
The New Rules of Engagement

Delivering Human 
Experiences in 
Virtual Learning
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http://www.youtube.com/watch?v=8tCC9yxUIdw


http://www.youtube.com/watch?v=_GMcf1fXdW8&t=55


Tough Choices for Corporate Learning 

In-Person

Not Scalable Interactive

Location 
Dependent Context Rich

Expensive Impactful

Added Logistics Peer Connection

CHALLENGES BENEFITS

Web Conference

Scalable Low Engagement

Accessible Constant 
Distractions

Attendance 
Tracking

Content 
Limitations

Data Insights Low Interactivity

BENEFITS CHALLENGES
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Class Unifies and Amplifies the Benefits of Both 

In-Person Web Conference

Not Scalable Interactive

Location 
Dependent Context Rich

Expensive Impactful

Added Logistics Peer Connection

Scalable Low Engagement

Accessible Constant 
Distractions

Attendance 
Tracking

Content 
Limitations

Data Insights Low Interactivity

CHALLENGES BENEFITS BENEFITS CHALLENGES
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What Our 
Learners Believe
The data is hard to ignore.
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16%Training provided by company is 
very effective

39%L&D Helps Career Progression

29%L&D Helps Performance

32%L&D Helps Understand Organization

66%Invest Personal Time in Learning

71%Prefer to Choose When/Where They 
Train

68%Faster Skill Development with More 
Control

*2019 Kineo Research Report: 
https://learningnews.com/news/kineo/2019/global-workforce-reveals-learning-and-

development-not-meeting-their-needs

https://learningnews.com/news/kineo/2019/global-workforce-reveals-learning-and-development-not-meeting-their-needs
https://learningnews.com/news/kineo/2019/global-workforce-reveals-learning-and-development-not-meeting-their-needs
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We’re at a Transformational Moment

94%

of employees would 
stay at a company 

longer if they 
invested in career 

development

* -25

Average 
NPS for L&D

85%

of employees 
struggle to find 
needed training

*
* 81%

of executives list 
“talent” as their 

#1 priority

* 2 of 3

Talent 
Developers 
would NOT 

recommend their 
own programs

*

*LinkedIn Learning 2018 Workplace Learning Report **2019 Kineo Research +Gratton & Scott

https://learning.linkedin.com/resources/workplace-learning-report-2018


Training 
Methods
Online training 
methods used in the 
training industry in 
the United States in 
2020, by type

https://www.statista.com/statistics/796020/training-methods-used-in-the-training-industry-by-type-us/

Executive development

Management / supervisory training

Interpersonal skills (e.g. communication)

IT / systems training (e.g. enterprise software)

Desktop application training

Customer service training

Sales training

Mandatory or compliance training

Profession / industry-specific (e.g. engineering)

Onboarding

0% 20% 40% 60% 80% 100%

No online A few online programs Some online Mostly online All online
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% of 
Training 
Time 
Approximate 
percentages of 
training time that 
was, is, and will be 
delivered virtually.

https://www.i4cp.com/productivity-blog/optimizing-virtual-classroom-training-what-the-research-says 11

https://www.i4cp.com/productivity-blog/optimizing-virtual-classroom-training-what-the-research-says
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2020 Training Industry Report
Learning Technologies Current Usage (All Companies)



Technology doesn’t solve 
problems, people do.



Introducing 

Instructor Tools

Learner Engagement Functionality

Attendance & ID Verification

Attendee Views

Session Management Tools
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• Learners ability to 
collaborate and connect

• Instructors and facilitators 
had to redesign to create 
focus and engagement

• Administrators found it 
hard to track and scale

The Human Experience 
Was Disrupted
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It’s All About People

Ultimately, you should tap into what 
inspired you in the first place to become a 
learning and development professional.

Simply put, you have to…



GIVE A DAMN
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4 Strategies to Deliver 
Human Experiences
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According to the Harvard Business 
Review, companies spend more than

$350 BILLION
globally on training programs—but 
that doesn’t necessarily mean they 
are Effective.

Yet ONLY 12% of learners reported 
that they could apply their skills.

