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Executive summary

This report provides the outcomes of a study coctedl for the CRC for Rail Innovation, entitiedping

the potential of e-learning in rail (P4.108). The aim of this research was to identify the different approaches
to e-learning both outside and inside the rail industry. The project assessed theap(ity of elearning to

a rail context, and identified the major benefits and the barriers to successful implementation, drawing on
ten case study organisations.

Elearning has a potentially valuable contribution to make to the capability developnfeail@mployees,

and therefore contribute to the future of the industry. However, considering hdeaening can be

harnessed by the industry as a whole will result in a stronger and more robust udeashang and

blended learning solutions for all $t@holders. The key findings in relation to the future déarning

across the rail industry indicate the need for further action and development of tools and standards for the
industry to reap maximum benefit. The key issues are:

e Improved data on workifrce capability. The extent to whichlearning can be utilised by the
industry relies on gathering more robust data about the technological literacy of the rail industry
workforce.

o Data on perceptions of-karning within the industry from both the emplee and employer
perspective legardless oWhether they have used it previously or not). Until the level of
awareness and understanding is determined, planning for effective development and
implementation of elearning will be compromised.

e Identification of ways to share-earning resources. There exists an opportunity to explore the
SadlotAaKYSyd 2F | afSFNYyAy3a 2062S50dGa NBLRAaAIG:
tools, learning objects and generic courses. A repository such as thésesps an opportunity for
increasing cost effectiveness ofa@arning even further for the industry.

e Identification of the most appropriate technologies for use in rail organisations to ensure that
common objects (that could be shared in the previousgntioned repository) could be
customised by individual organisations within their existing systems.

¢ Identification of ways to share existing knowledge and skillsl@aming and other areas of
interest across the industry. A virtual network across tidustry would provide advice and
guidance to those with lesslearning experience and enable those more advancedl@aming to
further enhance their offerings and spread the cost of development.

e Documentation of clear models oflearning to guide dasionmakers in determining<4earning
needs and applications. This could take the form of information boqklmts, case studies,
models and benchmarkbat are then able to be adapted to suit individual organisations, but
provides an avenue for setiij common standards that will assist sharing information on an
industry basis.

e Along with resources to assist in developingarning, there needs to be specific emphasis on
identifying appropriate methods of evaluation odearning, and identificatioor development of
shared resources to enable a rigorous approach to evaluation. This evaluation needs to provide rail
organisations with a way of measuring the benefits gained frdeaening such as cost savings,
improved ease of statutory training andperting, and development of skills across the workforce.

For a more detailed explanation of each of these points, refer to Section 8 of this report
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1. Introduction

In recent years, the use of computers and similar electronic devices as tools of workplace learning has
grown rapidly and commensurate with other information technology systems. The most widely used range
of e-learning mediums includeshe internet, intranet, interactivel v, CDROM, DVD and audigdeo tapes

just to name a few. Adding to this is the recent interest iberning referring to the use of a growing

number of mobile technologies in a learning environment suchsasart phones, éooks and podcasts.

In developed economies such as Australileaning has emerged as a powerful addition to traditional
modes of training and is used to enhance knowledge, improve performance, develop skills and increase
levels of motivation. Moreover,-karning is often argued to be more accessible, efficient and cost
effective than other forms of corporate trainiffiathawala & Wilgen, 2004 Elearning can also provide

the opportunity for ongoing learning and informam sharingwithin geographically dispersed

organisations. For all these reasondearning offers attractive prospects to the rail industry and there is
evidence that many rail organisations are considerimgalready usinge-learning options to delier

training programgo enable delivery of information to a widely dispersed organisation in a more efficient
way.

The overarching question however needs to be whether or not use of such technologies will enhance the
ability of an organisation to harnesise knowledge of its workforce and to further develop skills, which
should ultimately lead to improved business outcomes. Howevlaming methods have also been
criticised suggesting a range of pitfalls such as:

e afailure to accommodate differentdening styles

e the lack of social interaction

e varying technology skills amongst users

e challenges of managing diverse information

¢ high cost of developing materials

¢ the difficulty of maintaining high quality and #p-date resources.

(for exampé, see Brown et al, 2006, Derouin et al, 2005, Kathawala & Wilgen 2004)

It has also been suggested that other factors such as generational differences and differences in
organisational culture may also impact upon the successl@fming initiatives. Hwever, the
abovementioned pitfalls, if addressed by the appropristi@ategies can benefit the learning that is
provided. For examp|e-learning provides a platform to offer different types of learning experiences and
therefore suit different learning gte preferences.

The use of technology to facilitate learning and knowledge sharing however, does not have to be an

WS A/ga KENRSOA&AAZ2Y ® 'y S Y S NH A-eaning hmdy got de tieihswiitio alfi 2 0 S
learning and development issudésmay be a complementary approach to more traditional forms of

OGN AYyAy3o CKAA OASs Kra SR G2 (GKS 02y OSLIi 2F \
WYdzZ GAY2RFEEQ £ SENYAY3I | LILINBF OKSad ¢ KA divety mibbeds | OK
using both new technologies and more traditional approaches in order to effectively meet the learning
outcomes requiredo deliver positive business results.

hgSNI tts GKS 1S& YSaal 3St aSRIrAyY dfzheRBEa®EBydiSad OF N
full advantage of emerging learning and development approaches that use such technologies, it needs to
do so with an understanding of the implications of adopting such learning strategies.

The purpose of this report is farovide the findings from an initial scoping project that investigated the
potential for the use of dearning in the rail industry; drawing on data gathered from a sample of rail
organisations currently usinglearning, and a sample of organisations thery industries using-éearning.

CRC for Rail Innovation 15 March 2010 Page -4 -
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This report is structured to firstly provide an overview and summary of the critical issues relating to skilling
employees, and apply these to the concept déarning in general terms. A section is then dedicated to

the current context of the rail industry and how this may influence the useledming inthe rail industry.

The research conducted as part of the scoping project is then reported and analysed before concluding
with key findings and potential areas fluture research.

CRC for Rail Innovation 15 March 2010 Page -5 -
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2. Defining e-learning and related terminology

It is critical to begin this report by clarifying the wide range of terminology currently used inléareng
arena. There are many terms that are used interchangeably to refer to whataestially the same issue,
and other situations where one term is used in different contexts to refer to potentially different issues.
This can be overwhelming and at times confusing and therefore, we have remained consistent with our
terminology througlout this report, but are mindful of the variations that exist. The following table
outlinesclarifies existingerminologyand provides the operational definitions that have been adopted for
this research

Table 1 Terminologies and definitions

Term used in this repor OperationalDefinition Alternate terminology

e-learning "instructional content or learning online learning, computebased
experiences delivered or enabled by| learning computerassisted learning,
electronic technology" (Servage 200§ computeraided learning, computer

p.306) aided instruction, electronic learning,
technologybased learning
Blended learning GONI AYyAy3 GKIF G Oji Multimodal learning

classroom sessions withlearning
andselfa (il dzRe@ ¢ oY2JI)f

3. Instructional design principles and e-learning

Designing and rolling out a successful training program involves a variety of peapidircating their

efforts to achiee the desired outcome. Designing training courses has evolved and instaldésign
principles and methods are now widely accepted in the learning and development (L&D) discipline. The
chances of success of training improve significantly if this compidertaking uses recognised principles,
methods and modeland adopts a systematic approach to design (for example, see Moon et al, Zo@h)
though elearning isa different medium to traditional facé-face training deliveryit cannot be assumed

that these models do not apply. To the contrary, it is critical to consider how these models might apply
even when dearning is considered to require sometimes differing approaches to traditional training.
CdINIKSNE & LI NI 2F ARISLIDNIBYRAYEAS 2y AHLIEORE 2 N2y 1y O S
extended to include policy, procedure, instruction, online help, and other support mechanisms as relevant
to the learning being developetf.embedded and integrated into other organisational functiotss t

blending can provide synergies witHearning across the organisation and the industry.

In terms of specific instructional system design models, there are many different models from which to
select. However, one that stands out is ADDIE (an acroafgrring to the major processes that comprise

the generic instructional systems design process: Analysis, Design, Development, Implementation and
Evaluation). Most other systems are based on this model, which is often used by instructional designers,
trainers and instructors to develop and create effective courses and curricula. ADDIE helps to visualise and
to break down the design activity into discrete, manageable and evaluative units.

The image below is a graphic representation of the ADDIE modehritangoing process having no ending.
In this way, each successive project or training course revision, should improve in its delivery of expected
organisational benefits.
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Analysis
A systematic exploration
of the way things are and
the way things should be.

The difference is the
performance gap.

Design
If the analysis identifies
a performance gap, the
Design phase will outline
the performance
objectives.

Measurement of hoy
well the performance

solution achieved
the objectives.

ing the information
ered in the Analysis

Implement Design phase, the
This stage includes rformance solution
delivery of the is created.

performance solution.

Figure 1 ADDIE model of instructional design
Graphic surced from:http://www.addiesolutions.com/picts/addie.qgif

The following table provides more detail about each of the five elements contained in the model and how
they work together It has beemdapted to specifically includelearning issues where relevant

Table 2 Description of ADDIE model

Analysis Phase Prior to development of any training, the most critical issue is to determine
whether in fact the issue beingldressed requires training. Sometimes trainin
is requested when in fact the issue to be resolved is not a lack of knowledge
skill, but a need for other interventions such as reviewing job design, applyin
appropriate change management techniques, ddiessing cultural or workplac
issues.

If training does appear to be required, then the analysis phase must begin b
determining the required business outcome from use of the training. Analys
this broader context is critical before the instructidqmoblem is clarified, the

instructional goals and objectives are established and the learning environm
and learner's existing knowledge and skills are identified. Below are some of
guestions that are addressed during the analysis phase:

* What is the business need driving this need for training?

