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Imagine this scene: A young 
woman is sitting in an 

airport coffee shop late in the 
evening, engrossed in her 
Blackberry. The device rings. 
It’s her husband. “Honey,” she 
says, “can I call you back in a 
little while? I’m right in the 
middle of that test for the HR 
course.”

How many of us would have 
thought such a thing was pos-
sible, even a few years ago? 
Taking a class on your phone? 
Now, of course, mobile learning 
is just one of the many impor-
tant new trends in the ways 
that people learn. And those 
trends are what this issue of 

Performance Matters is about.

Karen Jones’ piece on mobile 
learning—or mLearning—takes 
a fascinating look at what 
happens when folks start 
using their hand held devices 
to educate themselves. Your 
course can be anytime, your 
classroom anywhere—such as 
late in the evening in an airport 
coffee shop.

3D is the hottest tech trend 
in commercial cinema. And 
according to Bill Roberts, 3D 
technology is coming soon to 
an operational training course 
near you—minus the popcorn. 
Pretty soon, when you learn the 
ins and outs of a manufacturing 
system, you’ll be seeing them in 
three dimensions—for a more 
powerful learning experience. 

In “Building Communities” 
Scott Palmer offers five key 
tips for trainers or educators 
thinking of using the online-
community concept. It turns out 
it’s not simply a matter of “If 
you build it, they will come.” 

Lee Collins provides a great 
overview of what it takes 
to educate effectively in a 
multinational environment. 
Butler Newman’s “Learning 
to Learn” addresses the need 
to create a new framework for 
how learning takes place in 
organizations; and to regard 
it as seriously as other vital 
systems. And, not least, from 
“Down Under,” Nicole White 
looks at how social networking 
systems can enable and 
enhance learning. 

With this ever-expanding 
palette of training options, 
we’re living in a very exciting 
time for trainers and learners. 
Dig into these interesting and 
substantial articles, and you’ll 
see what I mean.

Dr. robert W. Deutsch | chairman
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The gap between Generation Y and 
earlier generations represents much 
more than a difference in age and 
the use of technology. It reflects the 
effects of a changing society on a 
generation. Young adults today have 
very different life experiences than 
those before them. Many of them 
were raised in single parent homes. 
They grew up on fast food, remote 
control entertainment, and quick 
response devices like ATMs that 
provide instant gratification. Most 
of them have their own computer 
and cell phone, have a Facebook 
account, use instant messaging and 
texting to communicate, and use 
Websites as their primary source of 
news. They also live in an economic 
environment that offers limited career 
opportunities. It is these conditions 
and experiences that have implications 
on the way people learn. This issue 
addresses the various methods of 
learning that not only meet the needs 
of this generation but also brings us 
into their world, the 2�st century.   
(see you on Facebook!)

Sue Varner | editor

Kayla Hartford | aSSociate editor

Corporate Marketing & Communications

For questions and additional information on the 
content of this newsletter contact Sue Varner at 
�.800.677.3688 or svarner@rwd.com.
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It’s all CEOs can do just to 
stay current on the external 

factors impacting their orga-
nizations. Determining what 
course to chart is a difficult 
decision. For example, once a 
destination is decided and an 
intended course plotted, how 
will a CEO quickly get the 
organization’s employees, from 
the COO in New York to the 
product engineer in Chicago to 
the Customer Service represen-
tation in Mumbai clearly un-
derway and on course? Though 
there are many organizational 
facets to successfully accom-
plishing this, one thing that 
is becoming abundantly clear 
is that the organization must 
learn new things, learn them 
quickly and apply them almost 
immediately. To be successful 
in today’s world, it is impera-
tive that CEOs begin to shape 
organizations that can learn.  
This point is in little dispute by 
today’s top leaders.

The question is how? How do I 
get my organization to learn? 
If the question sounds simple, 
it’s because many of us, as baby 
boomers, have grown up with 
a strong preconceived model 
for achieving this. The model 
that dominates our “learning 
subconscious” is based on a 
mixture of the school classroom 
and endless corporate training 
events that have their roots in 
the �950’s industrial revolu-
tion. This is a model that has, 
at best, only sufficed during a 
period that moved at a pace a 
thousand times slower than 
today’s maelstrom.

It’s not as if the corporate 
learning field has been standing 
still, however. The learning 
profession has produced a 

plethora of ever evolving 
approaches and technologies. So 
many in fact that today options 
form an alphabet soup of 
learning approaches. To name a 
few there are:

• CR-learning
• elearning
• mlearning
• vlearning
• glearning
• LMS
• LCMS

The executive team for most 
organizations has become 
stuck between an outdated 
mental model for how their 
organization should learn and 
a seemingly endless parade of 
the next new things to save the 
day for organizational learning. 
Where are they to start in 
unraveling the mess?  To be 
successful, they must challenge 
their existing learning 
paradigm. The world today has 
transcended the question of 
how individuals learn. We now 
operate in a rapidly changing 
knowledge economy where 
organizations must learn how 
to learn.

Fundamental to organizations 
learning how to learn is a shift 
from the basic framework in 
how we think of learning. 
Classroom training, 
elearning, mlearning, 
etc. are all based on a 
delivery mode perspective. 
We must create a new learning 
framework. To learn how to 
learn, today’s organizations 
must view learning from a new 
perspective, a perspective that 
is based on treating learning 
with the same seriousness 
and expectations as financial 
systems, production systems or 
product development systems. 

Treat Learning as a  
Vital Corporate System

One of the fundamental flaws 
in our outdated paradigm for 
learning is that learning is 
often left up to the teachers or 
trainers. After all, the learning 
profession has spent the last 
50 years developing itself to 
the point where the centers 
of excellence in instructional 
design and behavior psychology 
are well known and highly 
capable. The flaw in this arises 
when we hire these experts to 
guide the corporation’s policies 
and determine the corporation’s 
explicit plans for how the 
organization as an entity is to 
learn.  It’s a bit like attempting 
to develop and market a 
software product that has 
been built solely by software 
programmers with little or no 
consideration given to business 
needs, market analysis or a 
clear software engineering 
process. The result is sure 
to be interesting and maybe 
even quite innovative, but the 
probability of a commercial 
success is low.

