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Project Overview | 

ACME Corporation is a large privately held Fortune 500 health insurance company 

based in Denver, Colorado. The sales leadership team has been continually frustrated 

over the past 5 years by a high turnover rate for new agents in their first 90 days.  In 

addition, new agents who stay with the company struggle to meet their sales goals in 

their first year of employment.   

In exit interviews, reps have cited that they had been overwhelmed and confused by 

ACME’s product line and processes and felt they were not well-prepared to succeed in 

their first months at ACME.  This sentiment was also echoed in a climate survey of 

current employees.  

ACME hopes to solve this problem by building confidence, motivating and shortening 

the time it takes to get new agents productive.  They have seen competitors with 

cutting-edge onboarding programs and they want one.  The goals of the business are to 

reduce turnover and the costs of hiring and training new employees first, but also to 

help new employees feel inspired, competitive, and empowered to meet their goals and 

grow into successful salespeople quickly, before they get discouraged and leave.   

 

Our proposed solution involves a complete reboot of ACME’s new sales agent 

onboarding training.  This document outlines the fact-finding, definitions, and 

development of our proposed solution.   

 

Our solution, an engaging mobile application, includes elements of gamification, social 

learning, microlearning segments, performance support, and virtual coaching.  This 

application will not only continually quiz, inspire, and motivate new employees on their 

way to competency, but will also provide them with a library of answers they need while 

gaining knowledge in the course of their work, all in one place, always at their fingertips, 

on their mobile device.   
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Summary of Analysis |  

Health insurance sales is not for everyone.  There are distinctive traits that ACME has 

identified which help predict success in this job.  In hiring new salespeople, ACME sales 

management looks for individuals who are conscientious, respectful, who take initiative, 

but will sincerely listen to their clients, who are persistent, coachable, and have a 

positive attitude. (Entrep, 2014)  

New sales representatives with these traits come from a broad spectrum of 

demographic groups.  New sales reps may be straight out of college with little work 

experience, experienced health insurance salespeople, or even successful salespeople 

from other fields.  New employee onboarding for this position must appeal to individuals 

with a wide array of experience in business, health insurance, and tech-knowledge.   

In order to understand how to meet the needs of this range, we chose to create learner 

personas based on two individuals who may be closer to either end, but still represent a 

very typical new health insurance agent at ACME.  Millennial Marina is a young 

firecracker who is a digital native.  She will need to learn and succeed quickly and move 

on to the next challenge.  Boomer Bob is a conscientious, experienced salesman.  He 

may need additional time and practice using some of the new systems on his way to 

competency.  (Full Learner Personas attached as Appendix A).   

Our mobile application solution contains elements to motivate a quick study like Marina 

such as a leaderboard recognizing top competitors and the ability to self-pace through 

the instruction.  It provides resources for her to get information she needs to get out and 

start selling and succeeding rapidly.   However, the app will also allow for patient 

repetition, recall and extra practice and support if needed for someone more methodical 

and thorough like Bob.  It will provide elements which not only appeal to this array of 

styles, but also capitalize on them.  New employees will be able to compete, interact, be 

motivated by, and learn from each other through the social learning features.   
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Instructional Design Model |  
 

We have chosen to use a hybrid framework, the ADDIE Backwards Planning Model of 

Instructional Design (“ADDIE UbD”). 

This model provides a systemic three-stage backward approach through a robust 

analysis phase that includes a needs assessment study to determine learning goals 

within the organization.  (McTighe, Thomas, Ronald, 2003).  Based on those results, we 

will analyze multiple sources of data and determine the current levels of new employee 

understanding as it relates to ACME’s product lines.  We will then consider the root 

causes of the present achievement and then implement systemic actions to address 

those root causes through our Instructional Objectives, identified on page 7 below.  

Based on our Instructional Design framework research, we believe the ADDIE UbD 

model aligns well with our proposed learning solutions.  
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Proposed Learning Solutions |  

Deux ex Machina is proposing a gamified mobile application for ACME’s new employee 

onboarding program.  This solution will be both iOS (Apple) and Android device capable 

and will be available for employees to download to their mobile phones and tablets on 

their first day at ACME.  

The first level of the game will launch them on the first leg of their journey toward 

proficiency in their job, beginning with an introductory video which explains what they 

will learn and optional access to instructions for navigating through the application.     