* Has a cost/benefit analysis been conducted on the requirement for trainit

* Who is the audience and what are their characteris(insluding testing of
assumptions about level of learnisgillsy

* What are the new behavioural outcomes required?
* What types of learning constraints exist?

* What are the delivery options?

* What are the onlindearning desigronsiderations?

* What is the timeline for project completion?

CRC for Rail Innovation 15 March 2010 Page -7 -
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Design Phase The design phase deals with learning objectives, assessment instruments,
exercises, content, subject matter analysis, lesson planning and media sele
It is also the time to investigate necessary resources and ensure an appropr
platform for delivery of elearning is available. Thesign phase should be
systematic and specific. Systematic means a logical, orderly method of
identifying, developing and evaluating a set of planned strategies targeted at
attaining thelearninggoals. ecific means each element of the instructional
design plan needs to be executed with attention to details.

Development Phase| The development phase is where the developers create and assemble the
content objects that were planned in the design phasegPammers work to
develop and/or integrate technologies. Testers perform debugging procedur
The project is reviewed and revised according to any feedback given. This i
the phase where the management and implementation (including
administration) d the training must be addressed aftfie project manager
ensures that the books, hands on equipment, tools;RIIMs and software are
in place, and that the learning applicationwebsite is functional
Implementation During the implementation phise, a procedure for training the facilitators and
Phase the learners is developed. The facilitators' training should cover the course
curriculum, learning outcomes, method of delivery, as$essment or evaluatio
procedures. Preparation of the learners includgning them on new tools
(software or hardware), and student registration.

Evaluation Phase Evaluation of training can take a number of approaches. Kirkpatrick (1998)
determined that training can be evaluated at four different levels; reaction,
learm Y33 O0SKIF@A2dzNJ I yR 2dzi02YSao w 9
response to the training immediately following an intervention. Measuring
learning typically occurs in the form of testing and assessment to test knowle
and understanding of thenaterial covered. Behaviour is maremplexto
YSI&adaNB Fa Al NBldZANBa FTSSRol O1 2V
as a result of the training. The final level of outcomes is aimed at assessing
whether the learning has made an improvementhe organisation at large.
This is ultimately the most challenging to measure but also critical to ensurin
that training delivers organisational outcomes.

(adaptedfrom Uni Manitobaand fom http://www.nwlink.com/~donclark/hrd/sat1.htm)

4. E-learning in the workplace

The exponential growth of information that characterises business in the 21st Century means that learning
and developmentis more important than ever. The volume of what we have to learn and the speed at
which we must learn it is overwhelmin@ur old models of learning and development need rengwfrwe

are to obtain knowledge and skills in order to keep up with the ever growing knowledge economy. For a
full review of current research and literature relating tée@arning and online delivery, see Appendix A. The
following section provides a lafi snapshot and overview of the critical issues.

The need to transform how organisations learn points to a more modern, efficient and flexible alternative.
The elearning revolutionisherk 2 6 SASNJ 6S Ydzald SyadzaNBE Al A& yOR2yéo
but because ifacilitates learning that will result igenuine businessutcomes The significance of

knowledge management in the workplace cannot be overemphasised. With rapid change in all types of
working environments, there is a constant ngedswiftly train and retrain people in new technologies,
products, and services. Ardent proponents déarning as an approach to employee training suggest a

wide range of benefits to the use of technology in training.

ELearningstarted outby taking taeditional classroonapproachesnd simplyintegratingtechnologyinto
the delivery or assessment. (i Q& ( S Y LJdearyiidy asisinpl@aig8iak arfl efficient way to present
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information, but we can harness far more of its potential by using it togteactivities which allow
learners to practice new knowledge in a safe, online or electronic environment.

azald 2NHIyAal dA2ya R:2bdsadidedtring@Sratdgy, ThEyThave coirsewdafey o0 N2 |
websites and other artefacts of online learningith@dut the strategic thread that holds it all together; e

learning may not be as effective as it first promised. IntroduciH&nening can be a large undertaking for

an organisation with limited experience or expertise in this area, and it often nedess#anajor shift in

culture, requiring commitment, careful implementation and ongoing support to be successful. However, it

is also possible to utilise effie shelf content, externally hostedlearning systems and other established
mechanisms to make ¢htransition to the use of¢earning less daunting.

Bearing in mind that sometimes the waytearning is implemented may have an impact on specific effects
on the organisation, there have been some generic advantages and disadvaotagganisationaé-
learning dentified (for example, see Brown et al, 2006, Derouin et al, 2005, Kathawala & Wilgen 2004)

Advantages

e Access can be 24£anywhere, anytime training

o Ease of delivery

e Selfpaced modules allow staff to work at their own pace

e Reduction of tavel costs and time

e Provision of justn-time learningincluding benefits for employees working outside normal business
hours

e Learner centred

e Consistent delivery

e Once material is created, it is reusable if suitable authoring systems have been utilised

e Accanmodates different learning styles within different mediums and use of multimedia

e /LI OATAGE G2 NBLRNI 2y AYRAGARIZ t Qad GNI AYAY:
the HR Information System (HRIS)

e Automation offers reporting, enrollingna evaluation without need for manual processes

Disadvantages

e Technical issueshandwidth, access, infrastructure

e Handson and practical work can be difficult (but not impossible) to simulate

e Atrainer may not be available when staff require assistance

e Staff may feel isolated

e Construction of appropriate learning experiences requires input from a range of experts

e Organisations believe-learning offers low unit cost when in fact fipnt investment of
substantial resources (time and money) is often resaey

e Purchase, installation, hardware, management of equipment can be expensive to establish

e Trainers must change to become facilitators

e Can miss the advantages and potential if not based on instructional model (ADDIE)

e Requires positive motivation fromaff member towards using technology in order for them to
engage

CRC for Rail Innovation 15 March 2010 Page -9 -
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Some of these advantages and disadvantages may well apply to more traditional forms of training, whilst
others are unigue to the online or electronic delivery of training. While theradvantages and
disadvantages to the us# e-learning within an organisation, it is unarguable thdearning is rapidly

growing and expanding as a delivery platforme&ning will never completely eliminate the human
interaction involved in other form of training delivery. It is important to understand exactly what the
advantages of ¢earning are and when these outweigh the limitations of the medium.

However, it is clear that an organisational strategy féearning must be well thought out and deloped,

and integrated with the other functions of human resource management. Educating decial@rs

about the benefits and limitations ofkearning and ensuring they have an understanding of the costs and
potential outcomes of using the-learningmedium is a critical step to ensuring thatearning is utilised to

its full benefit without being expected to deliver unrealistic outcomes. It is also essential that any learning
and development activities take into account industry and organisati@uabfs. Therefore the following
section identifies the contemporary issues facing the rail industry and individual organisations where these
will have a specific impact on the use earning.

5. The rail context for e-learning

There is no doubt that #rail industry faces a raft of challenges; both at the organisational level, and
industry level. Reports such as thiganging Face of Rail (Australasian Railway Association (ARA) Inc 2006)
andA Rail Revolution clearly articulate critical issues for tiigture of the industry. Some of these
challenges are facing many other industries whilst others are unique to, or more pronounced in, the ralil
industry. When considering the use ofearning in the rail industry, the two key issues are considered to
be the workforce demographics and the variation within the industry generally.

5.1 Ageing workforce and intergenerational issues

An ageing workforce is of growing concern to most organisations and industries. The rail industry
however, faces this challenge adarger extent tha many other industries (Australasian Railway
Association (ARA) Inc 2006). This means that a large majoitgywafrkforce may not be accustomed

to the use oftechnologyin their work, or only for a limited purpose. Whilst the tedhwgy used foe-
learningmay not be far removed from other technology used in the workplace, the challenge is to get
employees to see that this technology can be used for learning purposes as well as daily work
Historically, reference has been made t0$ Wi KNBES wQaQ ONBIFRAY3IZ gNAI
important literacies. In the 21st Century, having the ability to communicate and operate within an

online environmen{e-literacy)is just as important.

This new dimension of information communicd 2y (G SOKy 2t 23& oL/ ¢0 f AGSN
is referred to as mukiiteracy(The New London Group, 2000 he focus has now broadened to include
technology as a critical literacy for all employees. The inclusion of technological ltesacypacted

on the older workforce in a number of ways. These employees are from a generation born pre 1964,
referred to as baby boomers. They did not grow up with computers or the level of technology now
available in the workplace, or society at largea®Prensky (2001) separates the groups who did and
RAR y20 3aANRB¢g dzZlJ sAGK &adzOK (SOKy2ft23ASa a WRAZ
grown up with technology such as television, video games and the internet. They are computer savvy
and prefer the use of online media rather than print. AsGhanging Face of Rail (Australasian

Railway Association (ARA) Inc 2006, p.15) emphasises, the traditional view of skills development in the
AYRAzZAGNE | a Ay Sl N | yeRthelendecRodsloRyguhgerivorkeds foinimgyhe A | S
A Y R dzaisNshécausgounger generations are moaecustomed to rapid, parallel processing and

tend to seek immediate feedback and rewards (Prensky, 20ltigrefore elearningis better suitedo

meet the needs of these younger workers who are more accustomed to the use of electronic mediums.
Digital immigrants on the other hand, have been socialised differently, grown up with little or no
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technology and have had to learn a new technological laggweithin their workplace.
Accommodating both of these groups of employees when considering the usieafréng is therefore
a critical issue. However it is important to bear in mind that a large amount of training does occur
within the blue collar worforce, who are often assumed to have limited technological literacy.

Having this spread of ages in the workforce offers a challenge to the rail industry. Engaging both
groups of employees (digital natives and digital immigrants) will offer challenges,is also

imperative that the needs of both are met, whilst also acknowledging the importance of knowledge
transfer between older and younger employees, and dpportunitiesthat existfor inter-generational
learning.