Learning to Learn Taking this analogy one step 
further, we need a systematic 
approach to corporate learning 
that in many respects mimics 
a well thought out product 
road map. Typical of successful 
technology companies is a well-
defined approach for developing 
and maintaining their Product 
Road Map. While road map 
approaches differ, most exhibit 
four key attributes.

CLEAR BUSINESS DRIvER The 
motivation for any product 
initiative comes from an astute 
understanding of the customer 
and how the product will meet 
a clear need. For learning in 
corporations, the customer is 
the business as defined by those 
activities that drive revenue, 
whether they are marketing, 
sales, operations or customer 
service. Learning that serves 
these organizations must be 
inextricably linked to the 
processes that are critical to 
their success. Though each 
organization has its unique 
business needs, there are three 
types of needs that are common 
to most organizations. These 
are: 

• New Employee Indoctrination

A NEW AND URgENT CORPORATE 
CHALLENgE By BUTLER NEWMAN

Global economy. Shifting workforce demographics. 

financial crisis. flat world. flat companies.  

Game-shifting technologies. Global competition…  

It’s all a cEO can do …



• Core Operations

• Leadership

Each of these contains their 
own requirements and 
challenges but also must be 
viewed holistically and as part 
of an integrated system for 
successful business operations. 
A simple first order test on 
whether a learning activity 
has a business driver as its 
motivator is to assess how it 
fits within one of these business 
objectives.

PROPER BUSINESS AND FINANCIAL 

SPONSORSHIP Successful 
road maps have built-in 
governance processes. They 
keep the path of the product 
aligned with the vision of 
the executive team. Today’s 
organizations are complicated 
systems in which sponsorship 
from business leadership 
and the associated financial 
commitment is mandatory for 
learning activities to impact 
the bottom line performance of 
the business. A constant dialog 
between the executive team and 
the learning team is required 

to ensure investments are on 
target and in line with the most 
recent fluctuation in business 
direction.

SySTEM FOR ARCHITECTINg AN 

APPROACH In many respects, 
long-term viability and 
success of a product depends 
on its architectural design. 
Good architectural designs 
address areas such as: high-
level understanding, leverage 
through re-use, construction 
blue print, evolution path, 
measurement strategies, and 
a framework for management. 
To be effective over the long 
run, an organization must have 
a learning architecture that 
forces its learning strategy 
to address each of these key 
attributes. 

Architecture involves 
technology implementation, 
content creation, and 
integration with existing 
workplace systems. There are 
many exciting technologies 
available to help ensure 
corporate learning architectures 
are robust and efficient. Some 
are innovative. Others are 
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… a Learning road map for the 

corporation must be pursued and adopted. 

Leading companies would never consider a 

capital investment for a product without a 

clear road map.

foundational. Regardless of 
where along the spectrum they 
reside, each technology must be 
considered within the overall 
learning architecture and how 
it will develop and evolve along 
with the road map for learning.

Though technology is important 
in achieving the scale and 
efficiency required in today’s 
organizations, it can be 
rendered useless by a poor 
content architecture. We live 
in a world of change which 
breeds a constant flow of new 
and revised information. If 
there is not a way to keep 
organizational content fresh, 
there often is little need to 
proceed with the technology. 
Keeping the content fresh 
requires deliberate and clear 
processes that are integrated 
with the work. Learning is not 
a collateral activity; it must be 
integrated into the ebb and flow 
of the workplace.

ExECUTION OF DESIgN When 
each of the above attributes 
are in place, the result is a 
specification that can be built 
and the product team can 
consider all the options that 
exist to execute effectively 
and efficiently. Executing 
the company’s learning 
design is no different. Some 
activities like administration, 
infrastructure, development, 
and some specialized staff can 
be considered for outsourcing. 
Other activities like core 
process instruction, follow-up 
and coaching activities are best 
conducted by line personnel 
within the workplace.

Increasingly more important in 
learning designs and execution 

is the ability to capture and 
disseminate tacit knowledge 
within the organization. 
As such, integration with 
workplace systems is a 
crucial element. Successful 
strategies to foster the use of 
tacit knowledge require strong 
buy-in by line management. To 
this end, successful execution 
always ties back to proper 
alignment and sponsorship by 
business leaders. 

A New Mindset

As organizations learn how to 
learn, a fundamental shift in 
mind-set must occur. Leaders, 
trainers, and learners must 
move from a “one off” mentality 
regarding learning interven-
tions and learning technologies 
to a mindset that successful or-
ganizational learning requires 
a new, more systemic approach. 
In essence, a Learning Road 
Map for the corporation must 
be pursued and adopted. 
Leading companies would 
never consider a capital invest-
ment for a product without a 
clear road map. The business 
climate today mandates a 
similar approach to ensure that 
investments in Human Capital 
are supported and managed in 
ways that drive value for the 
organization.

WHO IS BUTLER NEWMAN? mr. 
newman is director of Strategic 
Initiatives at rWD. He is a seasoned 
executive who focuses on holistic 
solutions for effective performance 
improvement, human performance, 
planning, execution and change 
management. With over 22 years of 
experience developing and managing 
high impact initiatives in major global 
and U.S. companies he has a reputa-
tion for helping companies implement 
solutions that achieve business goals.
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We all know that social 
learning is nothing new. 

We’ve all spent time being 
lectured to or being facilitated 
by “teachers,” from primary 
school right through to our 
most recent training from HR 
or IT. All of this interaction 
essentially equates to social 
learning. 

What’s new is that technology 
has allowed us to “receive” 
similar interaction from 
the comfort of our desktops. 
Technology has offered us 
the opportunities to share 
experiences on Facebook, on 
blogs, on You Tube, on wikis 
and even on our mobile phones. 
In short, these technologies 
allow people the opportunity to 
come together around areas of 
interest or around specific areas 
of learning.

