94%
Develop a better qualified workforce 94% 90% 93%
Comply with new regulations and legal requirements 85% 85% 89%
Help implement new processes or new products 87% 89% 90%
Increase on the job prodtiwity 89% 90% 93%
Improve customer satisfaction 90% 88% 89%
Improve staff retention 85% 81% 84%
Help implement new IT systems 75% 75% 80%
Support organisational change 98% 93% 90%
Inform customers/suppliers of new products/services 51% 55% 66%
Engag new types of learners 85% 85% 88%
Provide a faster response to changing business conditions 88% 91% 91%
Speed up and improve the application of learning in workplace 97% 93% 95%
Reduce time to competence 94% 91% 90%
Increase the ongoing sharing ofagbpractice 95% 95% 98%
Push updated information to employees at the point of need 86% 87% 94%
Improve talent/performance management 97% 93% 96%
Improve employee engagement with learning 92% 90% 91%
Improve effectiveness of faam®-face learning 86% 83% 85%
Improve staff motivation 89% 83% 80%
Extend learning to remote workers 74% 74% 84%
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TrainingEfficiency Drivers

Cited by over 90% of respondents

Improve management and aanistration
of learning at work

Improve monitoring of impact measures

Improve the quality of learning delivered

Achieve greater consistency of learning experience
Increase volume of learningeachingmore people
Reduce training costs

Reduce time away from the job

Deliver greater value for money

BENEFITS

Mid-Sized
Businesses

97%

95%
98%
95%
91%
86%
89%
98%

2014 Sample
Average

94%

94%
96%
94%
89%
85%
87%
93%

TopLearning
Organisations
Average

95%

94%
95%
98%
93%
90%
84%
90%

For a full discussion of the benefits of implementation of technoleggbled learning, please mfto
Section 2.4 in the 2014 Towards Maturity Benchmark repdadernising Learning: Delivering Results

Business Bnefits

% of those seeking el benefit that achieved it

Mid-Sized
Businesses

2014 Sample
Average

TopLearning
Organisations
Average

Improve induction process

Increase learning access and flexibility

Increase ability to adapt programme to individual need/contex

Develop a better qualified workforce

Comply with new regulations and legal régments

Help implement new processes or new products

Increase on the job productivity

Improve customer satisfaction

Improve staff retention

Help implement new IT systems

Supportorganisational change

Inform customers/suppliers of new products/services
Engage new types of learners

Provide a faster response to changing business conditions
Speed up and improve the application ofrieimg in workplace
Reduce time to competence

Increase the ongoing sharing of good practice
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25%
32%
16%
26%
65%
36%
22%
29%
26%
33%
23%
38%
13%
9%
11%
13%
15%

34%
35%
22%
33%
67%
44%
28%
33%
24%
42%
32%
40%
24%
24%
21%
22%
24%

57%
61%
44%
46%
2%
65%
55%
59%
40%
66%
58%
57%
46%
52%
51%
44%
45%
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Push updated information to employees at the point of need

Improve talent/performance management
Improve employee engagement with learning
Improve effectiveness of fael-face learning
Improve staff motivation

Extend learning to remote workers

Training efficiency benefits

% of those seeking each beihdfiat achieved it

28%
14%
14%
46%
17%
33%

Mid-Sized
Businesses

26%
21%
23%
46%
24%
39%

2014 Sample
Average

55%
35%
45%
66%
55%
67%

TopLearning
Organisations
Average

Improve management and administration of learning at worl

Improve monitoring of impact measures

Improve the quality of learning debved

Achieve greater consistency of learning experience

Increase volume of learningeaching more people
Reduce training costs
Reduce time away from the job

Deliver greater value for money

General Bnefits

% of sample that strongly agree with each statement

24%
10%
35%
25%
34%
34%
21%
22%

Mid-Sized
Businesses

32%
18%
40%
32%
40%
38%
33%
29%

2014 Sample
Average

45%
32%
68%
56%
62%
58%
S7%
54%

TopLearning
Organisations
Average

Learners put what they learn into practice quickly.