5.2 Intra-industry variation

Thereis no argument that the rail industry is a complex industry, with a large number of challenges,
particularly relating to the variation in regulations across states, variations in ownership structures and

a range of size and type of organisations. Thastfs have led to the development of a wide range of
approaches, both to training and to management in general. It has been advocated however, that the
industry should endeavour to harmonise effodsross the boardbr the good of individual

organisatiors and the industry as a who{Australasian Railway Association (ARA) Inc 2008Rail

Revolution Report (Australasian Railway Association (ARA) Inc 2008) acknowledged this disjoint,
particularly in relation to training and development, with a spedifiit N} § S3& (G2 &Sy adzNB
AYRdAzZAGNE | LIINRBFOK (2 aljAffta RS@OSt2LIVSyi¢od ¢ KA
with increased transferability between rail organisations, and result in moreeféesttive training and
development br the industry as a whole. In addition, tBbanging Face of Rail (Australasian Railway
Association (ARA) Inc 2006, p.15) called for the industry to consider alternate models of capability
RSOSt2LIYSy i Ay LI NI A OdzZ | NI delvidrrostRffedtifeltraining Whiid K y 2
can be undertaken in almost any location. This form of learning can be useful when used in conjunction
GAGK 20KSNJ F2N¥ya 2F OF LI oOoAfAGe RSOSt2LIVSylioe w
disparate vorkforce. As such,-earning has a critical relevance in reaching audiences at multiple and
geographically dispersed locations. There is no doubt that due to the wide variations in the industry,
using elearning across organisations will tieallenging but as harmonisatiomf a range of areas in the
industryoccurs in other parts of the sector this may become easier to achieve.

Whilst these particular issues provide a challenge to the usdadring in the rail industry, they may
also be seen as pattial reasons to use-kearning; to attract and engage a younger workforce without
alienating older workers, and providing an opportunity to harmonise efforts across the industry.

6. Research methodology

The aim of this research was to scope the differ@pproaches to dearning currently used both outside
and inside the rail industry. The research drew upon experiences from a number of case study
organisations currently usinglearning to varying extents. Sestructured interviews were conducted
with e-learning specialists or HRanagers in these organisations to evaluate heleaning is currently
being used and managed, and the challenges they are facing. In addition, organisational documents were
obtained where available, and demonstrations o #tlearning products were provided. The major
questions driving this research were:
e How is elearning currently being used in the rail sector and what evidence is there of its
effectiveness?
e What are the enablers and barriers tdemarning being used ithe rail sectors?
e What can rail organisations learn from other sectors about the challenges of using and managing e
learning strategies?
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The interview questions are included as Appendix B. All interviews were recorded and transcribed to
ensure an accuta account of the content. Interview transcripts were coded to identify common themes

and areas of overlap. The research was covered by ethical clearance obtained from QUT (Clearance
number0900001072

6.1 Participant organisations

The organisations have not been identified by name in keeping with the terms of the ethical clearance
for this project.

CRC for Rail Innovation 15 March 2010 Page-12 -



Scoping the potential of e-learning in rail

CRC for Rail Innovation 15 March 2010 Page - 13 -



Scoping the potential of e-learning in rail

CRC for Rail Innovation 15 March 2010 Page-14 -



Scoping the potential of e-learning in rail

7. Findings

The figure below identifies the model used in the research to investigate issues relating to the use of e
learning. Analysis of the findings from this research has been conducted accordingaddbelevels, and

the following discussion on each level is subsequently structured to provide the issues considered in each
level, the key findings from the rail organisations studied, the key issues of note from the comparative
organisations, and fini the key implications for rail.

Industry/national B
y context e

/ / Organisational \
/ : context L

| / " Learningand .!.
| // development \\‘ '
\ [ / context \

Individual
employee
context

Figure 2 Research framework

7.1 Industry/national context

To analyse the industry context fodearning, we considered a range of issues including the regulations
and statutory requirementgmposed upon rail organisations, the varying ownership of rail

organisations, size and structure of the organisations, as well as the geographical locations/spread. The
comparison organisations were also asked about these features of their industry gengisation to

enable a comparison between each industrial environment.

In relation to industry issues, the five rail organisations all faced some similar challenges. It is also
noted that there were specific organisational challenges due to locationeoship and other factors.

Three of the comparative organisations were specifically chosen as they were considered similar to rail
in terms of predominantly blue collar workforce, large number of field workers, and geographic spread.
However, there werelao some comparative organisations chosen because of their sophisticated use of
e-learning. Even though these industries may differ significantly to rail in terms of provision of different
products or services, they provide an insight into the posséslifor elearning. With adaption, there

may still be viable uses for their approaches within each rail organisation and across the rail industry
generally.
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7.1.1 Rail organisation key findings

The first key issue identified by all rail participantswiae importance of the training

required to meet statutory and legal requirements relevant to their organisation. These
areas included workplace health and safety, security, rail safety requirements at a general
level and then a range of more specifiechnical and jolselated compliance issues.
Compounding this challenge is the variation of regulations across Australia and the
ongoing evolution and revision of these. Because interstate organisations and regulatory
bodies have different requirements,is also considered unlikely by the rail organisations
that one elearning intervention could be utilised across the industry, however they are

still very keen to find areas of overlap and way to share the content that is widely
applicable.

Theregular evisionof standards and regulatiorigas implications for the methods and
technologies used to designlearning interventions, as they must be able to be revised

or changed with minimum effort and cost thereby eliminating the need to start the design
anddevelopment process from the beginning. It is noted that some technologies are
easier than others to accommodate this need.

Elearning can also be considered in relation to the way in which rail organisations deal
with alliances and strategic partnefsor example, many of the rail organisations
interviewed were not only responsible for compliance in relation to their own employees,
but also have a duty of care to contractors and other third parties. The usteafr@ng

in these audiences therefore gvides an opportunity to significantly boost the audience
which in turn can bring down the unit cost of training.

The majority of the dearning examples we were shown during the research related to
statutory compliance training, and refresher coursé®hilst not all of this type of training
had been converted to antlearning environment, it was clearly the area most likely to be
considered for using online or electronic mediums for training, or at the very least as a
part of a blended solutiorand thereason appeared to be due to the large numbers of
employees requiring this trainingHowever, the sophistication with which these were
developed and the technologies used varied greatly.

Even though statutory requirements differ between states, theatation was also

made that in some situations, a course may include some material that is applicable to all.
However, individual organisations have embarked upon processes to dewsdapnéng

or blended learning solutions customised to their organi@atvhen at least a part of this
could be shared with other organisations. This opportunity for shared resources (and
shared learning relating to the use ofearning) across the industry was emphasised as a
critical issue by those interviewed.he useof toolboxes in such instances would allow

local customisation within a quality and compliance framework.

7.1.2 Observations from comparative organisations

It was apparent from the comparison organisations that they varied significantly
depending on theiworkforce profile and availability oflearning expertise. The firms

with a different staff profile to that of rail (eg. more employees using computers and
having internet access as a daily part of their role, less blue collar and more professional
workers), were more sophisticated in the tools they used and the widespread use of e
learning. It is tempting to dismiss these as being irrelevant to the industry. However,
there are still elements that may assist rail to overcome some of thisaming
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challenges. For example, there is concern in the rail industry (and the other organisations
with a large bluecollar workforce) that general literacy and information technology skills
may prohibit use of dearning (see further discussion of this under [hdividual

employee context). However, one organisation had made advances in presentation of
learning online that could be useful particularly in these instances. The system allowed
individuals to choose the means by which the training material andrirdtion was
presented. Employees could choose alternative mediums to obtain the training content.
This included visual presentation, ability to read through the material, have it read to
them, or print off a hard copy to use offline. This is just one gtarof elearning

potentially overcoming a perceived learner issue. It is also a good example of how e
learning can cater for individual learning differences.

The organisations with a similar workforce profile reported similar problems to the rail
industry, but did provide examples of steps they had taken to address some of the issues.
For example, one of the large, geographically dispersed organisations with a high
percentage of field workers, had established roster systems for workers to have time off
the tools which allowed them to use a dedicated computer within a depot to undertake
online training. Again, this was not entirely online but a blended approach. Further, it was
a way of delivering particular content prior to conducting faodace practial training,
therefore cutting down significantly on travel and costs associated with bringing trainees
to a central point for a longer period of time. As an example, kiosks and distributed
content such as CD/DVD and podcasts can address some of thenghalle

7.1.3 Key implications:

Based on these findings from both rail and the alternate organisations, we have identified
the following key implications.

e Even though regulations differ, there still exist opportunities for individual rail
organisationsa share dearning programs (or even parts of these) within the
industry so that individual organisational outlays, knowledge, expertise and
experiences with éearning are shared. Particularly in more generic types of training
(other than that tied to vaying regulatory requirements), the opportunity for
resource and knowledge sharing is significant.

 The sharing of resources might occur in @ number of ways, however there exists an
2L Nl dzyAGe (G2 FdzZNIKSNI SELX 2 NBLIEXSO SHE ¢
and elearning forums that would facilitate information sharing

e Along with this sharing, there would also need to be a shared understanding about
what technologies would best be suited to adapt to differinig&rning environments,
thus enablingcourses to be customised by individual organisations. This does not
mean that all organisations within the industry must be using the same platform, but
the learning objects designed must be in formats that allow various systems to utilise
the learning djects that are being developed.