According to CLO magazine 
(October, 2007), the Institute 
for Corporate Productivity 
(in conjunction with HR.com) 
surveyed business executives 
aged from 36 to 45. Sixty-five 
percent of those surveyed said 
they used social networking 
sites, such as LinkedIn® and 
Yahoo360®, for professional 
and personal reasons. Fifty-five 
percent said they used these 
social learning tools to share 
professional best practices. 
Forty-nine percent of the 
respondents said they used 
these sites to get answers to 
issues they face on the job.  

So why then does social 
networking generally send 

      Social 
Learning?
You might already be using eLearning as a training 

method. But by adding online social learning tools 

to the mix, you may be able to truly enhance the 

benefits to all concerned.

WHAT IS

By NICOLE WHITE

shivers down the spines of 
most Fortune 500 managers? 
Is it just because they dread 
the photos posted of their 
junior sales team celebrating 
the weekend with excessive 
numbers of Jell-o shots at a 
local sports bar?  

Perhaps they shouldn’t be so 
worried. Let’s begin by placing 
social networking in context 
and discussing collaboration for 
a moment. We are social beings. 
We have been engaging in 
face-to-face training for a long 
time. However, with the rise of 
eLearning we risk losing the 
benefits of social learning by 
moving to a potentially isolated, 
individual learning style. 

So what is it that we are losing 
then? If everyone is tapping 
away at their computer-
generated multiple choice 
questions, isn’t learning still 
occurring? In half the time of 
face-to-face training?

True. But consider our learners 
for a moment. All learners come 
with their own experiences, 
which they use to interpret 
new material. When they meet 
together in a social network 
environment to share these 
experiences, we start to get a 
very unique knowledge base 
and knowledge sharing—as 
in “Two heads are better than 
one.” These informal exchanges 
during learning are where 
companies will maximize 
their competitive edge. That’s 
what you may be missing with 
straight eLearning. 

The Client’s Challenge

Many organizations today face 
the challenge of delivering 
learning solutions that are 
effective for employees ranging 
from Baby Boomers to Gen Y. 
Particularly in these economic 
times, eLearning offers a great 
way to deliver training. But is 
it effective? Can it provide the 
same social learning context 
that traditional face-to-face 
learning provides? 

Let me provide an example. 
We work with a small, highly 
successful media company 
that specializes in face-to-
face training sessions in 
transitioning from old 
media advertising (i.e., 
print) to new media (i.e., 
the internet). They had 
a lot of business and 
not enough hands to 
deliver their three 
levels of New Media 
Training. It became 
clear that eLearning 
was a viable 
option for the 
introductory 
level. 
However, the 
nature of the 
content didn’t 
lend itself to 

traditional online presentation 
of material and assessment 
techniques. 

One of the challenges was 
finding some “war stories” to 
help the firm’s people learn 
vicariously through other 
people’s miscues. Not only are 
these stories potentially great 
for learning—they are real and 
relevant to providing context. 

The Solution

We needed a way to 
communicate the content and 
a medium for this sharing to 
occur in.

When the client first came to 
us, they already had a license 
for a rapid eLearning tool. The 
social network, however, was 
by far the untried element 

of the solution. An effective 
social-network tool with 

which we were 
acquainted 

was 

65%
                                                         of executives, aged

                                                    36–45, said they used  

social networking sites, such as LinkedIn® and 

Yahoo360®, for professional and personal reasons. 

Technologies such as these allow people the 

opportunity to come together around areas of 

interest or around specific areas of learning.

a Big number
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Ning.com. It allows learners 
to discuss topics; add avatars, 
photos, and videos; and 
write blog entries from their 
learning.  It also allows others 
to comment on blog entries. 

Using these resources, RWD 
created a solution consisting 
of nine eLearning modules—
including an introductory 
module and various new 
media topics such as audience 
measurement and social 
networking itself. The social 
networking component replaced 
the traditional “assessment” 
element of eLearning, as well 
as provided the opportunity 
to review, comment and learn 
from peer responses. This 
solution provided learning 
and feedback as to how well 

knowledge was retained from 
the eLearning. 

We worked on the premise that 
effective learning is facilitated 
by communities that depend on 
the social space and the char-
acteristics and experiences of 
their members. Creating a safe 
environment for your learners 
to share and provide feedback 
is essential. We learned that 
you add a skilled mediator to 
generate lively discussion, keep 
the site a going concern, and 
provide productive learning. 
With all that in place, you have 
an effective tool that leverages 
social learning. The client has 
also found that it has created 
a valuable “storage vessel” for 
their unique knowledge base. 

The Result

After a pilot of the first 
introductory eLearning module, 
the feedback was amazing. 
People loved the content and 
loved the concept. The client 
was actually able to generate 
great interest in the entire suite 
of new online modules. However 
some found it difficult to grasp 
online communication that 
wasn’t e-mail. For them, we 
created a help section available 
from both the social network 
site and the eLearning modules, 
in addition to a Help PDF.