Learners recommend-kearning b colleagues
to improve job performance

Elearning has made a significant contribution
to increasing our revenue

Elearning has contributed to improvements
in productivity across the organisation

We have noticed patve changes in staff behaviour

Managers agree that-kearning delivers
additional business benefit

We have increased the proportion of staff
who are now on learning programmes

Staff can access learning directlyeneant to their job

Learners can determine their own path
through a programme of learning
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20%

10%

6%

11%

16%

22%

38%

39%

30%

25%

18%

21%

24%

21%

32%

41%

47%

29%

53%
35%
42%
56%
58%
61%
64%
73%

56%
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APPENDI®. XKILLS

A full discussion of the Towards Maturity Benchmark Research linked to skills and talent can be found in
Section 2.3.1n the 2014 Towards Maturity Benchmark repdviodernising Learning: Delivering Results
Compared to averagéop learningorganisationsare more likely to:

Enable more skillsA y Of dzRA y T witH&eehfology a1 Af f &

Support personal job aspirations andreer goals with technologgnabled learning
Allow staff access to a broad range of Hoh-related learning

Use performance support practices to support learning transfer after formal training

= =4 =4 =4

Green shadingndicates the sector exceeds the averageopflearningorganisations

TopLearning

Skill ” | Mid-Sized | 2014 Sample Organisations
Percentage that have offered each skill in the previous 12 mon{ Businesses Average Average
Leadership and management skills 92% 95% 91%
Induction 99% 90% 90%
Health andsafety 91% 88% 88%
General IT and web user skills 91% 88% 95%
Team workingiorking with others 87% 91% 96%
Communicationinterpersonal skills 88% 90% 94%
Industry specific regulatory requirements 92% 83% 86%
Customer handling/service 87% 67% 7%
Saks and marketing 63% 91% 92%
Organisatiorspecific skills (not listed elsewhere) 90% 39% 54%
Foreign language skills 28% 49% 56%
Basic skills (literacy, numeracy, English as a 2nd Languac 45% 73% 80%
IT professional skills 77% 77% 91%
Problem solvig 69% 78% 90%
Improving own learning and performance (L&D skills) 73% 92% 94%
Internal systems and processes 96% 85% 88%
Project/service management 85% 95% 91%

© Towards Maturity CIC Ltd. 2015 Page |37



TOWARDS 3=
MATURITY a®

WHAT SKILLS ARE BEIEM-GNABLER

¢ KSaN WSy 3aQ NBLINBE & Sy U a offeredShatlisdhald@oNI A 2y 2 F

Erating

The proportion of each skill offered that ieeabled

Leadership and management skills

Induction

Health andsafety

General IT and web user skills

Team workin@vorking with others
Communicatiofinterpersonal skills

Industry specific regulatory requirements

Customer handling/service

Sales and marketing

Organisatiorspecific skills (not listed elsewhere)
Foreign language skills

Basic skills (literacy, numeracy, English sscand anguage)
IT professional sks

Problem solving

Improving own learning and performance (L&D skills)
Internal systems and processes

Project/service management
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Mid-Sized
Businesses

0.31
0.32
0.51
0.49
0.20
0.25
0.39
0.17
0.24
0.28
0.21
0.27
0.34
0.27
0.24
0.30
0.21

2014
Sample
Average

0.47
0.49
0.64
0.65
0.35
0.40
0.58
0.42
0.41
0.52
0.40
0.42
0.54
0.38
0.37
0.51
0.36

ToplLearning
Organisations
Average

0.67
0.58
0.71
0.79
0.53
0.57
0.74
0.55
0.71
0.66
0.37
0.48
0.66
0.59
0.54
0.60
0.48
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APPENDIX. QJRRENT TECHNOLOGXGES

A fulldiscussion of the Towards Maturity Benchmark Research linked to technology can be found in Section
2.3.3 in the 2014 Towards Maturity Benchmark repdtdernising Learning: Delivering Results