7.2 Organisational context
The main organisational factors considered for this research inclsidedlocationand structure of
the organisationas well as organisational cultural isspe®rkforce demographgand workorce skill
levels. All rail organisations were spread geographicalligough some more so than others. The size
of organisations varied substantially, ranging from 15,000 employees to less,0@) &nd as a result,
organisational structures weresad varied. In addition to size, structure also depends on the
organisational services provided (passenger, freight, public transport rather than only rail).
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7.2.1 Rail organisation key findings

The geographical spread of the organisations stugiegented challenges for the use of
e-learning. Although flexibility and wider access to learning opportunities is advocated as
one of the benefits of dearning, the organisations interviewed also had problems with
providing adequate access to computéos training in regional and remote locations, and
had associated concerns about the technological issues behind this such as bandwidth
and speed of internet access.

The size of the organisations tended to have a direct link to the amount and extent of e
learning used. The larger organisations were more likely to have budgets that provided
for e-learning, and could benefit from the economies of scale resulting from a larger
workforce accessing the training. Smaller organisations struggled to justilgrdesup

front expenses associate withlearning products.

The awareness of management (as the decisiakers in relation to training) of the
potential benefits, drawbacks and costs diearning were also reported as an
organisational issue. Some argsations had embarked on a program of raising
awareness of the appropriate use ofearning. Others were concerned that it was either
dismissed as an unrealistic alternative, or at the other end of the spectrum, seen as the
answer to all training isside ® 'YRSNEGFYRAY3I YIylF3aSNDRa LIS
about elearning is therefore a critical issue in ensuring thd¢aning is used in the most
appropriate ways in these organisations. One excellent example of this approach
identified during theresearch was a package of information available internally to
managers and decisiamakers aimed at explaining the time, cost and activities involved
in development of dearning. This acted as a way of educating others about what e
learning involved andlso provided three models oflearning development (internal,
external, or a mix) for decisiemakers to determine what best suited their needs.

In some cases, the use ofaarning (or even blended learning) was reported to require a

WO dzf ( dzNMBditidn&l fadad-RIPOS GNI AYyAy3a 2FFSNER | dal ¥
in which to learn. Some of the L&D professionals interviewed were concerned about the
perceptions (and sometimes misconceptions) ¢éarning and how to effectively educate
others in relation to using<4earning. In some organisations, these perceptions were also
influenced by the history of-&earning in the organisationWhen previous dearning

initiatives were implemented in an inappropriate manner, or there were issuesthdth
technology, individuals and managers were less receptive to the use of technology for
training. As technology changes, these problems may no longer apply or can be easily
2PSND2YSsE K2gSOSNI GKS YSY2NE 2F LINBJA 2 dza

Finally, i was interesting to note that most of the rail organisations were in the process of
planning or had just implemented, changes to their enterprise information systems (EIS).
In some organisations their learning management systems (LMS) was a past BIShi

but in other cases it used a staiatbne system. The move to different EIS in most cases
had significant implications for thelearning offerings (in some casedearning was to
become a part of this), however in others, thdearning system wato be left separate to
these wider systems. Much of the drive to use wider systems or more advanced e
learning systems were related to a need to automate some of the administrative
components of L&D. For example, many LMS have the ability to autofhatio&ify of

the need for refresher training, and to integrate with the HRIS to record training

dzy RSNIF 1Sy Ay (KS SYLX2&8SSQa NBO2NR&O®
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7.2.2 Observations from comparative organisations

In this instance, the experiences of the comparative organisatiare wxtremely similar
to that of rail. They had encountered a range of barriers and varying perceptions of e
learning and blended learning initiatives within their organisations. They reported the
importance of educating the workforce aboui@arning asone of the keys to successful
implementation.

In the situations where technology and particularly internet access in remote and regional
locations was a potential problem, steps had been taken to ensure that the access was
sufficient to allow for the d@ery of the elearning remotely. In some cases, this meant
opting for less sophisticated interfaces, to ensure that systems would work quickly and
effectively in these situations.

The more sophisticated-learning systems observed, had already achiethed

automation being sought by some of the rail organisations. Employees requiring
refresher training, or additional training because of changed responsibilities or roles, were
automatically identified as requiring particular training. The systems atsdded for
integrating of all training in the one systemléarning, blended and registration for face
to-face), and providing individual training plans to guide the employee. This reflected not
only training required for their immediate position butwd also reflect career

development based on performance management discussions.

7.2.3 Key implications
Three key implications arose from the study in relation to organisational issues:

e Raising awareness and educating decisiaakers about dearning osts, resources
requirements, and appropriate use emerged as a critical success factor. Taking the
time to engage in these activities resulted in a more effective useledming in the
longer term.

e Clearly articulating the benefits including cost andaurce savings oflearning will
be essential to making the case for adoption ééarning. Whilst this sounds like an
obvious requirement, there is often a lack of a business case or hard evidence to
support the use of dearning.

e At the time when El8re being reviewed and technological specifications are being
considered, it is important that the organisation recognise the potential for linking e
learning or specific learning management modules into these systems. Even when
the use may not be immedlie, having the ability to integrate in the future will
potentially automate manual processes and provide a more streamlined approach to
the development of a competent workforce.

e Even when existing technologies are used as the delivery platform, it istampfor
L&D professionals to have access to appropriate advice about the most effective
forms of elearning to use

7.3 Learning and development context

Under the heading of Learning and Development (L&D), we considered how the structure of the L&D
function, the L&D policies and procedures, the expertise of L&D professionals, and the support
available to L&D professionals has impacted uporugeand effectiveness oflearning interventions.

All organisations interviewed as part of this research haleaminganddevelopment (L&D) group

who are responsible for organisational activity aimed at bettering the performance of individuals and
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groups of their employees. Some of these existed as individual departments whilst others were a part
ofthebroa NJ KdzY 'y NB&2dz2NOS RSLI NIYSyid 2N FdzyOliA2y o
varied significantly from a small team of two to a large division of twenty (not including field trainers
where training is only 1per centof their role). The L&D grogpare all responsible, at some level, for

the design of dearning for their organisation. This may not include actual developmentaxraing,

which in some cases was partially or entirely outsourced.

The elearning skills and experience of eachdth 2 NBI YA &l GA2yaQ [95 GSI Ya
having a team of specialists including developers, graphic designers, instructional designers and project
managers. Smaller teams had educational or training specialists who guided dec@ion about e

learning interventions and were sometimes involved in thHe&ning design and development, if they

had the skills and experience.

The research has indicated that these L&D groups are paramount to the succdssuofigg. In the
following sections, we W highlight the key findings from the organisations involved in the study.

7.3.1 Rail organisation key findings

In general, the L&D function within the rail organisations were linked with but necessarily
integrated with the Human Resources departmeWthilst the larger rail organisations

were likely to have an LMS linked to the HR information system (HRIS), most were still
reporting at least some level of manual tracking, monitoring and reporting employee
training.

There was a wide range of softwareing used in the4earning process. Large teams had
more ready access to qualified information and educational technology specialists
including programmers, developers and instructional designers who were able to create
engaging and interactive experigggusing industrjeading authoring environments such
as Flash. These are time consuming and costly projects to design and develop, but the
output can be a very powerful learning tool. The importance of a skiledming team

with a range of specialis{gven if they had to be external sourced or functions
outsourced) were obviously enabling organisations to provide more sophisticated forms
of ellearning. However, even with outsourcing, it was clear that internal L&D specialists
needed to have input andontrol to ensure the final outcomes met organisational needs;
there were examples given of externally produced products that did not meet these
requirements.

Understanding the technological platform to use has been widely considered within each
of the rail organisations and across the industry in general. Some use learning
management systems (LMS) and others are unsure of the appropriate platform that will
meet their requirements. This lack of knowledge links to the skills and experience of the
L&D staff Some are qualified, having obtained undergraduate and postgraduate
qualifications, others have years of work experience within an educational environment
but readily admit that whilst they are eager to uséearning, they lack the requisite
knowledge ad skills to make informed decisions about the most appropriate system to
use. Those who fitted this category were concerned that they could not always tap the
SELISNIA&AS 2F 20KSNAR Ay (GKS AyRdzAGNE G2 RN
the salespeople selling the LMS or individual products.

Most L&D groups used a combination ohiouse expertise and external developers to
create elearning products. This was dependent upon the size, scope and learning
outcome to be achieved. However, thest of creating these programs can be a
prohibitive factor. While some development has occurrethduse in terms of
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storyboards and design using software such as PBeiet, other organisations are more
advanced in the use of technology. The decisioautsource a particular training
program is dependent on the establishment of processes and procedures across the
organisation. Currently, each rail organisation may or may not have a holistic policy in
relation to elearning across the organisation. Thashmeant some ad hoc development,
including the development of-karning courses that have had limited input from the
2NHIFyA&lIGA2YyQa [95 LINRPFSaairzylfao

While it is apparent that each rail organisation has adopted a formledming, it is also

clear that most of the L&D professionals believe a blended approach to learning is often
necessary rather than a fully online course. Even within these blended approaches, there
are a variation of use; from remote access and undertaking of online learning, ts¢he

of technological simulations and interventions within a classroom environment. However,

it should be noted that management and those decisiwakers responsible for the final
decision to use 4earning may not share the same philosophical views abtrided
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delivery on their part. The initial outlay of time and money is significant, even though in

the longrun it can be an effective medium and again this reinforces the need to educate
those budgeting for dearning about the costs and benefits.

7.3.2 Observations from comparative organisations:

Our research observed many commonalities between the rail organisations and the
comparative organisations. Generally, the size of the organisation has dictated the size
and requirement for the L&D group. The largiee group, the more extensive experience
and resources are used to create sophisticated learning products.

An important observation has been the disparate nature of some L&D groups, where a
divide exists based on technical/trade training and offiesedmanagerial training. This

may also be true of some of the smaller rail organisations where pockets of development
have arisen from need, but also because of a lack of processes and procedures in place to
control, monitor and manage such training and deypeh@nt.

