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                                        Innovative learning and development (L&D) leaders are in demand more than ever before. Professionals who know how to leverage learning programs to drive sustainable change are like gold dust to chief executive officers. This was the case before the pandemic and is even more the case because of the crisis. Pre-pandemic skills requirements were already constantly shifting as innovative technologies, new ideas and new business models changed the face of work. These changes create constant gaps in the workforce’s capabilities, making the importance of the learning and development manager more important as ever.

Employers and employees must continuously update their skills in preparation for the needs of the constantly changing future. A 2016 Pew Research Center survey found that more than half (54%) of adults in the labor force believe “it will be essential for them to get training and develop new skills throughout their work life to keep up with changes in the workplace.” Workers feel constant pressure to keep their skills relevant, and many organizations are not structured to help their workforce develop new skills. The good news is that effective and easily accessible learning to help people and organizations deal with change is becoming more and more available as the long-promised “eLearning revolution” seems to finally be coming to fruition.

Preparing Employees for Change: A Case Study

The requirement to drive and sustain change in organizations through effective learning has been building for nearly two decades. At the beginning of the 21st century, the introduction of internet technologies into organizations required a massive need for learning to help managers and employees deal with rapid change. One of my favorite early examples is a project that I worked on from 1999 to 2002 at British Telecom (BT) in the U.K. This large, formerly state-owned European telecommunications company faced ever-increasing competitive and regulatory pressures. It had been privatized in the mid-1980s but enjoyed a monopoly until the late 1990s.

However, things were about to change — drastically. With the commercialization of the internet, the company was forced to rethink its products and services and to transform from a traditional “poles and phone lines” telecom company to a digital products and services provider. As a result, it faced the urgent need to convert 20,000 sales and customer service employees from selling and servicing decades-old traditional communications products to selling web-based products and services.

This reskilling required organizational innovation that went far beyond repurposing existing training and knowledge repositories for these employees. Internal surveys of the sales and service workers (including call center employees) showed a woeful lack of basic understanding of, let alone capability to sell and service, a rapidly emerging generation of products and solutions. Fewer than 20% of respondents to the surveys had any experience or knowledge of what the internet was or how it worked. How could they continue doing their old jobs of servicing their client base while learning new products and services and dealing with the disruption of change? The successful introduction of these new products and services required more than just the analysis and evaluation of knowledge-sharing. It required a strategic investment to facilitate large-scale change in the skills and mindset in a workforce of over 20,000 people.

At the time, I was senior manager at the consulting firm responsible for architecting and implementing a learning program to help BT create its first completely online learning program to help this massive workforce move into the future. What better way to help them become familiar with the internet than to use the internet to learn?

We developed the program and its online content and then rolled it out over a three-month period. We measured a baseline of capabilities beforehand and then measured those capabilities again after the three months was over and found a massive change in people’s skill levels: Over 90% of the workforce reported that they were now comfortable discussing new products and services with customers and BT saw a 57% increase in sales of new internet-based products and services. The investment in L&D to drive change paid off handsomely.

Put your people back in the driving seat of their change journey.

Modern Learning

Fast-forward to more recent times, and while there is more access to learning programs, people say they don’t have a lot of spare time at work. I’ve seen that if we present learning content in the flow of work and in familiar consumer formats, with channels, topics, recommendations and featured content, learners are more likely to complete it. This approach creates an opportunity to embed learning programs that drive change into the everyday work of individual employees.

Additionally, technology is rapidly becoming more intelligent. It knows the learners, their role and their skill gaps, and it serves up learning “nuggets” at the right time and the right place. Given that these emerging models and technologies are making learning more targeted, accessible and easy to consume, the main task left is to know which skills the organization needs today and tomorrow.

Which brings us to the challenges created by the COVID-19 pandemic. Organizations and workers find themselves in one of the most stressful periods since the Great Recession of 2008. In a crisis, forward-thinking businesses invest more, not less, in L&D as a way of keeping people engaged and helping them deal with a new reality — and of reinforcing new beliefs or strategies after the crisis.

Organizations that are adept in leveraging L&D to manage change have the following characteristics:

They Use L&D Programs to Help People Feel Empowered During Change

Two of the biggest emotions people experience during a change are fear of the unknown and a loss of control. Put your people back in the driving seat of their change journey, and set personal and/or team objectives for the change period. One of the things people can control is making sure they achieve the best from the change.

They Create Faith in the Future

The best L&D leaders help their organization create a picture of the future and inspire people to get on board. It’s important to be intentional and help people learn and understand what the future can look like and what is in it for them. L&D leaders can help by tightly weaving the future ambition into L&D programs that already exist to be sure they are being fueled by the new belief and are completely aligned with it.