Compared to averageégp learningorganisationsare more likéy to use a wider variety of technologies.
However, success does not correlate to thenberof technologies used but rather to theaythat they

are used. Top learningrganisationsare more likely to:

1 Know what technology enabled learning their IT systeran deliver and have good
linkg relationships with the IT departmepand

1 Blendtheir use of several different learning technologies (from social media for collaboration to
content delivery) to address a need

TopLearning

Mid-Sized 2014 Ssample Organisations

Technologies supporting content

Businesses Average Average
Elearning objects 'off-the-shelf' 70% 67% 72%
Elearning objectg, custom made externally 40% 64% 72%
Elearning objectg custom made irhouse 51% 75% 78%
All elearning objects 83% 93% 95%
Usergenerated content tutor directed 25% 34% 56%
User generated conterg user directed 20% 29% 45%
Allusergenerated content 33% 43% 66%
Video contentg best practice within our organisation 43% 60% 85%
Video contentg best practice outsid our organisation 33% 43% 68%
All video 53% 68% 89%
Podcasting 27% 31% 44%
Online books 38% 51% 69%
Isrg;)\/rir::Stlon repositories/learning portalspaid for 21% 54% 74%
Blogs by tutors or learners 25% 34% 59%
In-house wikis 27% 34% 49%
Job aids (e.g. pdf checklists, infographics) 71% 66% 78%
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TechnologiesSupporting Collaboration

Virtual worlds (e.g. SecondLife)

Virtual meetings (e.g. Webex, LiveMeeting)

VOIP conferencing (e.g. Skype, Google+ Hangouts)
Virtual classroom (live)

All live online

Immersive learning envdnments €.g.serious games and
simulations)

Communities of practice (communities to support working

practices)
External social networking or pe&y-peer sites (e.g.
FacebookLinkedIn,Twitter)

In-house social mediée.g. Yammer, Ning)
Learning communities (e.g. action learning)
Feeds/curation and social bookmarking (e.g. Curatr)

Administration and Management Tools

Mid-Sized
Businesses

4%
62%
47%
30%
74%

10%

43%

50%

32%
39%
20%

Mid-Sized
Businesses

2014 Sample
Average

%
7%
54%
46%
86%

23%

52%

49%

44%
48%
18%

2014 Sample
Average

TopLearning
Organisations
Average

13%
86%
70%
58%
93%

39%

66%

67%

55%
64%
36%

TopLearning
Organisatons
Average

Surveys and questionnaires to help learning transfer
Online assessment (e.g. to support certification)
Skills diagnostic tools (including simulations)

Online evaluation of business impact

Canpetency management systems

e-Portfolios

All LMS

Integrated LMS

TechnologyTools and Development

Environments

78%
59%
31%
26%
27%
14%
64%
18%

Mid-Sized
Businesses

81%
74%
45%
35%
38%
21%
80%
38%

2014 Sample
Average

91%
87%
62%
56%
52%
25%
83%
44%

TopLearning
Organisations
Average

Internal/enterprise-wide information services
Electronicperformancesupport systems

Cloudbased content (e.gsoogleDocs)

Software as a Service

Rapid application development tools

Open source ¢earning deelopment tools (e.g. Moodle)
Web 2.0 widgets for personalising learning environments
Massive Open Online Courses (MOOCSs)

Learning Record Store (Tin Can)

Achievement goaldjadges points systems

Single sign on process
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60%
32%
22%
16%
42%
36%
8%
17%
10%
7%
34%

70%
35%
32%
27%
61%
40%
16%
26%
19%
17%
44%

7%
45%
51%
42%
59%
46%
26%
35%
29%
27%
58%
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TopLearning