Though this is just one 
instance of how online social 
learning can help a 
small organization, it 
supports the notion that 
we’re going to be seeing 

consider the learner and the environment.
a careful balance between efficient, flexible—but potentially  

isolating—eLearning, 

and social exchanges 

during both formal, 

and informal, learning 

is where companies 

will maximize their 

competitive edge.

a lot more of this modality 
in years to come. In fact, 
all those managers who are 
worried about seeing pictures 
of their sales team partying 
hearty online may even come 
to embrace the power of online 
social learning.
WHO IS NICOLE WHITE? nicole White is 
a Senior Instructional Designer for rWD 
Technologies based in Sydney, australia 
and oversees all of the australian 
eLearning engagements.  nicole has 
been in the Learning and Performance 
Solution industry for over 9 years, 
most recently as a Senior Learning and 
Development consultant at allianz 
australia. nicole is presently finishing 
up her master of arts in eLearning at the 
University of Technology Sydney.
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If you’re creating an online 
community, the biggest 

challenges facing you have 
almost nothing to do with the 
technology. Here are the top 
five things you need to consider 
when creating an online 
community that will last:

1. PLAN WITHOUT THE TECHNOLOgy. 
Why are you creating your 
online community? A mission 
to “connect people” or “provide 
support” isn’t targeted enough. 
If you’re having trouble 
figuring out a specific mission, 
ask people what they want 
or need before you start. Or 
think about how the online 
community might advance your 
organization’s mission. What 
do you expect from an online 
community? Is there already an 
online community, email list, or 
news group currently serving 
this need? If so, why will your 
“community” be better? Is there 
a group you can piggyback 
onto? How much time are you 
expecting your users to spend 
on the effort? Do they have that 
kind of time? Answering these 
questions might be difficult. 
But good planning can be the 
difference between a thriving 
community and an online ghost 
town.

2. BREAk DOWN THE BARRIERS. 
Whenever possible, make 
things as easy as you can for 
your users. Try to eliminate 
unnecessary security or logins. 
Accommodate users on mobile 
phones and other connected 

devices so they can catch up 
on what’s going on or get much 
needed help while they’re 
on the road. Don’t forget the 
social effects of your social 
network. For instance, will it 
be acceptable for your users 
to be online and commenting 
about a topic instead of “doing 
other work”? Management 
needs to understand this sort 
of interaction can affect the 
bottom line in a big way—and 
that’s actually a part of 
everyone’s job.

3. SET THE TABLE. An empty 
online community is like a 
blank sheet of paper. Give your 
folks something 
interesting to 
talk about 
up front. 
If you’re 
not sure 
what 
they 
need, 
ask 
them 
before 
you 
launch, and 
if that doesn’t 
work, then you’ve 
just come up with your 
first discussion topic. Allow 
folks to talk to one another in 
any way that makes 
sense to them, not 
only in the ways that 
make sense to you 
during setup. In the 
beginning, you may 

have to “stock the pond” by 
having a few topics that you 
know are going to generate 
conversation. Don’t be afraid to 
talk about the obvious. When 
people are first experimenting 
with a new way of talking to 
one another, it might help if 
they have a familiarity with the 
material.

4. gET HELP. This job is so 
large, you’re going to need 
help—there’s no way around it. 
That help will come from people 
you already know—“Gluers,” 
the people who connect people. 
Gluers are the ones who 
organize birthday parties, 
start book clubs, and influence 
others. Tapping this resource, 
you can create a group of 
committed people who will help 
new users, start interesting 
discussions, and contribute to 
the community. Gluers can also 
be “created” in the community 
by showing encouragement 
and rewarding outstanding 
contributions. There’s a lot 
of groundwork here, but once 
there is a core of folks who 
are invested in the success of 
the community, it will become 
stable and grow over time.

Implementations of online communities usually 

consist of four phases: 1) Picking a technology  

2) Implementing  3) Launching  4) Having meetings 

to figure out why it isn’t working.

Building 
Communities
BEyOND THE TOOLS 

By SCOTT 
PALMER

5. WATER THE PLANTS. Online 
communities need care and 
feeding, not simply a one-
time push. Are you (or the 
appointed guardian) willing to 
put in the time it takes to keep 
things going? A good start is 
useless if there is no follow-up. 
Especially in the beginning, 
online communities need people 
to form around. Creating rules 
that allow some freedom, 
asking users to clarify things 
they’ve posted, or even inviting 
them to participate are all 
critical in building a burgeoning 
community.

Now the next time you’re 
in a meeting and someone 
says, “We should create an 
online community like Digg or 
Slashdot,” you’ll know that the 
hard part isn’t the software 
or the servers. It’s the “people 
talking to people” part that 
makes an online community 
successful.

WHO IS SCOTT PALMER? Scott Palmer 
is a Principal Technologist responsible 
for product conception, feasibility, and 
design at rWD Technologies.  creat-
ing communities and social networks 
online and off, Scott can be reached via 
facebook, LinkedIn, Plaxo, Twitter(@
scottpalmer), and spalmer@rwd.com.

Online communities need 
care and feeding, not 
simply a one-time 
push. 

are you 
willing to 

put in the 
time it takes to  

keep things going?
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Human and Operational 
Performance via 3D Modules

By BILL ROBERTS

With the expanded use of 3D models for engineering design and 
construction, an excellent opportunity exists to leverage these model 
libraries into interactive platforms for a variety of operational uses.

NO SPECIAL gLASSES NEEDED
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3D is so much more than entertainment. rWD, 

a leader in human performance improvement, and 

i3D™ view this new technology as a systemic solution 

that can rapidly improve end-user performance and 

demonstrate tacit knowledge that is not often addressed 

in OSHa compliance requirements. 

NOT JUST FOR gAMES. Interactive i3D model of a refinery unit.

A challenge capital-intensive 
industries face is replacing 

the Baby Boomer workforce 
with the computer-savvy 
Generation X and Millennial 
workforce over the next 
four years. Industries like 
oil and gas, refining and 
power companies need to 
institutionalize their workforce 
knowledge in efficient and 
effective ways. Leveraging 3D 
models to improve time-to-
competency in critical areas 
like safety and environment 
protection systems, knowledge 
and performance training, and 
reliability provides a vehicle to 
rapidly train the new workforce 
in ways that align with their 
interests and skills. Also, these 
technologies may be a way 
to promote their interest in 
pursuing industrial careers. 

As a leader in operational 
performance improvement, 
RWD is always looking to find 
innovative ways to improve 
business processes, support 
technology implementation 
for operational readiness, 
and deliver Solutions That 
Perform™. We are excited 
about 3D modeling and the 
strategic opportunities it 
provides.