As with the rail organisations, the comparative organisations may or may not have a
holistic approach to 4earning across the organisation. This has meant ad hoc
development in disparate groups and divisions within the organisation. It is claeath
process for decision making is paramount to not only the cost, timeliness and usefulness
of the project, but also to the adoption of the learning product. However, at least one
example was provided of an organisation having a very structured apptoaekearning,
beginning with consultation with an instruction designer to ensure a training need existed
and then determining the most appropriate method of development. Where brief
training was required, Hmouse development was used. Where there \@aweed for a

larger course, an external provider was engaged. However, these external providers were
chosen from a small panel of pdetermined organisations that had been given extensive
knowledge of the organisation and its needs, and in this case tneated as a part of the
L&D team.

The blended learning solutions in the comparative organisations varied however there
were some examples of innovative practices in blended learning. One organisation made
extensive use of telephone and fateface metioring and support to supplemente
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learning to overcome the need to travel to a central location for training. Another
2NHIFYyA&alLGA2Y NBEtAFLYd 2y YSSGAy3 NBI dzA NBY S
basis, were using the technology to do ftesting so that training was only conducted in

the areas of individual need. This customised training to the individual, not only resulted

in reduced training cost and time, but also saved the learner feeling frustrated at covering
topics in which they werefaNB | Ré O2YLISGSy i d ¢KS 2LIA2y
typically through knowledge and/or skill based assessment. Withttatace training,

such flexibility is often not possible.

7.3.3 Key implications

It is important at this point to note tht all organisations have been or are going through
the similar sorts of experiences when it comes to L&D and the adoptioteaireing.
Some of the most important implications for the rail sector have been identified.

e L&D professionals should have accts further networking and information sharing
opportunities. The cost of attending professional development and networking
activities may be high, but it is also important to develop these relationships to
support ongoing L&D efforts. These networkingropunities should not be restricted
to the industry. Rather, they should include crasdustry, higher education
institutions, e-learning expertsandproviders.

e In addition to wider networking, it is also possible that virtual networking across the
rail industry may assist in providing particularly those with letesaening experience
with advice and guidance, resulting in shared learning. This sharing would mean that
individuals with less4earning knowledge and expertise were not at the mercyfof |
oref SFNYyAy3 aqalfSaLS2Lx S¢o ¢tKAA faz2 fA
section about a virtual space for learning objects.

e Clear models of approaches tdearning to guide decisiemakers in determining-e
learning needs and applicatisris also critical. This could take the form of an
organisationwide approach to dearning via specific policies and frameworks for the
development and implementation ofkearning. However again, the foundation of
such tools could be generic and theragatied to suit individual organisations.

e While historically there are many reasons why L&D groups operate separately to
human resources divisions, there are also obvious links that are being considered; not
fSrad 2F 6KAOK Aa KththeHR {nformgtionSydtec. iHere 6 2 N.
are opportunities, as already stated, to automate many processes that will track,
monitor and report employee learning and development. To get the most benefit
from these require not only processes and procedures dign IT systems that have
the ability to integrate with one other.

e Ateam of specialised staff for each L&D group upon which to draw may also aid
development, depending on the size and scope of the training required. Teams are
especially appropriate fazonducting tasks that are high in complexity and have many
interdependent subtasks, even if these skills are accessed exteriiaiye may even
be a case for consortiums to providdearning across organisations.

e Evaluation of dearning is also a ¢ital issue for the organisations studied. Many
readily admitted that given they were in the relatively early stages of adoption, little
evaluation had been conducted and in many cases, exactly how to undertake effective
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costbenefit analysis was considat difficult. Again, there is an opportunity for
shared resources to enable a more rigorous approach to evaluatioeaifreing.

7.4 Individual employee context

Online learning offers flexibility for learning and development within an organisation. How@véare

learning also introduces challenges for both employers and employees. Through our analysis, we have
considered these challenges. Employeed kmowledge are key determinants of organisational
effectiveness. It is therefore important that we ackdedge the impact of the individual. We discuss
2dzNJ FAYRAY3daz 20aSNBFGAZ2ya YR 1 S@ AYLXAOFGAZ2Y
the success or failure oflearning within an organisation.

7.4.1 Rail organisation key findings

Therecognition of an ageing workforce, and the fact that many of the current workforce
NS oFoeé 022YSNE 02N WRAIAGEFE AYYAINI YyGaAC
of those interviewed when considering the potential effectiveness-lefaening. Cocern

was expressed that the older element in the workforce were not prepared for widespread
use of technology in the learning environment and that this may alienate a large part of

the workforce. However, it was also acknowledged that assuming thaga#Hldi

immigrants are uncomfortable with technology is also a dangerous supposition.

However, the alternate concern in relation to the use déarning was the fact that many
younger employees are very comfortable with use of technology, and in facifteme

more comfortable using this medium to learn than other alternatives. This poses a
OKFtfSyasS F2NJ GKS NIAft 2NBFyAal (A2whist (2 &
also allowing for the highly experienced and valued older groups in thekfaroeto

learn in a way that is appropriate to them. Capitalising on opportunities for
intergenerational learning then becomes a challenge

The rail organisations interviewed also expressed concern about the potential resistance
from employees (and #ir managers). Sometime employees resist adopting and adapting
to the introduction of online learning regardless of age. Previous negative experiences
with online learning may make employees less willing to participate@aming. Being
unfamiliar wth computers, or not using them on a daily basigy also make them less
comfortable with using dearning.

Online instruction takes place within a learning environment that is fundamentally

different from a traditional classroom. The teacher is replalsgdnultimedia that

incorporates embedded links, photographs, sound recordings, video clips, and animations.
Perhaps the greatest challenge for an employee learning online is adjusting to an
environment without faceio-face contact with classmates and tmstructor. This lack of
personal interaction and isolation is foreign to many in terms of their past personal
learning experiences, particularly in the rail industry where fimctace training has been

used predominantly for many years. Even those wlaymave been receptive previously
I'yR dziAf AaSR S| NdamiSgsysterasIngyhbike beardgterred bthe S
limitations of this limited technology.

The researchers have reviewed the workforce profile of the specified rail organisations,
andhave found (not surprisingly) that approximately-49per centof employees are

over 45 years of age, with approximately (28 centexpected to retire over the next ten
years or even sooner. This workforce has had a significant effect on rail orgamssat
terms of delivering online training and development. However, it is also important to
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recognise that the next generation (whom rail need to attract and retain in order to meet
staffing requirements), have an expectation of using technology aednre cases are

more comfortable with this medium than fadge-face. At least two of the organisations
(one in rail and the other a comparative organisation) had adoptezhening and

blended learning for use in training apprentices, and this was prowihg twell received

and successful in terms of cost and effectiveness.

7.4.2 Observations from comparative organisations

Three of the comparative organisations we interviewed for this project have a very similar
workforce profile. A combination of bluend white collar workers, along with trades and
management make up each organisations workforce. Once again, the age and type of
worker has dictated the extent to whichlearning has been successful. However, it

should also be noted that one organisationparticular with a similar workforce profile to

the rail industry as a whole, had successfully implemented blended learning being used in
remote locations often with older workers. In addition, they reported to widespread
acceptance of éearning by tle younger workers accustomed to the widespread use of
technology.

The other two, whilst not as similar to the rail organisations, still had to deal with issues in
relation to the information technology skills of users in particular. They had developed
syatiSya (2 adzlll2 NI G(GK2a$8S 6A0GK fAYAGSR SELIS
procedures for situations where personal support was required.

7.4.3 Key implications

e For organisations, an assumption has been made in terms of the scope and limitations
of what can be taught and learned online. HR practitioners, L&D practitioners and
senior managers make many assumptions about the technical literacy of its
workforce. These are not always accurate and more robust data is required in terms
of analysing thextent of the information technology knowledge and expertise of
potential learners Understanding learner preferences and what might influence
these preferences is also criticdUntil this is known, it is impossible to determine the
most appropriate aneffective use of dearning in the rail industry.

e However, it is not only information technology skills that need to be measured, but
also the perceptions of-kearning from both the employee and employer perspective.
Only by understanding the existingngeptions of employees and managers will rail
organisations be able to address these, and develop strategies to overcome potential
barriers.
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8. Summary and further research

The previous analysis of findings pointed to many potential implications fothmdustry and individual
rail organisations. Whilst the implications are wide ranging, there are some key issues that warrant
emphasis. It could be said that none of the organisations interviewed believed they were dsamgiag
to its full potental, but showed a genuine openness to embracing it further in areas where it offered
benefits to the organisation.

Based on the findings of this preliminary research, we consider the following issues as key to the future of
e-learning across the rail indtry:

e Improved data on workforce capability. The extent to whidlea&ning can be utilised by the industry
relies on gathering more robust data about the technological literacy of the rail industry workforce.
However, it should not be assumed thatearning would ever be used for all employees or for all types
of content. Even if data provided evidence about the groups of employees likely to use and benefit from
e-learning, this would provide a stronger foundation for use -tdéarning in appropriateigiations.

e Data on perceptions of-karning within the industry. There is a need to identify the perceptions of e
learning from both the employee and employer perspectiegérdless ofvhether they have used it
previously or not). Unless this is cligadentified, there can only be assumptions made about the
willingness of employees to use this form of learning, and assumptions made about the knowledge of
managers as to the benefits and requirements of this type of delivery.

¢ Identification of ways t@hare elearning resources. There exists an opportunity to explore the
SadlroftAaKYSyd 2F | aftSINYyAy3a 2062S00Ga NBLRAAG2NT
learning objects and generic courses. Learning objects could be authorednmuatry standard using
methods that result in an easily customisable format for situations where elements of the content need
to differ between organisations. A repository such as this represents an opportunity for increasing cost
effectiveness of dearning, maximising efficiencies at many levels, providing smaller rail organisations
with the opportunitytoused S Ny Ay 3> yR fa2 LINBaSydAy3a WAYR

e The research conducted to date has focused on the learning and develogsadts of dearning,
however there is also a need to investigate the technical aspectdeafraing. If a learning objects
repository was to be established, the most appropriate technologies would also need to be identified to
enable customisation biydividual organisations within their existing systems.