The app will provide a library of easily searchable, up-to-date resource material on 

ACME processes, products, forms and documentation.  It will also walk new employees 

through informational videos and scaffolded learning, ever increasing in difficulty to 

guide them gently as they make their way on their own pace through remembering 

facts, practicing processes, and applying their new knowledge in a fun but challenging 

environment which will include: assessments for fact recollection, connection of facts to 

product families, and the application of this knowledge to client case studies.  The 

interface will also include social elements which provide motivation through competition, 

allow peer-to-peer questions, experience sharing, and mentoring.   

Once they have demonstrated mastery of the processes and product information, the 

virtual coaching level will be unlocked and will allow the employee’s manager to help 

them prepare for their first real client calls by asking questions, giving feedback, and 

role playing potential client scenarios.  They will also report through the virtual coach 

after their initial client meetings, to assess their own performance, identify whether they 

followed the processes and met the objectives outlined in the training, and create an 

action plan for future improvement.   

The goals of this learning experience are to surprise learners with a fun, simple and 

engaging game with a memorable design to help them retrieve, practice, and remember 

product features and benefits of the programs as they apply to health insurance 

customers.   

The experience will build connections, context, and generate meaning and relevance, 

while they apply new product knowledge to real client case studies. It will assess their 

learning by participation in quizzes on feature memorization and application of this  
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learning to case study quiz questions.  Did they apply the best client solution?  If not, 

more practice will be required.  It will also allow for peer-to-peer and coaching feedback 

through social mechanisms. 

 

Instructional Objectives| 
  
We have designed the application to meet and evaluate at least the four of the following 

learning objectives based on Bloom’s Taxonomy Table, (Bloom, 1956). 

 

The introduction to the “Who Wants to Be a Gazillionaire” game will introduce the first 

two objectives:  

 

• REMEMBERING - Learner will be able to identify the features of ACME’s product line. 

• UNDERSTANDING - Learner will be able to discern which ACME’s products will best 

meet a particular buyer’s needs.   

 

The game will test student knowledge and give them feedback for incorrect or less-than-

the-best answers.  It will provide additional detail on correct answers, and refer to 

resource materials located in the product library where they can study details regarding 

the products.  It will give them a score based on their correct or incorrect answers.  

Learners will only be able to move to the higher level once they have displayed mastery 

of the lower level learning.   

 

The next section of the game will begin by stating the more advanced objectives which 

involve the ability to analyze and synthesize the learning obtained from the lower level 

of the game.   

 

• ANALYZING - Learner will be able to COMPARE ACME’s products.  

• SYNTHESIZING - Learner will be able to CREATE a customized solution for the buyer. 

 

The learner will be able to apply this information to client case studies, continue to 

receive feedback, be referred to applicable resource materials within the application, be 

given a score, and only allowed to move to the next level once proficiency has been 

established.  The virtual coaching level of the game will continue to synthesize the 

learning, asking learners to use all of the specified learning results as they recall 

information learned, evaluate what is best for the client, and use ACME processes to 

complete a sale and deliver the product.   

 

The business objective of this solution will be to shorten the time to productivity and 

profitability of a new health insurance representative.   

 



 

 

 Page 8 of 30 

 

Solution Storyboard| 
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Evaluation Plan|  

Our Evaluation Plan will serve as a communication bridge designed to foster 
transparency and ensure that key stakeholders are on the same page throughout the 
Analysis, Design, Development and Implementation phases of the Project. 

Based on the collection and analysis of specific key metrics, utilizing formative and 
summative evaluation techniques (explained below), our ID team will be able to quickly 
implement revision cycle strategies in the event improvements are needed within the 
gamified learning environment to meet the learning goals described in the Instructional 
Objectives section above.   

In short, our Evaluation Plan becomes a virtual living document collecting data focused 
on measuring learning behaviors and goals, clarifying measureable learning objectives, 
and linking learning activities with the intended product training outcomes. 

Data Collection and Analysis Plan  

We propose a hybrid approach to data collection that captures traditional business 
specific metrics along with web analytics and employee specific metrics.  This approach 
ensures that we’ve collected and analyzed the necessary data to provide ROI evidence 
to key stakeholders in terms of overall business goals (e.g., improving new sales rep 
behavior, increase in job satisfaction, revenue generation, etc.). 