Safety Performance and 
Environment Protection

Safety performance and 
environmental protection are 
critical management systems 
in today’s plant environment. 
3D models provide a way 
to instruct employees and 
contractors in rich, interactive 
ways to speed and improve 
knowledge retention, provide 
in-depth context to required 

procedures, and validate a 
worker’s understanding of 
more serious incidents in a safe 
way. Useful applications and 
scenario areas include:

• Personnel health and safety 
decision making

• Emergency preparedness and 
response

• Confined space entry

• Safety awareness and 
compliance

• Pollution prevention and 
response

• Environment protection

With the ability to simulate 
a wide variety of interactive 
scenarios, the 3D environment 
enables safety and environment 
instruction in the context 
of work and the plant 
environment. Scenarios that 
would be unsafe to train on—
like fire response, plant leaks, 
and high-angle rescue—make 
good candidates for the 3D 
environment.  

Knowledge and Performance 
Training

Accurate procedures and 
process documentation are 
critical elements for qualifying 
new hires and meeting OSHA 
compliance requirements. 
For grassroots construction 
projects, 3D models provide 
the ability to train on plant 
or unit commissioning and 
start-up procedures before 
the plant systems are built. 
For post-start-up facilities or 
brown-field sites, a library of 
3D models can be leveraged for 
future planned and unplanned 
shutdowns/start ups and 
capture tacit knowledge for 

use in normal procedures, 
revamps and subsystem design 
changes. 3D walkthroughs can 
be used to familiarize operators 
and maintenance personnel 
with equipment locations, 
understanding what material 
is flowing through piping and 
equipment, and how to isolate 
and repair high-pressure 
systems that are inherently 
dangerous to work on during 
construction. 

With the ongoing industry 
migration to centralized 
control rooms and procedures 
automation, the use of 3D 
models and scenarios enhances 
precise communication and 
eliminates miscommunication 
between the control room and 
field personnel, who are often 

geographically separated. On-
shift training and response 
drills using 3D environments 
reach a realism that cannot 
be achieved with P&IDs and 
other drawings or screen 
captures. In addition, responses 
to power outages, fires, and 
spills—where pulling feed or 
isolating damaged equipment—
can be played out safely and 
effectively.

Internationally, a site 
or location may lack an 
experienced workforce or have 
language barriers with which 
to contend. The benefit of visual 
simulations provides a way 
to improve communication, 
time-to-competence, and the 
sustainability of the plant and 
plant systems over its lifecycle.

Reliability

Autonomous maintenance is 
a best practice that requires a 
team-based approach, where 
operators perform certain 
equipment maintenance 
activities and maintenance 
crafts work closely in the 
daily operation of equipment. 
Capturing instrument 

The fact that 3D is becoming a standard tool—used for 

revamps and unit upgrades—provides an opportunity 

to extend the asset lifecycle from design into 

improving the asset performance across the lifecycle. 
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calibration and lubrication 
activities within a 3D model 
provides a means to integrate 
and align operations and 
maintenance activities. 
Integrating operations and 
maintenance activities and 
checklists using 3D models can 
provide a means to establish 
joint ownership and improve 
division-of-labor challenges. 

Inherent in 3D models is the 
ability to understand the 
geometry, layout, and/or bat-
tery limits of process units and 
their supporting utility infra-
structures. Using a physical 
representation of an operator or 
maintenance personnel can be 
used to optimize gauging and 
inspection rounds. Model areas 
can be color coated to represent 
areas of the plant that require 
inspection as well as establish 
safety and integrity risk bound-
aries. Other areas of benefit 
include:

• Coordinating inspection 
methods and risk assessment 
strategies

• Training on proper leak 
detection and repair tasks

• Safe out procedures 
training for emergencies or 
turnaround repair

• Internal views of 
equipment design for 
design and troubleshooting 
understanding 

Content Management

Because the integrated 3D 
modeling platform uses 
database technology, equipment 
libraries, and plant models, 
scenarios can be linked via 
electronic content management 
systems. This provides the 
ability to link model objects and 
scenarios to their supporting 
P&IDs or procedures for 
relevant content search and 
retrieval. Because scenarios 
can be stored as flash files and 
embedded, operations and 
maintenance personnel have 
the ability to access content in 
real time for point-of-service 
and decision-support needs. 
With the ability to automate 

procedures through DCS 
systems and automation 
tools, 3D objects can act as 
communication and alignment 
vehicles as well.

Value of Human 
Performance

Due to the investment required 
to develop 3D models, the 
value proposition needs to be 
understood in context of the 
asset lifecycle, which in many 
cases is �5-20 years. Recurring 
value areas from the use of 3D 
models includes:

• Improving uptime or reducing 
loss production from optimal 
startups, shutdowns, and 
turnarounds—yielding 
millions of dollars in refining 
margins.

• Mitigating safety incidents 
and exposure to hazardous 
chemicals, reducing costly 
lawsuits and regulatory fines.

• Preventing production 
losses, damaged equipment, 
and process upsets using 
standardized work practices, 

for savings of millions 
of maintenance dollars 
annually. 

• Extending equipment 
meantime-to-failure, 
improving return on capital 
employed.

• Reinforcing good safety 
behavior or preventing poor 
choices, when responding to 
emergency and spill response, 
for better understanding and 
measurement.

• Increasing operator 
productivity from reduced 
conveyance or routine rounds.

• Retention of personnel, 
improving training costs from 
worker turnover.

RWD can work closely with you 
to establish clear business cases 
to help support the investment 
these solutions require and the 
value they deliver.

Summary

While 3D models are common 
for engineering design and 
construction activities, these 
model libraries can be extended 
to improve human performance. 
RWD and i3D welcomes 
working with its clients to mine 
the value these solutions offer 
and help address the need for 
improving time to competence 
for operations and maintenance 
personnel. 

If you are interested in 
learning more, please contact 
RWD Technologies Energy 
Performance Division in 
Houston, Texas at �-800-820-
9493 and ask to speak with 
a representative from our 
Business Development team.