¢ Identification of ways to share existing knowledge and skillsH4eaming and other areas of interest. A
virtual network across the industry would provide advice and guidance to those with-leasnéng
experienced Ay STFFSOGZ | ySiig2N] 2F aOKIFYLAZ2yae (2 08
information about best practice-earning) This would also enable those more advancedlgaening
to further enhance their offerings and spr#he cost of development. Online collaboration is one
example of a solution that may share skills and knowledge across the industry. Building collaboration
would also assist with the ongoing identification of potential uses for emerging technologieasuch
mobile devices and smart phones.

e Documentation of clear models oflearning to guide decision makers in determininigarning needs
and applications is also criticdlhis could take the form of information booklets, tools, case studies,
models andbenchmarkghat are then able to be adapted to suit individual organisations, but provides
an avenue for setting common standards that will assist sharing information on an industry basis.
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e Along with resources to assist in developingarning, thereneeds to be specific emphasis on
identifying appropriate methods of evaluation olearning, and identification or development of
shared resources to enable a rigorous approach to evaluation. This evaluation needs to provide rail
organisations with a waof measuring the benefits gained frorearning such as cost savings,
improved ease of statutory training and reporting, and development of skills across the workforce.

¢ Finally, it should be noted that a number of thpportunities for elearning mentbned in this report
have potential links to other CRC projects. For example, the development déamang repository
may provide other projectaith a place to situate training objects or other resources for skills
development

Elearning potentialy has a valuable contribution to make to the capability development of rail employees,
and therefore contribute to the future of the industry. However, considering hdeaening can be
harnessed by the industry as a whole will result in a stronger armé mobust use of dearning and

blended learning solutions for all stakeholders.
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Useful resources

During the conduct of this research, a number of reports, documents and websites were found. This is a list
of just a few of these resources that mag bseful for those interested in reading further aboulearning:

Designing & implementingkearning (Australian Flexible Learning Network)
http://designing.flexiblelearning.net.au/

Learningools directory
http://www.c4lpt.co.uk/Directory/

EDNA online
http://www.edna.edu.au/edna/go

VET edna
http://www.edna.edu.au/edna/qgo/vet/cache/offonce;jsessionid=674D993C4741D0A00118A99CC464EBB1

Elearnspace
http://www.elearnspace.org/

Instructional design for online learning
http://www.pitt.edu/~poole/onlinelearning.html

ELearn magazine
http://www.elearnmag.org/
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Appendix A. Full literature review C e-learning

Elearning has been the subject of wide discussion in the literature, with much of the early research having
been conducted itertiary and other educational settings. Corporate university and vocational education
and training (VET) settings have also emerged more recently in the literature. This review addresses a
range of issues in the field; beginning with the terminologydusied definitions of dearning, and then
considering the potential advantages cfearning, the barriers to implementation and the evaluation of e
learning.

Definitions and models of e-learning

Many terms have been utilised for learning involvinghieology, or electronic learning{earning). As
mentioned in the introduction of this report, the definition and terminology relating dea&ning is

g NASR® 2 KAfald GKAA OFy ONBFIGS a2YS OKIffé&Sy3aSa
GKS O2yOSNYy 2F {SNBIF3AS ownnpz LI onpod OGKFd GKS
surrounding elearning. Our research has found that definitions d¢&ning range from the simple to

the more complex but typically have similar elents. The simplistic definitions tend to focus on the
ideathatef SI NYyAy3a Aa alyeée tSIENYyAy3 OGAQGAGE &dzLIi2 NI
L/ ¢0é€ oO{ I YONR2] ,Mumphynand\WadeQ006, §.R16) For consi&ency withi thi
d0dzReé ¢S FTR2LIISR I GYARRES 3ANRBdzyRé RSTAYAGAZ2Y
Learning (as cited in Servage 2005, p. 306) which states4batm@ing is "instructional content or

learning experiences delivered or enabled by electdachnology".

The more complex definitions tend to move from pure description to presenting models and classifying
G (0 & LIS Fedrning &s a Sreans of defining the term. For example, a more detailed model is adopted

by Pollard and Hillage (2001) who gegts three levels of-kearning. The first involves simply
LINEGARAY3I AYF2NXYIFOGA2Y @A L/ ¢Qas YR GKS asSoz2y
two levels are broadly consistent with most of the definitions -éé&ning found in the lgrature. The
OKANR fS@St gFa FRRSR (2 FdzZNIKSNJ RS@St 2L GKAA
performancesupport system to achieve what is labelled MRtA YSY dA 2y € € S Ny Ay A€
Wilgen 2004, p. 5.02). This third level is intethdie represent more sophisticated technology and

include the learningnanagement systems (LMSs), learatogitent management systems (LCMSs) and
other advanced technologies such as virtual classrooms. The intention is that this level incorporates a
holistic approach to not only delivery of learning by the overall management of learning from

monitoring and administration, support systems, knowledge capture, organisation and sharing, as a
way of ultimately enabling knowledge transfer within the organisati@/ilst it is recognised that this

is a sophisticated approach, it is a model aimed at providing maximum benefit and returns to the
organisation from the use of-kearning.

This review of the literature considered research and case studies on induamigiag from aviation

and rail to health and the servissector. Blocker (2005 as cited in Brqwfurphy and Wade 2006, p.

416) notedthatef S Ny Ay 3 al RRNBaaSa odzaiySaa AdaadzSa adzC
to information and accountaility for learning, and increasing employee competence and competitive
F3IAtAGEE D .NRgy SiG |t ® 0Hn nearning prévidledl anleBeEtiBeNNB R
platform to not only develop employee skills, but also to track progress of thedes ultimately

increasing overall job performance.
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However, the multievel nature of dearning forces most researchers and practitioners to consider the
link between onrline and offline learning, leading to a need for a delivery medium that combihe

two and most often referred to as blended learning. Blended learning is a very common approach to
addressing some of the drawbacks dearning alone and therefore has received increased interest in

the literature. Brodsky (2003 as cited in Dergurritzsche and Salas 2005, p. 925) again takes the
AAYLX AZGAO I LILINRPIF OK ¢gKSYy RSTFAYyAy3d of SYRSR f SI N
YSUK2R&ad¢é®d . 28R O6HnnyX LI p0 RSTAYySatombefanR$R € S
and echnologyR St A GSNBR (NI AyAy3déad ¢KS ySEG adSL) dzld F:
combines traditional classroom sessions witearning and sele i dzZR@ ¢ o0Y2 @1 £ Sal1 A Hn

Mobile learning is also an emerging area of interest ing#e@arning arena as mobile devices such as

iPods, iPads, iPhones, Kindle and a range of other technologies enter the marketplace and become

mainstream. Our research found fewer researchers who had considered mobile learning. Traxler

(2007 though deschies it as learning delivered or supported solely or mainly by handheld and mobile

technologies such as personal digital assistants (PDAs), smartphones or wireless laptop PCs. Comparir

the benefits of elearning and mobile Iearnlng Traxler (2007 n.pggasts the virtues of-earning

agAff Ifa2 0S G2 Y20AfS RS@OAOSa |
u

3
LINE OS & 2NJéL£§§Z ol GGSNE tATSS YR O2yySOGADAL
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Benefits and anticipated outcomes

Elearning has much toffer for both learners and organisations, with the literature liberal in its praise
of its benefits. Within the literature and current research, there are some common benefits of e
learning espoused.

Anytime anywhere

Pollard and Hillage (2001) claimgdhtef S Ny Ay 3 2FFSNB al yedidAYSklyesl
ROyl 3Sa AyOf dzRS (KS RSt AJS NBependentihas suiing at A OS
particularly needs of adult learners who can then choose a time (and often a wayjndhedis most

suitable to them. Further benefits oflearning were addressed by Berge and Giles (2008, p. 46) who
y2G4S Ada LRGSYGAFT G2 aialFAf2N 0KS  SI Nymighd G 2
andjustfor-yS f SI Ny Ay 3¢ o

The benefits of this flexibility however extend beyond the individual learners, with organisations also
having much to gain. This flexibility of timing means that organisations do not have to release staff for
extended periods, nor incur direct costs swshtravel and indirect costs such as opportunity cost to
deliver faceto-face training.

