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Agenda 1 Meet: The Qualtrics team

Learn: What is human-centered desigh and why it
matters for government learning and development

Do: Design the learning experience

W N

Ask: Questions and wrap up
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Meet the Qualtrics team

SYDNEY HEIMBROCK, Ph.D RYAN TWEDELL SHA’REFF RASHAD
Chief Industry Advisor, Employee Experience Account Employee Experience Account
Government Executive, DoD Executive, Civilian

TOM McGOLDRICK CYDNEY MILLER. SPHR

XM Scientist Senior Solution Engineer
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Human-centered designh (HCD) for
government learning and
development
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HCD is...

focusing
on the human
experience
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HCD solutions find
the “sweet spot”...

Desirable
[PEOPLE]

Viable - Feasible

[BUSINESS] [TECHNOLOGY]

... by keeping
the human at
the center.
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HOW HCD 1 Provides the personalized experiences
_ employees expect
|mprOveS 2 Mitigatesinvestment risk
learning and -

3 Improves organizational outcomes
development
. 4 Enables sustained readiness
In government



Managing the learning experience improves the ROl of L&D

What the data is showing

Learning XM approach

Areas of Impact
(not exhaustive)

Learners lose new information if Focus on behavioral changes within the learner experience 1 Overall Employee Engagement
not applied quickly and employees Automatically follow-up with learners and other stakeholders post- 1 Overall Employee Productivity
feel they do not have mastery of the learning to assess learning transfer and impact 1 Tailored Learning Curriculums
skills required to do their job Gather feedback from operational stakeholders and graduates of | Time to Full Productivity
learning programs to continuously assess and improve learning
requirements
1 Employee Satisfaction /

2 Few employees believe that training Standardize listening across all learning modalities (online, in person, Experience
measurably improved performance hybrid, informal, etc.) to establish common measurements 1 Organizational Readiness
and learning professionals believe Enhance learner records to account for all types of learning 1 ROl and Training Effectiveness
that personalised learning is vital to Measure behavioral changes over time to track improvements and 1 Employee Engagement
engagement correlate learning experiences to operational outcomes | Redundant/ Ineffective Training

. o . . . . T ROl of technology

3 Public sector has indicated core HR Effectively measure all aspects of the learner journey - including the 1 Efficiency of Learning at Scale
technologies are only fair or technology experience 1 Organizational Readiness
inadequate and few believe their Leverage external (often operational) data sources to provide critical 1 Feedback / Response Rates
organization has the processes and context about the learner’s experience | Redundant / Ineffective
tech to help attract the best talent Embed listening posts directly in the learner’s technology Technology
Public sector expects an increase in + Listen More! Scalable and flexible listening solutions allow employees to f Ealerlwt BrarFLd / Reprwtment

4 internal mobility but a majority rate give feedback that is actionable for both the individual and in aggregate [ Employee etention
their effectiveness at enabling + Correlate measured competencies to employee aspirations and goals by f gltl)gnrpent ofInd. & Org.
talent mobility as only fair or gathering and maintaining data in a single directory | ConetZ Ic:/feiurnover
inadequate + Focus limited resources by clearly identifying largest experience gaps

from both the learner and leadership perspectives
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How HCD works...

LISTEN | UNDERSTAND IDEATE, | MEASURE .
tolearners’ | drivers of learning TEST, AND | impactand
needs, wants, and behavior, experiences, ITERATE continue evolving v

experiences and preferences solutions as needs change

|7 Listen and remember _‘ |7 Process and understand _‘ |7 Build a culture of action _‘

L | .
LISTEN XMD OBSERVE DECISION MODELING 1Q RECOMMENDATIONS HIGH-TOUCH Xflow ZERO-TOUCH
—— T
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... for learning
and development
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Principles of
human-centered listening

LlSten + Empathy matters

+ Explore: Prompt, then probe
+ Ask about a specific time, place, event

+ All observations count
(write down everything you notice)

+ Looking is also listening



Learningis a holistic,
personal experience

Learningis a journey with
horizons and destinations

Failure deepens learning

) HMW erovide a HMW_spread Separate the Even cr.itical
horizon” - setting _ training learning Get your head out . Failure Iear.nmg
acourse for requirements out - experience from of your body is functional (Iapdmg an
learners to have foI_Iow the ar_mual skills assessment airplane)
a north star journey with requires failure
queues = Didn’'t want to be
How do we anchor 7 VRl IUEIN L Learning happens
e A Not only can you tolearn h £ail
No recipe follow the recipe, aeveual

experiences within

. but can you solve a
a broader learning
. - . problem
journey Physical

dimensions of
learning - being
able to see the
entire environment

Learning vs.

Ind 7 training
Nde,
Iearningp_e ndent

HMW use learner
input and feedback
to createan =
individualized
journey?

Failureis fun

Enjoyment

Understand

The learner doesn’t differentiate between Experiential learning requires specific

types of content

approaches to teaching

Language matters:

ingi Simulate coachin
“ con:lp?it :rlllgili it's H?g)(:?p\;\il:n?:,l'(e Rage-clicking at in digital . Instructor matters “Hints” in digital
mission support; a training part of the B e environments critically learning

s > for compliance
critical mission? p

dependency 7

i . Gracein
Culture is being Behaviorg) understanding “The exception
formedin every standards (click. that there is no showed me the

interaction with thru) - we're standard”

- t 5 failure when you
learning €aching people are learning

what Matters 7
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Analog Digital
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Uniqueness 1,500 Responses Believability 1,500 Responses

22%
5% 21%

Extremely Somewhat Somewhat Extremely Neither
Extremely unique  Veryunique Somewhat Alittle unique  Not unique at all believable unbelievable L
unique

nor
unbelievable

Relevance 1,500 Responses K Addition / Replacement 1,500 Responses

Extremely relevant 3206
Somewhat relevant -
Neither relevant nor irrelevant 34%
Somewhat irrelevant
@ In addition to other products/brands in the category | use

Extremely irrelevant ® Replacement for another product/brand I currently use

@® | wouldn't purchase this new product

Female, LS+
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HCD for learning and
development - at scale
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Resources

- XM Institute

- Harvard Busine



https://www.qualtrics.com/government/
https://www.qualtrics.com/employee-experience/training-surveys/
https://www.qualtrics.com/employee-experience/
https://www.xminstitute.com/blog/ex-unstructured-listening/
https://online.hbs.edu/blog/post/what-is-human-centered-design
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Feedback? Questions?
Want to learn more?

S
et
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