WHO IS BILL ROBERTS? Bill roberts is 
a Business Development manager for 
rWD’s energy Performance Division. Bill 
has worked at rWD for 5 years, with 15 
years experience selling technologies 
and human performance improvement 
solutions to the oil and Gas, refining, 
and chemical Industries. He brings a 
client-focused, consultative sales ap-
proach to rWD’s business development 
activities. Bill is a graduate of Texas a&m 
University and has a mBa from Houston 
Baptist University.

CLOCkWISE FROM TOP LEFT. Heat exchanger network showing 
internal process flow. i3D equipment such as valves, blinds, and motors 
are interactive. Internal i3D model of a steam boiler cutaway.

Inherent in 3D models is the ability to 

understand the geometry, layout, and/or battery 

limits of process units and their supporting 

utility infrastructures. Integrated 3D modeling 

platforms use database technology, equipment 

libraries, and plant models, and can be linked 

via electronic content management systems.
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The most efficient way of 
managing day-to-day busi-

ness is by having standardized 
operations across the sites so 
that everyone is performing the 
same tasks in the same way. 
A lot of companies have grown 
through takeovers, mergers and 
acquisitions and the sites have 
their own (historical) organiza-
tion culture as well as the com-
pany culture that is embedded. 
With all these differences in 
employee cultures and geogra-
phies, what do we, as trainers, 
need to be aware of to ensure 
we teach effectively within a 
multinational environment?

Key Consideration Points

There are several key points 
that need to be considered:

• Culture of: 
- Individual site 
- Organization 
- Country

• Learning style

• Language

Culture

In their book Human 
Organizations, John and Ruth 
Useem wrote, “Culture has 
been defined in a number of 
ways, but most simply, as the 
learned and shared behavior 
of a community of interacting 
human beings.” 

When a new site is established, 
the only culture that is 
present is the culture of the 
home country. The culture of 
the overall organization, its 
behaviors and beliefs can then 

become the culture of the new 
site. When a merger or an 
acquisition has taken place, the 
culture of the old organization 
then needs to be replaced with 
that of the new organization. 
Change management 
techniques need to be employed 
so that the newly acquired site 
can be embedded into the new 
organization.

A lot of work has taken place 
on defining cultures of different 
countries. The most popular 
of these is a study by a Dutch 
anthropologist called Geert 
Hofstede. His research was car-
ried out on employees of IBM, 
which allowed him to eliminate 
the problems of company/orga-
nization culture. He defined five 
separate traits for culture and 
measured 58 countries in terms 
of these five traits.

POWER: Hofstede named this 
trait Power Distance (PD or 
PDI). It is the extent to which 
less powerful members expect 
and accept unequal power 
distribution. High-PD cultures 
usually have centralized, 

top-down control. Low-power 
distance implies greater 
equality and empowerment. 
Malaysia, Panama, and 
Guatemala rated the highest 
in this category. The U.S. was 
38th.

SELF: Hofstede named this trait 
Individualism vs. Collectivism 
(ID or IDV). In an individual 
environment the individual 
person and their rights are 
more important than groups 
that they may belong to. In a 
collective environment, people 
are born into strong extended 
family or tribal communities, 
and these loyalties are 
paramount. The U.S. was 
number � here, closely followed 
by Australia and Great Britain.

gENDER: This trait Hofstede 
named Masculinity versus 
Femininity (MAS). It focuses 
on the degree to which 
“traditional” gender roles are 
assigned in a culture; i.e., men 
are considered aggressive and 
competitive, while women are 
expected to be gentler, and 

Learning  
in a Multinational 
Environment

By  
LEE 
COLLINS

The global  
marketplace is 

bustling  all around 

you—how do you manage 

day -to-day operations 

across geography?  

Understanding culture, 
learning styles, and 

language helps  

you compete.

Driven by globalization and today’s shrinking 

marketplace, companies are growing in size. It 

is now not uncommon for a company to have 

numerous sites in several countries across the 

world which report to a central controlling function.
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more concerned with home 
and family. Japan led the 
list, followed by Austria and 
Venezuela. The U.S. was �5th.

PREDICTABILITy: Hofstede 
named this trait Uncertainty 
Avoidance (UA or UAI). It 
defines the extent to which a 
culture values predictability. 
UA cultures have strong 
traditions and rituals, and tend 
toward formal, bureaucratic 
structures and rules. Greece 
was number �, followed by 
Portugal and Guatemala. The 
U.S. was 43rd.

TIME: Hofstede named this Long- 
versus Short-term Orientation 
(LTO). It is the cultural trait 
that focuses on to what extent 

the group invests for the future, 
is persevering, and is patient in 
waiting for results. China led in 
this dimension, followed by its 
fellow Chinese regions, Hong 
Kong and Taiwan. The U.S. was 
�7th.

There are other studies into 
cultural traits of different 
countries and individuals. It 
has to be remembered that the 
traits are generic and there 
will be a distribution within 
each country. Also, much of 
Hofstede’s research was carried 
out before the technology age 
which has given many people 
access to learning and ways of 
thinking that were never before 
available.

Learning Style

Have you ever tried to learn 
something fairly simple, yet 
failed to grasp the key ideas? Or 
tried to teach people and found 
that some were overwhelmed 
or confused by something quite 
basic? 

Whether instructing or 
receiving instruction, you may 
have experienced a clash of 
learning styles. Your learning 
preferences and those of your 
instructor (or audience) may 
not have been aligned. When 
this occurs, not only is it 
frustrating for everyone, the 
communication process breaks 
down and learning fails.

By understanding learning 
styles, you can come to create 
an environment in which 
everyone can learn from 
you—not just those who use 
your preferred style.

Once again, there are many 
different theories about and 
research carried out on learning 
styles. One of the most widely 
used models was created by 
Richard Felder and Linda 
Silverman in the late �980s. 
According to their model, there 
are four dimensions of learning 
style. (See Figure 1.)