The way in which learners and facilitators communicate also differs idearging environment due

to the flexibility of timing and location. -lEarning typicallyuses asynchronous communication which is
GUKS dzasS 2F YSaar3asS o02FNRA yR 2GKSNJ deLilSa 27
yasSNB NB LRaGdSR FyR fF0GSNI I OO0OSaaSR o0& GNIAY
(e.g.,chatrooms)thia |t f 26 FT2NJ O2y @SNAIF A2y a o Sdig308lyas (i NI
cited by DerouinFritzsche and Salas 2005, p. 924). Whilst synchronous communication requires all
learners to make contact at the same time, it may overcome feeling®lation. Asynchronous
communication on the other hand offers learners the chance to reflect on information and discussions
and to respond from a more considered position, whilst also allowing for those input from all learners
regardless of the time at with they choose to undertake the training (Becker 2004).
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Financial benefits and productivity

Intuitively, it seems, many observers would put productivity gains at the forefront of the key benefits of
e-learning. Oakes (2003 as cited in KathawalaWliigen 2004, p. 5.03) found that a high proportion

of the research covered the productivity effect on sales following sales training, with most coming out
GSNE Tl @2NIrofeée o0adzd 642 oo LISNJ OSyid KAIKSNI alfs

In addition toa focus on productivity, many authors argue thdearning is a cost effective means of
facilitating learning. Urdan and Weggen (2000 as cited in Kathawala and Wilgen 2004, p. 5.03) believe
e-learning to often be the most cosiffective training delivey platform, because it cuts down on travel

time and expense, as well as the cost of the trainer, and refer to estimates of training savings in the
order of 60 to 7(oer cert. Kathawala and Wilgen (2004, p. 5.03) also compdeaming to the higher
costs2 ¥ UNFRAGAZ2YIET GNFAYAY3d YSGK2Ra 6KAOK AYLRaAS
expense of travel and delivery. In addition to simple direct cost savings, authors such as Reynolds
Fisher and White (2000 as cited by Kathawala and Wilgen 20045).delved more deeply into the

price efficienciesof€ SI Ny Ay 3 | yR y2GSR GKIFIG aSt SOGNRYAO O
RAAGNRAOdzISR gAGK 26 YINBAYlIf O2adaétao

Kathawala and Wilgen (2004, p. 5.03) also referred to a breadth of research by2G&ty, Phillips

(2002) and Oakes (2003) who noted that improved learning outcomes have a positive effect on staff
GdzNYy2PSN) o GoAYyRAYy3IE (GKS SyLX 2eSS G2 GKS 2NBEI
flow. Similarly, lower staff turnoveallows organisations to stem the loss of corporate knowledge and
GKA&E A& 2F LI NGAOdzZ NI oSySTAG Ay aGAaAyYySa 2F aol

Learning Quality

Derouin, Fritzsche and Salas (2005) observed improved indivéduialng and satisfaction of

employees when organisations align theilearning strategies with employee preferences; one of the

key benefits of dearning. Urdan and Weggen (2000 as cited in Kathawala and Wilgen 2004, p. 5.04)
noted that the benefitsoDdza G 2 YA &aAy 3 O2yiGSyid Ay Of dzZRSR &l cn |
toinstructorf SR O2dzZNES&é¢ YR AYyONBFaASR 02y GNRf 2@FSNJI
F2dzyR aGKS RStEAGSNE 27F 02y S ydstindeffectarNelsef féctBrildardzy A
enhance the retention rate between 25 and 60 per cent compared to instrdctSrR O 2 dzZNBE S & ¢ ¢
and Weggen 2000 as cited in Kathawala and Wilgen 2004, p. 5.04). These researchers also found that
GaddzRSyda Gl 1 Aeh@Braligkire@efiirdngieht irGndidaNid&@yScan try new things and

make mistakes without exposing themselves". The quality of learning and information provided can

also be superior to other forms of delivery whette@arning material can be immediately ugpted
GYF1Ay3 AlG Y2NB 1 OO0dzNF GS FyR dzaS¥dzZ F2NJ I f2y3

Measuring the effectiveness oflearning is considered separately in this literature review because it is

a critical element of the quality of déening (both on and offine). However, it is worth considering here

that Block and Dobell (1999 as cited in Kathawala and Wilgen 2004, p. 5.05), endorse the traceability of
ef SINYAY3I YR K2g Ald0 a3IABSE& | RYA yessollanHeargingh ( KS
LINEIANF YéED ¢@yelfl FYR 1'F{1AYSY OHnnpIZ LIP oHNO
ef SINYAY3I SYBANRYYSYyd LI NIAOdzZ NI & ¢gA0K GKS dza
authentic environments or galitions and in ways similar to real life situations. Technology has made it
LI2aaAo0fS (2 ONBFGS OANIdd t SYSANRYYSydGa GKFG |
even possible to create learning environments that could not be createshirife. In the case of the

rail industry, this might include simulation of unsafe working conditions, train derailments or other
disasters unlikely to be available in faceface modes.
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Community building

The interactivity dearning affords is awsidered by a number of authors including Rosenberg, 2001 in
(Kathawala and Wilgen 2004, p. 5.05) who notdd 8  N)y SN&E KI R &l aA3ayAFAOol
contact and greater understanding of the material than those in a traditional class. THig ean

substantial motivator for organizational learning, since the knowledge of the individual can be

GNF YAFSNNBR YR 0S502YS 2NHIYyATIIGA2ylL+f 1y2éf SR13
this benefit of elearning when they look to the work ofaHsen et al. (1999), who believe online

discussions within communities of learners can be stored and used at a later date as a source of
organizational wisdom and knowledge. Tynjala and Hakkinen (2005) also found the sharing of ideas as :
positive attribue of utilising elearning.

Enhancing IT skills

There are additional benefits oflearning also discussed in the literature. In particular, Pollard and
Hillage (2001) point to the enhanced IT skills developed by learners as a resldaafiag whiclcan
then carry into other arenas in the workplace and beyond.

Barriers to the implementation of e-learning

Our review of the literature has found a breadth of opinion and commentary on the advantages and
disadvantages of-kearning howeverBoyd (208) suggests that few authors had considered enough
empirical research to comment with authority on the limitations déarning. Boyd (2008) does
conclude that dearning is not a panacea and it does attract risks which are, by their nature, difficult to
assess. Some of the identified disadvantages of and barrierdet@reing implementation have been
summarised below.

Costs

Elearning can be expensive to develop and maintain. However, Zirkle (2001 as cited in Kathawala and
Wilgen 2004), explains thaespite assurances fromlearning advocates that-kearning is relatively

cheap to maintain, it is not cheap to develop. Investment in infrastructure from the outset or upgrades
to existing systems such as intranets are required, thus raising upfrorgragaing expenditure.

Brown et al. (2006, p. 417) canvassed the obstacles teavebd SR f S| NJ Ay 3 pdrgeiR T 2 d:
2F NBalLRyRSyida OAGSR I LIS NS Lditdf eespondefits wha fBlktheO 2 &
time required by instructos to prepare content limited their takap of elearning. Hunt and Clarke

(1997 as cited in Kathawala and Wilgen 2004) analysed thehmars required to develop online

versus faceto-face training and found that online training was approximately-fidd more expensive

to develop than traditional training, hence representing significanfropt cost to an organization

before any longer term benefits can be enjoyed. The particular nature of the content was also
determined to be costly, as was the poteaity hidden costs of technical support.

Access and IT skills

a! 00Saa ol NNASNEE oSNBE O2yaARSNBR o6& YIGKFglk LI
factors limiting the takeup of elearning. These authors note that staff who lack IT lagrmeeed to

develop these skills to accesgearning, despite the possibility that such skills are not required for their
G2N]l @ bl aANJI 6Hnnu +Fa OAGSR AYy YIGKFglFtlF yR 2A
more likely to participate in, ahprofit from,ef S N}y Ay 3 LINRP3INI YYSa GKIFy N
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Access to the internet was considered by Brown et al. (2006, p. 417) in measuring obstacles to-the take
up of webbased learning and found that 2®r cent2 ¥ NI & LJ2 y R S yofitéinity onihbvikto I d f
dzaS GKS 2S8S06¢ | a | pefcenNiBiLA2yNAI STR- O 2N8 &l AyaRi FayodS G2
factor. The availability of higkpeed internet access is just one of the difficulties facitepening

providers in a geographittpa spread rail sector and this was addressed by Berge and Giles (2008, p. 48)
AY NBO2YYSYRAYy3 a2YS LINI OGAOIFf 3IdARStAySao ¢ K
standardized technology hardware, software, and learning materials by all usemnarar

' Yy@ s KSNB & @ ¢Kéé Ffa2 FNBdZS GGKFd | O2fttF 02N GAQD

professionsanfLINE F Saa A2yt ta A& ONARGAONE (G2 Syad NJ\ ya i
consistent, individudl T SR 'yR fAy1SR (2 2NBFYAT I GAZ2YI LJ2 f 7
48).

Lack of engagement

Ef SENYAY3 AayQid ¥F2N edbsDebdnfigsthe ard BalasR0S5NLoasideredn |
the challenge of keepinglearners engagednd found that factor to be a primary difficulty in

minimizing dropout rates. As learners are not engaging in a personatlfadace relationship, it

becomes far easier for the learners to disengage or to postpone undertaking training online. Tdhis coul
0S aSSy G2 0SS UKS FydAadKSara G2 GKS a4l yesgKSNB«k
ceyealktl FYyR I'F{11AYSY HwHnnpZ LI oHTO OAGS&E | afl
learning initiatives.

Focus on technical issues to the detriment of learning considerations

Instructional design weaves its way through much of the literature4maming with Servage (2005),
lamenting the emphasis on the technical issues at the expense of adult learning principles. Tynjala and
Haddiren (2005) likewise expressed concern that the desigrlefiming environments will be
technologydriven rather than problerdriven or learnerdriven. They cite Freund (2004) when

suggesting that another of the factors inhibiting the performance-tfadly/ A y 3  Aearningha#s | 4 S
y20iG 0SSy fSIFENYSNI 2NASY(iSRé OCNBdzyR wnnn & OAd

As one of the seminal authors in the field of adult learning, Knowles (1970) emphasised that adult
learners are driven by internal mogtors and it has been noted that achieving this may be difficult

online (Kathawala and Wilgen 2004). Pollard and Hillage (2001) were also concerned about the limiting
nature of the absence of direct feedback for learners. In addition, Urdan and Wegd¥hg2@ited in
Kathawala and Wilgen 2004) felt that learners who preferred auditory or kinaesthetic learning would

not be weltserved by technologpased training.

Self-managed learning

Elearning is often espoused as the ultimate approach tomelhaged learning; allowing learners to
determine the most appropriate time and place to undertake training, the sequence in which it is
undertaken and the extent to which they engage with the material. However, the fact lesgreers
are often required to mke decisions on what content to view and when has been argued to be a
distraction from focusing on the training material itself (Derouin ,Fritzsche and Salas 2005).