They Make Change Sustainable

Using the process of change as an opportunity to develop your managers into better leaders and people managers embeds the ability to drive change in the organization from top to bottom. Leaders who walk the talk, as they say, speak volumes to the workplace.

To conclude, L&D managers have a once-in-a-career opportunity to make the point that investing in learning during a crisis can pay big dividends. Learning leaders who embrace the massive change in how we work will create competitive advantage by putting in place an L&D function that will drive transformation through learning programs.

The time is here. The time is now. What will you do?

Leaders who walk the talk, as they say, speak volumes to the workplace.
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                                        Innovative learning and development (L&D) leaders are in demand more than ever before. Professionals who know how to leverage learning programs to drive sustainable change are like gold dust to chief executive officers. This was the case before the pandemic and is even more the case because of the crisis. Pre-pandemic skills requirements were already constantly shifting as innovative technologies, new ideas and new business models changed the face of work. These changes create constant gaps in the workforce’s capabilities, making the importance of the learning and development manager more important as ever.

Employers and employees must continuously update their skills in preparation for the needs of the constantly changing future. A 2016 Pew Research Center survey found that more than half (54%) of adults in the labor force believe “it will be essential for them to get training and develop new skills throughout their work life to keep up with changes in the workplace.” Workers feel constant pressure to keep their skills relevant, and many organizations are not structured to help their workforce develop new skills. The good news is that effective and easily accessible learning to help people and organizations deal with change is becoming more and more available as the long-promised “eLearning revolution” seems to finally be coming to fruition.

Preparing Employees for Change: A Case Study
The requirement to drive and sustain change in organizations through effective learning has been building for nearly two decades. At the beginning of the 21st century, the introduction of internet technologies into organizations required a massive need for learning to help managers and employees deal with rapid change. One of my favorite early examples is a project that I worked on from 1999 to 2002 at British Telecom (BT) in the U.K. This large, formerly state-owned European telecommunications company faced ever-increasing competitive and regulatory pressures. It had been privatized in the mid-1980s but enjoyed a monopoly until the late 1990s.

However, things were about to change — drastically. With the commercialization of the internet, the company was forced to rethink its products and services and to transform from a traditional “poles and phone lines” telecom company to a digital products and services provider. As a result, it faced the urgent need to convert 20,000 sales and customer service employees from selling and servicing decades-old traditional communications products to selling web-based products and services.

This reskilling required organizational innovation that went far beyond repurposing existing training and knowledge repositories for these employees. Internal surveys of the sales and service workers (including call center employees) showed a woeful lack of basic understanding of, let alone capability to sell and service, a rapidly emerging generation of products and solutions. Fewer than 20% of respondents to the surveys had any experience or knowledge of what the internet was or how it worked. How could they continue doing their old jobs of servicing their client base while learning new products and services and dealing with the disruption of change? The successful introduction of these new products and services required more than just the analysis and evaluation of knowledge-sharing. It required a strategic investment to facilitate large-scale change in the skills and mindset in a workforce of over 20,000 people.

At the time, I was senior manager at the consulting firm responsible for architecting and implementing a learning program to help BT create its first completely online learning program to help this massive workforce move into the future. What better way to help them become familiar with the internet than to use the internet to learn?

We developed the program and its online content and then rolled it out over a three-month period. We measured a baseline of capabilities beforehand and then measured those capabilities again after the three months was over and found a massive change in people’s skill levels: Over 90% of the workforce reported that they were now comfortable discussing new products and services with customers and BT saw a 57% increase in sales of new internet-based products and services. The investment in L&D to drive change paid off handsomely.

Put your people back in the driving seat of their change journey.
Modern Learning
Fast-forward to more recent times, and while there is more access to learning programs, people say they don’t have a lot of spare time at work. I’ve seen that if we present learning content in the flow of work and in familiar consumer formats, with channels, topics, recommendations and featured content, learners are more likely to complete it. This approach creates an opportunity to embed learning programs that drive change into the everyday work of individual employees.

Additionally, technology is rapidly becoming more intelligent. It knows the learners, their role and their skill gaps, and it serves up learning “nuggets” at the right time and the right place. Given that these emerging models and technologies are making learning more targeted, accessible and easy to consume, the main task left is to know which skills the organization needs today and tomorrow.

Which brings us to the challenges created by the COVID-19 pandemic. Organizations and workers find themselves in one of the most stressful periods since the Great Recession of 2008. In a crisis, forward-thinking businesses invest more, not less, in L&D as a way of keeping people engaged and helping them deal with a new reality — and of reinforcing new beliefs or strategies after the crisis.

Organizations that are adept in leveraging L&D to manage change have the following characteristics:

They Use L&D Programs to Help People Feel Empowered During Change
Two of the biggest emotions people experience during a change are fear of the unknown and a loss of control. Put your people back in the driving seat of their change journey, and set personal and/or team objectives for the change period. One of the things people can control is making sure they achieve the best from the change.