Using our carefully designed Three Key Metrics process, as illustrated on the next page, 
we intend to collect measurable data indicating that our mobile e-learning app achieves 
the following: 

• Simplifies ACME's onboarding product/process training; 
 

• Links learning activities with the intended product training outcomes; and 
 

• Recognized by key stakeholders and end users as a highly valuable product 
training tool. 
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Employee Specific Examples of Data Collection and Analysis 

While our Evaluation Plan will measure the overall effectiveness and value of our 
proposed learning solution, we’ve opted to focus here on employee specific data 
collection efforts with the use of informal on-line anonymous surveys to measure 
employee specific reaction, behavior and performance as an end-user of our e-learning 
mobile app. 

During the pilot launch phase of training, utilizing formative evaluation techniques to 
identify any required changes, anonymous surveys can be used to measure the impact 
of how well new sales reps are absorbing the new product training information.  (Burke, 
2010).  In addition, our ID team will be able to measure their reactions to learning in a 
mobile “on demand” gamified environment. 

ACME Sales Onboarding | New Product Training                          
e-Learning Survey 
 

Does the mobile app cover the sales product training you are expecting?   

Please explain why or why not. 

 

 

On a scale of 1 – 10 (10 being highest), please rate the quality of the gamified 

learning environment. 

 

 

On a scale of 1 – 10 (10 being highest), please rate the quality of information 

provided in the Case Study Challenge 

 

 

On a scale of 1 – 10 (10 being highest), please rate the ease of use in 

connecting with mentors on Coach’s Corner 
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An anonymous post-training survey can also be used immediately after the pilot launch 
is completed to collect valuable data based on new sales rep’s reactions, behaviors and 
the level of product training knowledge acquired while using the mobile e-learning app. 

ACME Sales Onboarding | New Product Training                          
e-Learning Survey 
 

Did the mobile app cover the sales product training you were expecting?   

Please explain why or why not. 

 

 

 

On a scale of 1 – 10 (10 being highest), please rate how confident you now 

feel about understanding ACME’s product lines. 

 

 

What was the most challenging part of learning about ACME’s product lines 

within a gamified environment?  
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Finally, a short follow up survey can be used a week after the pilot launch to evaluate 
any potential knowledge gaps that might remain as it relates to new product training: 

ACME Sales Onboarding | New Product Training                          
e-Learning Survey 

 

 

What additional material would you have liked presented in this gamified 

training experience?   

 

 

What has been the most exciting part of this gamified training experience?  

 

 

What has been the most challenging part of this gamified training experience?  

 

 
 
 

Levels of Evaluation - Formative and Summative Methods  
 
Our Evaluation Plan uses a mixed-method design to capture employee specific data 
through formative evaluation to confirm and improve the effectiveness of the new 
product training (as discussed above) with a focus on summative evaluation, guided by 
the Kirkpatrick New World evaluation model, which is conducted at the end of the 
Project to determine the ROI from the product training in terms of overall business goals 
(e.g., new sales rep behavior, revenue generation, etc.).  (Kirkpatrick, 2006).  
 
We understand that key stakeholders will be focused on bottom line matters related to 
Kirkpatrick’s Levels 3 and 4 where overall ROI can be established, however it’s 
important to understand that collecting data from these levels requires heavy focus on 
employee specific data collected at Levels 1 and 2 to accurately measure the 
effectiveness of the product training program. 
 
  
 

https://www.td.org/Publications/Blogs/L-and-D-Blog/2015/09/Updating-the-Four-Levels-for-the-New-World
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Plan for Revision Cycle 

The ADDIE UbD design model aligns well with the Cathy Moore action mapping 
strategies to closely examine if an end-result/impact is not being reached and requires 
revisions.   

If this occurs, our ID team will troubleshoot the plan and immediately correct it before 
proceeding to the next step.  We are confident that this revision cycle approach will 
work to remedy any effect-cause-effect loops that might appear at any time during the 
phase of the project.  

Evaluation Schedule and Plan for Communication of Results  

Evaluation meetings will take place virtually via Flock’s video conferencing tool, 
Appear.in.  The data collection, analysis and communication of the results from the 
Evaluation Plan will take place as follows: 

EVALUATION SCHEDULE 

Conclusion of each product training module  Sales rep will receive/complete a 
digital satisfaction survey to determine 
strengths and areas for improvement  

1 week after completion of product training  Sales rep will complete a series of 
questions on how they have applied 
the product training knowledge  

Weekly each Wednesday  ID team will track sales rep 
engagement to confirm effectiveness 
of training  

Monthly Data analysis and results will be sent to 
key stakeholders for review and 
comment 

14 days after pilot launch  ID team will meet with key 
stakeholders via video conferences to 

discuss required changes.   