Training type suitability

There are also many authors who argue thdé&rning is not auitable medium for all types of

learning. Pollard and Hillage (2001) as well as Urdan and Weggen (2000 as cited in Kathawala and

2 At 3SYy wnnnI Lldeamidyisiess stitttHolziinda &pplidatiohsSvith strong

emphasis on peer review drcollaboration, strategy, team building and communication training,
presentation and social skills, rapid decision making and material dealing with emotional issues. A
method used to overcome this weakness is blended learning, where pure content igelikeough

ef SFNYAy3 YSUiK2Ra ¢oKATS AYGSNILISNmE2YyFf aiiatta |
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{AYAEFNI &Y 5NR&AO2ft omdphpy Fa OA il Rainhnyis appragdatg H 1
when students need to articulate, negotiate,chdefend their knowledge. Leadkd training is also
recommended when the subject matter is complex, eddfined, requiring a lot of concepts, principles
YR GKS2NASa (2 NBazf dSo¢

Other barriers
Some other potential concerns raised by authors daarning include:
e Iy 1 0aSy0S 2F GAYS T2N) GONBIFrOGAGAGRET O2yOBSNAI I
Gt Ol 2F O2ttl1 02Nl GA2Y YR AYGSNI OGAQGAGREE CNI
e The difficulties arising froraxpecting employees to do worklated training at home or outside
normal working hours (Servage 2005, p. 311)
e ¢KS GAYLISNRE2YIFf yIFddNBZ GKS t2aa 2F (GKS | 0Af
(Boyd 2008, p. 6)
e 25percentof respondentsi 2 NBaSk NOK o6& . NRgy SO fd ownnc.
2NBFYATFGA2Yy T adzllBadEdeaning |y 20ail Ot S (2 oS¢
e {AYAfINI&x c¢ce&yetftl IyR 11 11AYSedmingishighlyZ LJP o0 H
dependent on factors related to the evall work and learning culture of an organisation.
Organisational structures and the work atmosphere may represent both enablers and barriers to
f SENYyAYyIADE

Evaluation of e-Learning

Literature on the evaluation of-kearning and its impact on learnimgitcomes varies significantly in
NBfFGA2Y (2 FTAYRAYIAD I aaftA3aKGEte Y2NB LRaAAGA
Derouin et al (2005, p. 937) when reviewing the work of Kulik & Kulik, with the subjects rating their

& Ay a i NjitpQramisangre favorably thenne@ 2 Y LJdzG SNJ o0 aSR GNI Ay Ay 3¢
f SENYyAY3 OFYy GAYLINRGS fSINYyAy3d YR FOKAS@SYSy

Not all studies of the effectiveness ofearning have been positive though. Deroutra&(2005, p. 927)

also reviewed the work of Allen, Bourhis, Burrell, & Mabry (2002) who compared distance and

OGN RAGA2YLFf SRdzOF A2y S FAYRAY3I + £atA3KGI LINBTS
GKAOK aF2dzy R LJ2 2 NBsotlatbdSwitiNg/ 3 Iy M R A1 O@ YIS kKA a NBJ,
research Derouin et al (2005, p. 927) could therefore not conclude on the overall effectiveness of e

f SENYyAY3IsS y2iAy3 GKFIG aG23SGKSNE GKSaS rdandRAY 3
satisfaction with, & S Ny Ay 3 adeaidiSvya¢o

These authors also looked at outcomes df & NY Ay 3 Ay iSNBSyiliAz2ya FyR a
posttest performances of students inlearning ortradii A 2 y I f RSt A @S Nehitzsohe b & ¢
Sata HnAnnpX LI PpHPpLE FYR FNB FAylLffe 26f AdSR (2

learning is more, less, or equally effective at the learning level than traditional classrassa

GNF AyAy3Ié K2SOSNI AU nivsurprisidgdived thelfacti@aiitie Rangé 61 G G K
research conducted in-kearning varies on a wide range of issues relating to both the training itself and
the research undertaken.

Aside from the actual measurement olearning and the varying result® avhether it is effective or

not, two other elements of evaluation emerged in the review of the literature; firstly the extent and
effectiveness of the evaluation undertaken by organisations, and the varying approaches to evaluation
that are utilised.

Effectiveness of evaluation

Derouin et al (2005, p. 922) found very little research was evident on the effectivenedsashmg in
workplaces with limited review noted of the type or level of evaluation being conducted. They

concluded an absence oferdah O f NB &SI NOK 2y S INg/S ySST F2OI @S yiS
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Servage (2005, p. 310) and Derouin et al. (2005, p. 931) also considered deficiencies in the evaluation c
ef SENYyAYy3 2y (GKS 2NHFYAal (A 2y abiendels NFievhydaayiiagS & A
NBaSINOKSNB YR LINFOGAGA2YSNER 2F (KS tSINYyAy3Q
organisation. The former pointed to the inadequaciefR@flanalyses and cited Forman 2002 who

suggests thaROlcomputationsr NB ddzadzl £ £t @ f AYAGSR (2 O02ai NBRd:
0SYSFAGAYT AYyy20FiA2yT 2N dzyAljdzS @I+t dzS ONBIF GSR

This theme is continued by Kathawala and Wilgen (2004, p. 5.10) citing Strother2@0gdints out

that most organizations do not evaluate the success of thédaening programmes. They also cite Gale
OHnNnHL ¢K2 y20Sa 0KI GleaMibgnaedsNdintidde th&sdft factbry, slichaga 2 F
shorter learning curve and improke NB UGSy GA2y ® . dzi DFES |faz2 FlIAfa
YR 2At3SYy wnannnI LI podnpo® ¢KS&S | dziK2N&E | NHdJzS
. f201 YR 520Stf omdpppd 6K2 0St ASJSilityitKnedsuré G K S
the effectiveness of an-earning programme. The monitoring of the learner can also help in evaluating
costSTFSOUABSYySaaeg oYFOKFglfl FyR 2At3SYy wnnanz LI

Models of evaluation

Arguably, the most widely used and cited model afteng and development evaluation is the four

tf S@Sta 2F GNIAYAYy3I S@OlFfdad GA2y 06& YANJLIFGNRO] o
reaction, learning, behaviour and results. Phillips (1996) agued for inclusion of a fifth level dogside
return oninvestment

Galloway (2005, p. 22) also looked to Kirkpatrick for inspiration but has the following concerns about
the use of such a model:

1. ReactioncA Y OOdzNI S odzi LRGSyGAlLftte GAYStEe | aas:
beena f S Ny SR 2 NJ AyuSN;yl-tHSﬁeécb 1 faz OI-duA2y5
GKFG YAIKG NBEIFGS G2 YFIGGSNER 2GKSN Fy (KS

LI NOHAOALN GA2YyE

2. LearningcgKF NR (G2 YSI &dz2NE AF (KSNBFTENE2FSEGI Nyayeé
Relies on selfissessment to assess behaviour change

3. Behaviourg supervisors assessing behaviour change is a potential obstacle {ineatata
gathering is a potential benefit

4. Resultxitis areal challengetolinktsdiA y 3 (2 KIFNR S@GARSYOS Ay al
Oz2aita 2NJ AYONBI&aSR LINRPRAzOGADAGEE @

Finally, Strother (2002) took each of the five levels developed by Kirkpatrick and refined by Phillips and
applied them to dearning in a corporate setting as follew

1. Reactiongsatisfaction levels and feelings of both participants and facilitators in relation to the
training, usually measured using feedback questionnaires or other similar mechanisms

2. Learningcthe extent to which principles, facts and informatioreainderstood and retained by
the learner, typically tested using forms of assessment during or after the training

3. Behaviourg whether the training has been transferred into the workplace in the form of
changed workplace behaviour

4. Resultg; impact of thetraining on the efficiency, cost, production or other factors of
organisational performance

5. Return oninvestmentg a more complex calculation involving the conversion of the
measurement or results into monetary value

It can be argued that these anest as applicable to any form or training, however it is argued that the
inherent use of technology as a part efearning should enhance the ability of organisations to
conduct a more thorough evaluation of the results of their training initiatives.
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Appendix B. Semi-structured interview questions
General Background

Organisational history (age of organisation, ownership, growth, competitors, collaborators etc)
What is the size of business / Number of staff (FTE)

Nature of staffing (blue collar, teafcal/trade, professional, managerial)

Location/s in which they operate

Describe the organisational stture (obtain copy of org chart where possiple

What is the labour turnoverdvel,patterns, areas of shortage)

Users:

Broader questions:
What training is being delivered usinglearning?
What training is NOT being delivered usinig&ning?

Specific questions (for each intervention that usdearning)
What is the overall approaatall online, blended, just learning aids?
What are the learning @tcomes/content?
What is the target employee group?
How are potential trainees identified for this course (gemination, statutory requirement,
performance management, supervisor/manager nomination)
How do you develop the courses house/use externaxpertise? If internal, what-arning
experience do they have?
How effective has it beeqwhat has worked well and what needs improving?
How do they measure the outcomes and effectiveness of this particular course (reactions,
learning, behaviour, rests?

Broader questions for end of interview:
Who decided that dearning was the best option/who championed its implementation and why?
Do you think dearning is a good option?
How might it be better utilised?
What are the barriers/inhibitors to implemeation of elearning (people, technology)?
What do you see as the future oflearning in your organisation (Are you going to continue to
grow your use of ¢earning)?
Does it meet all your needs (geographic/learning styles/etc)?

Non-users:

What trainingdo they currently provide for their staff (and details of natqrm-house, external,

technical, supervisory)?

Who designs, develops and delivers the current offerings?

Have they ever considered using eS | N3/ A y 3 K 2 Ké R2YyQi-learsifg2 RSt A JSN
Would they consider using it in the future?

Are there barriers/inhibitors to implementation oflearning (people, technology)?
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