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80% of our knowledge gain, is acquired on the job

B Knowledge sharing, learning and
performance support solutions
cannot end at a ‘go-live’ event

B We must enable our employees to build up
their own knowledge by interacting with
their environment — push and pull

B We must reduce the ‘waste’ or ‘gap’
between knowledge and people — time!

B We must address the informal knowledge gain
requirements — training, coaching, support and
collaboration — by inviting our organization to build communities of
practice amongst employees with similar roles, responsibilities and goals

When these communities collaborate, they impact business results and employee performance and retention.

“A strong sense of community tends to correlate with exceptional company performance”
TD Magazine
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Who is it for?

e Organizations seeking to capture knowledge and improve
worker performance and productivity

What does it do?

e Supports employee performance on the job
e Enhances collaboration among employees
e Supports learning on multiple levels

¢ Transactional

® Process

¢ Conceptual

e Supports governance of content and process

Proprietary and Confidential Information of RWD Technologies, Inc. Do not reprint or redistribute without the written consent of RWD Technologies, Inc

Copyright ©2007, RWD Technologies, Inc. All rights reserved.




('; Perform Performance Support Benchma?'h

Elliott Masie’s

LEARNING
CONSORTIUM

In summer 2007, we surveyed 118 Learning CONSORTIUM
members for their current and future deployment plans for
a wide range of Performance Support approaches. Here is
an executive summary:

e 35% of organizations are currently deploying Performance Support.

e 50% of organizations are planning a future deployment of Performance
Support.

e Job Aides, Frequently Asked Questions and Collaborative Tools are the
three most used forms of Performance Support.

e Only 22% are very confident of their understanding of Performance
Support.
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5. How confident are you that you have a clear understanding of Performance Support?

Very Confident Elliott Masie's

Confant LEARNING
Somewhat Confident 'J c 0 N S 0 RTI U M

Do not have an understanding of |
performance support

0% 10% 20% 30% 40% 50%

7. What is the primary obstacle that you feel prevents or has prevented you from implementing
Performance Support?

%

Knowledge of how to properly design and integrate 31%
performance support into the work

Other 21%
Cost 18%
Lack of available technology 15%
Lack of research on how to effectively use 8%
performance support

No obstacles 8%
Too complicated 0%
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Distill business goals into
& measurable individual
Objectives & i i
ferromai accomplishments and define the
argets - .
interventions necessary for
individual success
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Objectives &
Performance
Targets

For information that should be “Learned” (stored in memory):

A blend of eLearning and traditional interventions to support delivery
and retention
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Objectives &
Performance
Targets

For those elements that are dynamic/complex and better stored outside of
memory for on-the-job look up:

Aids that will direct performance and the vehicles to deliver them
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- Performance
Objectives & Support
Performance
Targets

Collaboration

For the information and knowledge that is stored in corporate
repositories and memories:

Access to experts through collaboration and connection
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Objectives & Observed &
Performance Measured
Targets Performance

Collaboration

Capture and evaluate the pre-defined performance measures to
evaluate the effectiveness of these interventions on achieving and
sustaining individual and organizational goals
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Objectives & Observed &
Performance Measured
Targets Performance
[ Collaboration

Constantly evaluate and adjust performance to stay current
with business goals and individual performance
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Objectives & Observed &
Performance Measured
Targets Performance
{ Collaboration

m Learning - Stored in personal memory
m Performance support — Stored outside of memory for look-up

m Collaboration — Stored in memories of others
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Simulations
User Manuals FAQs
Configuration
Tips and Tricks
Training
Document Testing
Documents
Lessons
: Learned
Business
Process Policies
Tips and Tricks Flows
Business
Procedures
eLearning Content
Forms
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Project Team Materials

eConfiguration
Systems eTest
l Automated *BPPs

Business

Capture

‘ ‘ 2 End User Materials

eCue Cards

eWork Instructions
eClassroom Exercises
eSimulations

Performance Support

Materials
ePolicies
, *FAQs
*Process flows

eConcepts
eForms
*Tips & Tricks

Business |
Intelligence ‘

and

Corporate
Knowledge
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Feedback Consume Content

Search Contfent

View Online Help
Mab or;\ * e
Subject Matter C % End User
Expert . \

¥

Create
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Author Reviewer

Create Content Distribute
Record Content
Edit Content
Annofate

Distribute Content

Orgonize Content Library

One person's performance can make the difference

between success and failure —

between meaningful achievement and mediocrity.
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A complete performance support solution that helps you
create, organize, access, maintain and distribute
organizational knowledge to promote a community of collaboration
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Publish the procedure for user
performance support. When end
users ask for help, a context-
sensitive link delivers the procedure
to their desktops.

Run the Business transaction

Capture the transaction procedure —
menu path, steps, field entries, screen
capture — automatically!
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