19
https://hbr.org/2019/10/where-companies-go-wrong-with-learning-and-development

https://hbr.org/2019/10/where-companies-go-wrong-with-learning-and-development
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https://docs.google.com/file/d/1v_redIk2N1cOP-d0DU1Tl7jbKxjLqrqW/preview


Conversation
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It’s not where they are,
BUT WHAT THEY HEAR?

-Gallup
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Slow Down
“I talk 
about 75% 
my normal 
speed”
- Elliott Masie

• Learners appreciate the ability to track and 
differentiate each sentence of a presentation.

• Learners have more time to process the 
content and “index” it against what they already 
know.

• Learners have more space to ask questions. 
They get a moment to think about the format of 
the questions.

• Learners maybe in a more distracting 
environment.
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https://docs.google.com/file/d/14EYbz1S_1z244e9GRungTzYgTDQccFXy/preview


Listening

25



26

The power of listening doesn't lie 
just in giving people the space to 
reflect on their views. It's a display 
of respect and an expression of 
care . . . Listening is a way of 
offering others our scarcest, most 
precious gift: our attention. Once 
we've demonstrated that we care 
about them and their goals, they're 
more willing to listen to us."
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2 Understand
Your Audience

27



2828



2929



3030



3131



3232



3333



3434



35

Human-Centered Design (HCD) Is Essential
As an L&D practitioner your learner’s should always come first:

Engage yourself with 
their daily workflow and 
understand their needs

Seek feedback from 
your Learners about 
how to improve your 
existing L&D programs

Bring them in the 
process of problem 
solving when 
challenges arise
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What’s the priority? Hitting 
deadlines, or creating a 

culture of learning?
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https://docs.google.com/file/d/1L8sg8pHFhC0GPywNhA6ZoROLJuYc7npa/preview
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We’re People, Not Machines

Learning and development 
programs should prioritize 
EMPATHY in how they are 
designed. Regardless of virtual 
or in-person.

We should measure success by 
how much we inspire 
CURIOSITY to unlock that 
potential just waiting to be let 
out from our Learners. 



What is the greatest 
problem facing our 

generation*?
40
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If you want to build a ship, 
don’t drum up people to 
gather wood, divide the work 
and give orders. Instead, 
teach them to yearn for the 
vast and endless sea.”

Antoine de Saint Exupéry, Author



#GIVEADAMN
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3 Provide Opportunities
for Connection
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Job connection + 
human support 
result in better 
outcomes

Performance 
Improvement

Source: Wilson Learning Worldwide.

0% 5% 10% 15% 20% 25% 30% 35%

Job Connection

Peer Support

Manager Support / Coaching

Learning Culture



Guess What 
Supports That?
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Culture change 
with shift to 
remote work is 
mostly seen as 
positive

N=1,750 newly remote or hybrid employees who report organizational culture has changed since they started to work remotely
© 2021 Gartner, Inc. All rights reserved. CTMKT_1139941
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Satisfaction With the Culture is 
Critical to Key Talent Outcomes
Employees who report that culture has improved since starting to work remotely are:

• 2.4 TIMES more likely to report high employee engagement

• 2.7 TIMES more likely to report high discretionary effort and intent to stay

• 3.5 TIMES more likely to report high inclusion than employees who report their 
organization’s culture has deteriorated.

Notably, senior leaders are even more likely (1.9 times more than individual contributors) 
to report that their organization’s culture has improved since starting to work remotely.



4 Make Learning Relevant
& Applicable
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In 2020, automation
destroyed about 40 million jobs
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…and created more than
65 million new ones.
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Most four-year technical 
degrees teach two years of 
useless stuff, because the 
first two years are useless 
by the time they graduate”

Aaron Dignan
Founder of The Ready and 
author of Brave New Work



Soft Skills
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IBM study found “willingness to be flexible and 
adaptable to change” was the most critical skill 

for workers in 2019, up from fourth place in 2016.
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Many traditional learning delivery 
technologies are not built for 
collaboration. Look for solutions that 
deliver a learning experience that 
focuses on practice, application, 
collaboration, discussion, and easy 
content creation.”

Josh Bersin



#GIVEADAMN
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Questions 
?
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Connect With Me

Chris Olson
Corporate Strategy & Partnerships,
Class Technologies Inc.


