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* Feedback discussion with the cross-functional leadership
team and training team members.

+ Lessons learned discussion with the recruiting team.

+ Lessons learned discussion with e-learning consultant Kineo.

« Informal feedback from trainers and BELL team members. This
data indicates that most learners found the e-learning user-
friendly, easy to navigate, and interesting to complete. Some 99
percent of learners said the e-learning helped them identify
ways to live the BELL mission, vision, and values in their daily
work; 99 percent of learners said the e-learning enabled them to
use efficacy to ensure their scholars’ success; and at least 93 per-
cent of learners said the e-learning prepared them to plan their
literacy, math, and enrichment lessons effectively.

JUDGES’ COMMENTS:

+ Extended the program’s reach without more headcount.

« Solution targeted for the least common denominator desk-
top environment.

+ Good opening home page.

+ Good strategy to extend the program without staff.

+ Interesting combination of tools used.

* Clear cost savings and increased capacity.

* Extensive feedback; learner and management satisfaction
high.

* Good interactivity.

ELECTRONIC PERFORMANCE SUPPORT MOBILE &
WORKPLACE LEARNING PROJECT OF THE YEAR

Realogy Corporation

VENDOR: Christensen/Roberts Solutions

PROJECT: Salesforce Coach

CHALLENGE: Salesforce, a customer relationship management
application, was being rolled out to the Realogy Franchise sales
force. In a previous attempt to roll out the Salesforce applica-
tion, adoption was unsuccessful, partially because the training,
conducted via virtual classroom prior to use of the application
was not effective. By the time the salespeople went to perform
particular tasks in the application, they had forgotten much of
what they had learned. And much of the knowledge users needed
to do their jobs competently could not be covered in the
training because of time restrictions. For this second attempt,
the initial request was for on-site training, thinking this would
be a more effective way to train users, and, therefore,
increase the likelihood of adoption. But this approach

would be costly, due to the expense of delivering nation-

wide on-site training, and would cause considerable loss

of sales productivity. Plus, there was no evidence it

would lead to more effective use of the application.
Consequently, the Learning Services team, its perform-

ance consultant, Christensen/Roberts Solutions, and
Franchise Sales leadership decided to build an electronic
performance support system for Salesforce users, one

that would both improve on-the-job performance and
reduce the amount of training users need to achieve
competence.

SOLUTION: A hybrid combination of an electronic per-
formance support system (EPSS) and distance learning.

The performance support system, called the Salesforce
Coach, was developed using the ActiveGuide Studio
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and Toolbar from Rocket Software. This enabled Realogy to cre-
ate, deliver, and maintain synchronized support for a Web-based
application, Salesforce, and to do so without touching the
underlying application code. The EPSS provides on-demand,
just-in-time guidance for all the tasks the sales team needs to
perform within the Salesforce application. For each page in the
application, immediate step-by-step instructions explain how
to complete the task they are working on. At the same time, the
system provides best practices and business rules relevant to
the correct performance of those tasks. The hypertext struc-
ture of the content enables easy access to browser-based
resources to help users understand what needs to be done and
how to do it. The EPSS offers additional support for those
pages in the application that require extensive data entry by

» Strategic buy-in from key decision makers—in this case, the
CIO’s support for “disruptive” innovation—is essential when
rolling out an unconventional solution.

* Performance support content must be precise and requires
close coordination with subject matter experts.

* Make sure all technical decisions are taken care of up front
rather than left to the last minute.

¢ Expanding your training solution to include an electronic per-
formance support system (EPSS) makes training more effective.

 Look to develop a hybrid EPSS/training methodology you can
repeat with other applications.

www.trainingmag.com



embedding rollover “tooltips” for key fields. At no time are
users more than a quick click or two from the guidance they
need in a form they can immediately apply. The existence of
the performance support on each user’s PC enabled Realogy to
reduce the training time usually spent trying to get users to
master the procedures they want to, or have to, perform in the
application. Consequently, the company needed to rethink the
role of training, using it more to establish how the application
will impact the way in which salespeople do their jobs rather
than focusing on how to do the tasks.

RESULTS: Making the EPSS available to each user enabled
Realogy to reduce the amount of training required from an
estimated two days to a little more than three hours, an 80
percent reduction of non-productive training time that the
sales force can better spend on selling. Realogy also can deliver
training via WebEx rather than in face-to-face training lab
experiences. Since classes no longer focus on data entry and
task completion, extensive hands-on training is no longer
necessary. This saves considerable money in travel and related
costs. The project also increases Realogy’s reach by supporting

users, such as new salespeople, who may not have immediate
access to training and instantaneous support. Early indica-
tions are that user acceptance has been positive, and calls to
the help desk have been reduced. The company expects addi-
tional operational efficiencies such as reduction in errors and
accelerated adoption time.

JUDGES’' COMMENTS:

+ Very good example of EPSS.

+ Integration of disparate technologies without requiring
access to source code or placing burden on learner/
performer.

* Reduces complexity.

« Establishes goals in the task context.

+ Immediately enables task completion, in spite of
application complexities.

* Delivers training at the point of need.

+ Time/cost benefits.

+ Easily updated, always available, and meets the needs of the
user.
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Testing Solutions that meets your exact needs!

administer, and report exams results...

LearningSource Assessment Management System: affordable solutions when you need to easily create, deploy,

&
g~ Call us for a 60-day no obligation trial and FREE white paper

Our award-winning LearningSource.ams is a comprehensive examination system that allows you to develop flexible and powerful exams

locally or worldwide. We recognize your learning needs and made our solutions easily adaptable to them. Developed by learning experts,

LearningSource.ams solutions enables you to rapidly create a variety of questions types and libraries, organize them into exams, quizzes,
or surveys, deliver standard or customizable reports, and deployable with HRIS or LMS systems to demonstrate business results.

CentralKnowledge inc.

Assessment Management Soluions

Call 1.866.489.7378 or visit us at www.centralknowledge.com to find out how we can help your business.

www.trainingmag.com
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Realogy is proud to partner with
Christensen/Roberts Solutions to deliver the
Salesforce Coach, the TIA award-winning
Electronic Performance Support solution.
We are honored to receive this prestigious
recognition from Training Magazine.

Through innovation and
partnership, we all succeed.

@M«mmnswxmmsSOLUTIONS REALOGY

THE BUSINESS OF REAL ESTATE

Innovative leaders in performance support since 1994.
phone: 203-389-4440 | email: info@crsol.com | www.crsol.com