The Role of Language

The majority of companies now 
use English as their business 
language. Most managers 
and senior managers within 
organizations are fluent in 
English. This, however, does 
not mean that all English-
speaking people have the same 
understanding of the words and 
terminology that is being used. 
Some French people who speak 
English understand the word 
“process” as “procedure.” A 
native English-speaking person 
can understand the differences, 

but when speaking about legal 
or environmental “procedures” 
(i.e. ISO900�) with French-
speaking people, there could 
be some misunderstanding. 
The interesting point is that 
some French people, when 
speaking English, do not realize 
or understand the differences 
until they are pointed out 
to them. The key point is to 
always check for understanding 
and gain agreement before 
closing a point.

How to Carry Out Learning

In most of our experiences, 
there are several steps that 
need to be accomplished prior to 
and during learning:

• Understand the background 
of your audience—company 
culture, organization culture.

• Build rapport—this is key in 
either one-to-one situations or 
group-learning situations.

• Vary the training material 
to suit the audience in terms 
of learning style. For group 
learning (i.e. workshops) 
ensure there are various 
methods used so that all 
learning styles are catered to.

• Check understanding—ask 
questions and get the 
audience to show you their 
level of understanding.

REFERENCES

www.mindtools.com 
www.gertjanhofstede.com 

WHO IS LEE COLLINS? Lee is an rWD 
consultant based in the UK. Before 
joining rWD in 2007, he spent 5 years at 
Toyota in the UK, where he learned core 
lean knowledge. at rWD, Lee expanded 
and developed his knowledge of lean and 
business improvement. for the last year, 
he has been working with a european 
aircraft manufacturer, supporting the de-
velopment of their strategy for the Qual-
ity function in line with lean principles. In 
this capacity, Lee works with managers 
from Spain, Germany, france and the UK.

SENSORy INTUITIvE 

Sensory learners prefer 
concrete, practical, and 
procedural information. They 
look for the facts.

Intuitive learners prefer 
conceptual, innovative, and 
theoretical information. They 
look for the meaning.

vISUAL vERBAL 

Visual learners prefer graphs, 
pictures, and diagrams. They 
look for visual representations 
of information.

Verbal learners prefer to hear or 
read information. They look for 
explanations with words.

ACTIvE REFLECTIvE 

active learners prefer to 
manipulate objects, do physical 
experiments, and learn by 
trying. They enjoy working in 
groups to figure out problems.

reflective learners prefer 
to think things through, to 
evaluate options, and learn by 
analysis. They enjoy figuring 
out a problem on their own.

SEQUENTIAL gLOBAL 

Sequential learners prefer to 
have information presented 
linearly and in an orderly 
manner. They put together the 
details in order to understand 
the big picture as it emerges.

Global learners prefer a holistic 
and systematic approach. They 
see the big picture first and 
then fill in the details.

Figure 1. LEARNING STyLES INDEx. Knowing how 

people learn helps you tailor the delivery of 

content to each group of learners.
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“We now have the 
opportunity to design 

learning differently: to create 
extended learning communities, 
to link people in real and 
virtual worlds, to provide 
expertise on demand, and to 
support a lifetime of learning.” 
Excerpted from “Big Issues in Mobile 

Learning,” edited by Mike Sharples, 

University of Nottingham.

Academic researchers and 
other organizations cite a 
multi-tiered definition of 
mLearning. On one level, it is 
learning that takes place with 
portable technologies—such as 
a corporate sales briefing by 
podcast. On another level, it is 
learning across contexts—such 
as a student who is sitting in 
a coffee shop discussing class 
assignments via cell phone 
texts. Finally it involves 
learning in a mobile society—a 
worker on a remote oil rig who 
receives on-the-job training on a 
smart phone.

In knowing this, the question 
arises, is mobile learning 
about the technology? The 
learning context? Or is it about 
the mobility? One definition 
suggests:

mLearning refers to the use of 
handheld devices such as PDAs, 
mobile phones, laptops and any 

other handheld information 
technology device that may be 
used in teaching and learning.

To fully understand what 
mLearning is, we must also 
understand what it is not. 
mLearning often is discussed in 
the same context as eLearning, 
but experts draw a line 
between the two, and each is 
its own distinct discipline. One 
difference is in the technologies 
used. mLearning uses mobile 
devices that are less restrictive 
because it allows learning to 
occur anywhere and anytime, 
whereas eLearning tools are 
more often stationary. 

One expert describes it this 
way: 

[To describe] elearning we 
generally add some phrases 
like tethered (connected to 
something) as well as learning 
that is offered in a formal and 
structured manner.

For mobile learning, the first 
major difference is that it is un-
tethered. It also is defined by 
learning that is more informal 
and opportunistic. We can also 

…add descriptors like private, 
situational, and unstructured.

Other adjectives also come 
to mind when describing 
mLearning, such as convenient, 
collaborative, progressive, 
engaging and even enjoyable. 
Indeed, the need for mLearning 
has increased as our society 
of learners has become more 
nomadic and unfettered. 

mLearning is used in many 
arenas today, including 
education, business, 
government and other 
organizations. Consider the 
following implementations of 
mLearning:

• Betham Royal Hospital 
in London uses PPCs, or 
small handheld computers 
with customized learning 
programs installed on them, 
for training entry- and mid-
level staff.

• In the fall of 2008, Abilene 
Christian University in Texas 
became the first university to 
distribute Apple iPhones and 
iPod Touches to the incom-
ing freshman class, allowing 
students to explore mobile 
learning. All fresh-
men and 
their 
teach-
ers are 
able to 
integrate 
technology 
and learn-

ing both in and out of the 
classroom. 

• In 2007 Nokia Corporation 
launched a service called 
Mobiledu, an English-lan-
guage teaching service pro-
viding audio and text English 
lessons in China. With more 
than 500 million people in 
China who own a mobile 
phone—and a charge levied 
per download—this could be 
a strong business case for the 
company.