Mid-Sized 2014 Sample e
Organisations

Mobile technologies

Businesses Average Average

Provide mobile devices (e.g. smartphones) 45% 42% 38%
Provide tablet devices (e.dRad) 37% 38% 39%
Support Bring Yir Own Device (BYOD) 43% 45% 54%
Specifically enable your content for mobile devices 29% 40% 52%
Mobile app development tools (e.Gomo, LineStream) 22% 39% 49%
QR codes 28% 33% 42%
Develop content that is platforandependent (e.g. in HTML5) 7% 18% 27%
Integrate mobile apps within your LMS 11% 17% 34%
Create advanced security policies (e.g. leaver/device loss 7% 14% 26%
management)

Tools to organise and download mobile apps 6% 15% 30%
All mobile (for comparison in longitudinal tables) 70% 74% 78%
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APPENDIX. BARRIERS

Note: Percentages in the following table refer to the proportion of the 2014 respondents that cited the factor as a
barrier to development. Lower percentages indicate this factor is less of a barrier.

2014 TopLearning
Sample [Organisationd
Average Average

Mid-Sized
Businesses

Barrier

Barriers relating to content

Cost of seup, development and maintenance 74% 67% 67%
Lack of attractive, higlhjuality elearning to support business goals 50% 51% 47%
Past experience oftearnird K| ay Qi FdzZ FAff SR 51% 53% 39%
Suppliers overemphasise presentation and style 24% 26% 32%
e-learning too generic and not sufficiently tailored to our needs 70% 58% 63%
Lack of credibility of learning materials 33% 32% 30%

Barriers relding to staff

Not seen as a management priority 55% 50% 43%
Ic_)fcttécsgiglgc; knowledge about the potential use and implementat 51% 549% 34%
Lack of skills amongst L&D staff to implement and managaming 67% 60% 37%
Lack of skillamongst employees to manage own learning 83% 66% 54%
Reluctance by classroom training staff to adopt new technology 32% 39% 33%
Reluctance by users to learn with new technology 67% 57% 38%
Reluctance by senior managers to use online materials 55% 48% 49%
Reluctance by line managers to encourage new ways of learning 64% 56% 45%

Barriers relating to technology
Unreliable ICT infrastructure/low bandwidth/technical

restrictions/firewall S S A
Insufficient staff access to computers to be worthighi 20% 24% 22%
Learner ICT skills 46% 37% 25%
Lack of support from IT department 33% 36% 28%
Pace of technological change 38% 39% 38%
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Barrier

Barriers relating to mobile larning
Wide variation in learners' personal technologies

General fear of losing control of the ‘corporate infrastructure’

IT security issues (or perception of thidpss of data, increased
possibility of viruses

Complex to support (or perception of this)

Learners prefer to use PC/laptops

Small screen size not suitable for our content

Barriers relating to social learning

Existing control and command cultupslicy-related

Technology or IT security related

Issues of user safety, identify or trust

Social media is the domain of other departments in the organization
G1 SIFR Ay GKScatliviygeaway Sy G+t A G @&
L&D staff won't facilitate social learning

Our learners are unwilling to share with each other

Mid-Sized
Businesses

62%
29%
57%
47%
28%
36%

49%
55%
38%
28%
26%
13%
16%

2014
Sample
Average

58%
38%
64%
49%
18%
31%

50%
52%
45%
25%
26%
18%
17%

TopLearning
Organisation
Average

62%
42%
68%
39%
16%
33%

45%
53%
49%
18%
17%
12%
14%

For a full discussion of the barriers to implementation of technoleiggbled learning, please refer to
Section 2.5 in the 2014 Tawnds Maturity Benchmark reporiodernising Learning: Delivering Results
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ABOUT KALLIDUS

Kallidus is an awardinning supplier of integrated

learning, performance, 360, talent management

technologies, bespoke-learning content and

consultancy service®edicated to customer excellence, Kallidus works in partnership to support
the development of talented people and to deliver real business performance improvement within
public and private sector organisations of all sizes, in all sectors, includingnealh names like
Boots, O2, Transport for London and Eurostar.

For further information, visitvww.kallidus.comor follow @Kallidus on Twitter.
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