They Create Faith in the Future
The best L&D leaders help their organization create a picture of the future and inspire people to get on board. It’s important to be intentional and help people learn and understand what the future can look like and what is in it for them. L&D leaders can help by tightly weaving the future ambition into L&D programs that already exist to be sure they are being fueled by the new belief and are completely aligned with it.

They Make Change Sustainable
Using the process of change as an opportunity to develop your managers into better leaders and people managers embeds the ability to drive change in the organization from top to bottom. Leaders who walk the talk, as they say, speak volumes to the workplace.

To conclude, L&D managers have a once-in-a-career opportunity to make the point that investing in learning during a crisis can pay big dividends. Learning leaders who embrace the massive change in how we work will create competitive advantage by putting in place an L&D function that will drive transformation through learning programs.

The time is here. The time is now. What will you do?

Leaders who walk the talk, as they say, speak volumes to the workplace.
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                                        website usability Usability is an all-important part of any software program — be it a web app, website, or a mobile app. Software that’s easy to use always trumps software that isn’t, even if it doesn’t have as many features.

The basics of user experience (UX) dictate that your web app should be intuitive, easy to navigate, and responsive (adapts automatically to screen size), while also being aesthetically pleasing.

But there’s more to UX than meets the eye. That is, there are elements you can work on to further enhance your app’s usability and inspire user loyalty. After all, 88% of users are less likely to return to a website after a bad user experience and 90% have stopped using an app due to poor performance, so better usability translates to user retention and loyalty.

In this post, I’ll outline four key tips that’ll help you build easier-to-use web applications and hang on to users.

Create a Strong User Onboarding Process

User onboarding is the process of guiding new users to quickly and easily find value in your app once they sign up. Think of it as a welcome bridge between being a new user and a highly engaged one.

Onboarding is the first point of contact once a user signs up, and thus it can help create a strong first impression.

You see, most users today have short attention spans and little patience. They will quickly lose interest if your app is confusing or seemingly complicated to use at first glance. That’s where user onboarding helps.

User onboarding allows you to communicate the app’s value right away, boost initial engagement, and, ultimately, facilitate a positive user experience.

Here are a few best practices to create a strong user onboarding experience.

Keep the Process Short

The onboarding process should be completable within seconds or minutes. Your goal is to help users quickly get started with your app, not to make them experts.

Gamify the Process

Adding fun elements like progress bars and checklists will make the process more engaging and appealing for your users. As a result, more users will finish it.

Allow Users to Skip the Process

Ultimately, no matter how useful or well-designed your user onboarding process is, if users want to skip it, they should have the option to do so. Never force your users to finish the onboarding process in order to start using the app.

When you open a web app that has thoughtfully designed swipeable screens or a tour that neatly explains what lies in store for you, you can’t help but feel that the app was designed by a competent team and not a bunch of amateur developers.

Optimize for Speed

A fast-loading web application is a more usable web application with a better user experience, plain and simple.

Speed is one of the most pivotal factors that can make or break your website or app’s usability. Your modern users simply don’t have the patience to wait for your site or app to load, and they won’t hesitate to ditch if it doesn’t load quickly.

So, optimize your app for speed. There’s plenty you can do to make your app load faster, such as:

	Compress images.
	Minify CSS and JS.
	Avoid unnecessary redirects.
	Improve server response time.
	Enable file compressions and browser caching.


Assess your current speed by running your website or app through a free tool such as GTmetrix or Google’s PageSpeed Insights to find out how it performs.

These tools will provide you with a list of recommendations that you can then work on to improve your speed. For example, you may have image files that are large and need to be compressed using an image compression tool. Or, you may have yet to enable browser caching so repeat visitors don’t have to completely reload the entire page every time.

Use the suggestions generated from these tools to understand which aspects specifically need your attention to attain optimal speed. 

Incorporate a Chatbot

Time and again, your users will face hiccups and difficulties in understanding or getting things done. Or, they may have some customer service-related concerns.

Now, most modern users, especially millennials and Gen Z, seriously lack the patience to get answers to their questions (yet again, the need for speed!). If they need any information or assistance, they expect a near-instant response.

Having live chat on your website or app enables you to be there for your users when they need you. However, you or your team can’t be available online 24/7.

And that’s where chatbots come in: nifty virtual assistants that are also loved by users. They provide prompt answers to all FAQs, accurately recall usage and purchase history, and never lose their cool.

website usabilitySo, rather than having users fill out a form or wait for a response over email, they can simply type in their queries and get on-the-spot answers to commonly asked questions and concerns.

Make It More Accessible

Better usability also translates to building a website or application that allows all users, regardless of their physical or mental ability, to make the most of your product.
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