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Case Study

Customized, Worldwide Training Delivered to an

International, Integrated Energy Company

Profile: an International, Integrated
Energy Company

Headquartered in California, an international, integrated
oil company is one of the world's largest integrated
energy companies, conducting business in more than
100 countries. The company is engaged in all aspects
of the crude oil and natural gas industry, including
exploration and production, manufacturing, marketing
and transportation, chemicals manufacturing and sales,

geothermal, and power generation.

Situation: Worldwide Roll-Out of
Microsoft Windows Vista and Office
2007 Training

The energy company had an enormous project on its
hands. It needed to train over 80,000 end-users and
4,000 IT support personnel on Windows Vista and
Office 2007. These professionals were located across
more than 1,300 locations in over 100 countries.
Complicating the matter further, the company did not
have a corporate-level learning and development office.
From a training standpoint, it was decentralized, with
each office site or regional operating unit making its
own training decisions. The company would need a
very consultative approach with each unit to "sell” the
training to each site or region. There would also need
to be massive schedule coordination across the compa-
ny, as the training at each site would need to be
conducted within 1 - 2 days of end-users receiving their
new hardware platform. This would allow the end-users
to retain the most knowledge from the training and

ensure they used the new technologies right away.

The company had tried to employ similar learning proj-
ect rollouts in the past but had poor results. With this

project, however, failure was not an option.

Solution: Customized, High Quality, Just-
in-Time Training Solution

The energy company partnered with Global Knowledge
to develop a training program focused on teaching the
new Vista and Office software features to ease the stu-
dents’ platform transition. Global Knowledge used
experienced and certified Microsoft instructors that
were very familiar with the client’s corporate culture.
They even understood how different user groups used
the Microsoft Office platform. According to the client,
“The learning experience—not just the information—
[would be] critical to success. Great learning
experiences are created by quality, skilled instructors

who do more than simply present information.”

The training solution’s theme was “Just in Time. Just
Enough. Just for Me.” Global Knowledge had to design
a training strategy to minimize business operation dis-
ruption while customizing a configuration of training
schedules for the sites. The Global Knowledge team
consulted with each individual site to understand their
unique needs, and then prepared the instructors
accordingly with “Teach the Teacher” sessions, while
implementing quality assurance and remediation pro-
grams. Training modalities included instructor-led
Classroom and Virtual Classroom e-Learning, Self-
Paced e-Learning, one-on-one mentoring sessions, and
special VIP-level training. Global Knowledge tracked
the efficacy of each instructor, modality, and site to
provide the energy company with weekly input and

recommendations as the program evolved.

Results: Employees Better Prepared To
Use Their New Desktop Applications
The client was concerned with three main factors that

would impact the overall training project ROI:
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* Learner ROI—Training in the workplace required
that the students’ time was well-spent. The training

had to be useful, targeted, just enough, and deliv-

ered just-in-time. The goal was to minimize business

disruption and maximize relevance.

Quality Learning Experience—The learning experi-
ence, not just the information, was going to be
critical to success. Great learning experiences need
to be created by quality, skilled instructors who

would do more than just recite information.

Consistency and Flexibility—An enterprise-wide
program would require a consistent approach to
learning. But in a global organization, there is no
one-size-fits-all solution. A standard approach built
from modular components would allow the flexibili-
ty to address the needs of different types of users
and different preferences of learning styles and

modalities.

Global Knowledge was able to deliver on all of these
requirements and provide the company with improved

training ROI.

Ten days after the training, and then again 45 days
after the training, students were surveyed on how they
felt about the training they received:
¢ Users who went through the training program were
more satisfied (70%) with the new desktop environ-
ment (Vista/Office 2007) than those that were not
trained (55%).

e Users who had training were also more pleased
with their experience in communications satisfac-
tion: 87% vs. 67% of those not trained.

e Satisfaction in the support they received was higher
80% vs. 58% of those not trained.

* Most telling is that 94% of users trained stated that
their training experience made them feel better pre-
pared to immediately use their new desktop

applications.

About Global Knowledge

Global Knowledge is the worldwide leader in IT and
business training. We deliver via training centers, pri-
vate facilities, and the Internet, enabling our customers
to choose when, where, and how they want to receive
training programs and learning services. For more
information about our IT and Business Training
Solutions, call 1-800-COURSES.
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