• At Microsoft, the company’s 
podcast series—a monthly 
on-demand, on-the-go audio 
briefing—features interviews 
with product experts and top 
salespeople to help the sales 
staff effectively sell Microsoft 
products to enterprise 
customers.

These are but a few examples 
of organizations that are 
taking advantage of 

Mobile 
Learning

What do smart phones, cell 

phones, PDas, mP3 players, 

pocket Pcs, tablet Pcs, and other 

handheld devices have in common? 

They all facilitate mobile learning 

or mLearning. These devices, when 

used as mLearning tools, enhance and 

complement other more traditional 

learning methods. 

By kAREN JONES

LEAvINg THE CLASSROOM BEHIND?
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mLearning. Consider the 
impacts of mLearning in 
other industries, such as 
pharmaceutical, medical, 
academic, defense, construction, 
and retail markets. In 
these industries and more, 
mLearning is filling a gap and 
providing learning that is cost-
effective and on-demand.

How can organizations make 
the best use of mLearning in 
their overall learning strategy? 

Learning professionals must 
be aware of the distinct 
advantages and disadvantages, 
in order to effectively deploy an 
mLearning solution.

In the future, the success of 
mLearning may be judged 
by how it evolves into the 
mainstream. If successful, 
mLearning will continue to 
enhance and complement other 
means of learning. As hand-
held devices become ubiquitous, 

and classroom-based learning 
less relevant, learners will no 
longer focus on the device or 
the location of the learning. 
Instead, the content itself and 
the subsequent learning that 
takes place will be the focus. 

WHO IS kAREN JONES? Solving 

problems and finding solutions are a 

daily occurrence for Karen Jones, who is 

a customer care representative for rWD 

Technologies. Karen came to rWD after 

a career in marketing communications 

and information technology training, 

Advantages of mLearning: 

• Puts training and performance 
support where the actual work takes 
place

• Allows new skills or knowledge to be 
immediately applied

• Enables training when it is needed

• Allows use of rich media such as 
video, photographs, images, audio, 
and animation

• Can provide access to experts

• Builds a community of practice

Disadvantages of mLearning:

• If deployed incorrectly, can be a  
fragmented learning experience

• Small screens and occasional  
difficulty accessing information can 
cause learning disruptions

• The cost to purchase the devices and 
development of the content can be 
prohibitive in some organizations

• Due to the small size of the devices, 
there are challenges with loss and 
theft

• Due to the technical nature of the 
devices, data security could be a risk

… the question arises, is mobile 
learning about the technology? 

The learning context? Or is it 
about the mobility?

most recently with the city of Tacoma, 
Washington, where she currently lives 
and works.  
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Alliance 2009 (conference)
march 23-25, 2009
anaheim, ca

RWD Project Leadership 
Essentials Workshop (Workshop)
march 24-25, 2009
Baltimore, mD

RWD Diamond Readiness 
Assessment—Optimizing 
your Business Performance in 
Today’s Economy (Webinar)
march 31, 2009
Baltimore, mD

The Latest Approach to  
Learning Management For your 
Employees (Webinar)
april 8, 2009
Baltimore, mD

Impact 2009 (conference)
april 14-16, 2009
St. Petersburg, fL

Learn How to Provide Hands 
On learning to Non-PC Based 
Technology Users (Webinar)
april 22, 2009
Baltimore, mD

Collaborate 2009 (conference)
may 3-7, 2009
orlando, fL

Getting the Most Out of your 
Learning Management System 
(LMS) (Webinar)
may 6, 2009
Baltimore, mD

ASUG/Sapphire 2009 
(conference)
may 11-14, 2009
orlando, fL

What’s happening?

The development of Learning 
Management Systems 

(LMS) has evolved to support 
the need for companies to 
have methodologies on hand 
for blended learning. At the 
same time, these systems 
cannot be overwhelming or 
overly complicated for users, 
while integration must be 
seamless across the existing 
infrastructure of your 
organization.

The RWD uLearn™ LMS 

is a full-featured online 
administrative and learning 
environment. RWD has 
developed the system to create 
and manage courseware 
catalogs, schedule 
instructor-led or 
online courses, 
create role-based 
subscriptions, 
track completions, 
manage 
eCommerce 
transactions, 
and deliver the 

Providing an online administrative and learning 

environment. Easy to use and easy to manage, 

rWD uLearnTm is flexible and feature-rich. 

results in over 60 reports. 
The RWD uLearn™ Learning 
Management System 
encompasses the full range 
of learning delivery methods, 
including classroom training 
and self-paced instruction.

uLearn™ can be branded with 
multiple skins to achieve a 
look and feel consistent with 
your corporate standards. In 
addition, uLearn™ can be 
configured to allow multiple 
people in your organization to 
manage the content, learners, 
and results generated from the 

learning environment.

Whether you are delivering 
knowledge to one person or 
�00,000 people, uLearn™ is 
engineered to be flexible—using 
your content, our content, or 
a combination of both. With 
our years of experience, we 
can implement RWD uLearn™ 
at your facility in days, not 
months, so that you can quickly 
experience the benefits of 
performance improvement 
through effective delivery of 
blended learning. 

The Latest Approach to Learning 
Development and Collaboration 
For your Employees (Webinar)
may 20, 2009
Baltimore, mD

ASTD International (conference)
may 31- June 3
Washington, Dc

Optimize your Investment: 
Ensure the Life of your 
Enterprise System after  
Go-Live (Webinar)
June 3, 2009
Baltimore, mD

We’ve got places to go, things  
to do, and people to see! are  
you coming?
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PErfOrmancE
MATTERS

rWD Technologies
5521 research Park Drive

Baltimore, mD 21228
1.888.rWD.TEcH

www.rwd.comSolutions That PerformTm

you can help 

RWD go green 

by subscribing 

to the electronic 

version of our 

newsletter! visit 

www.rwd.com  

for details!