 

https://www.lighttouchlearning.com/action-mapping-new/
https://www.lighttouchlearning.com/action-mapping-new/
https://blog.flock.com/getting-started-with-video-conferencing-605ac702c4d5
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Assumptions |  

The following assumptions have been made as it relates to our proposed mobile 

product training learning solution within a gamified learning environment (“GLE”): 
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The following assumptions have been made as it relates to ACME and the technical 

architecture involved to develop our proposed mobile application: 
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Schedule | 

 

As illustrated above, the Analysis Phase will take 30 days.  During this time, our team 

will meet with key ACME stakeholders to address their objectives and concerns.   
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Based on those meetings and the data collected from the corporate wide needs 

assessment evaluations, we will then propose effective learning solutions aimed at 

improving ACME’s existing onboarding program.  In addition, a project timeline will be 

established and a communication plan will be approved.   

We anticipate that the Design Phase will also take 30 days in order to create the 

scaffolding by incorporating the learning objectives and then submit a proposed mobile 

UX layout to the design firm responsible for the technical architecture of our proposed 

mobile e-learning solution.   

Based on the complexity of the technical architecture, we estimate that the 

Development Phase will take approximately 60 days.  During this time, our team will 

validate the instruction/content and bridge any learning gaps identified between the 

needs of the new sales agents and the approved learning objectives.   

Finally, during the Implementation Phase, which should take approximately 30 days, we 

anticipate a successful launch of our mobile e-learning solution, Who Wants to Be a 

Gazillionaire.        

Communication Plan | 

Our team will use Flock, a chat-based collaborative project management tool that 

provides fast, reliable and secure communication and offers seamless integration with 

Dropbox where all project related documents, graphics and multimedia content will be 

shared and stored.   

 

https://flock.com/
https://www.dropbox.com/
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Our team will meet virtually, via Flock’s video conferencing tool, Appear.in, once a week 

on Wednesdays to discuss our collective progress and share input.  On Friday 

mornings, our team will engage in a virtual meeting via Flock with key ACME 

stakeholders to discuss the project timeline and resolve any outstanding issues.  At the 

end of the business day on Fridays, an email will be sent by our team to ACME 

summarizing the week’s progress and confirm the next steps.  

Project Summary | 
 

A well-designed and engaging mobile application created for ACME health insurance 

new representative onboarding, will address the need to reduce turnover by simplifying 

product and process training.  It will shorten new representative time to productivity, by 

helping them learn and retain information quickly and have quick access to performance 

support as they begin to apply this new learning to real client situations.     

 

The app includes elements of gamification and competition, social learning, 

microlearning, performance support, and virtual coaching, in a self-paced program with 

continuous evaluation and learner feedback.   

 

This highly interactive program will save ACME recruiting dollars, improve morale, 

increase profits from new representative sales, provide an exciting welcome for new 

employees, and   help build a great company culture.  

 

 

 

 

 

 

 

 

 

 

 

 

 

https://blog.flock.com/getting-started-with-video-conferencing-605ac702c4d5
https://flock.com/
https://flock.com/
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Appendix A - Learner Profiles | 

 

Meet Millennial Marina 

”I close deals in heels” 

 Millennial Marina 

   

DISCOVERY 

Marina is an enthusiastic and competitive 25-year old millennial who likes to direct her 
competitive streak in achieving her personal goals.   

She discovered a passion for selling things at a young age.  Whether it was setting up a 
lemonade stand or going door-to-door to sell Girl Scout Cookies along with her mother’s 
homemade fruit jams, Marina has always aimed at doing her best while making others 
smile in the process.   

In high school, Marina dreamed about going to college in a big city and closing deals 
like the powerful women she saw on TV.  She was often teased by her older brothers 
who reminded her that she was just a small town girl and would be a fish out of water 
living in a big city.  But their relentless teasing only gave Marina more drive to prove 
them wrong.  And, she’s already accomplished quite a bit for a small town girl raised on 
a Midwestern farm.   
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Marina has 5 years of experience working in sales and has quickly demonstrated that 
she’s a leader at her current company, a small insurance brokerage firm that specializes 
in selling health care plans to small businesses.   

While working full-time, she earned a Bachelor’s of Science in Business Administration, 
with honors, from the University of Colorado Denver, and is now just one of several 
sales employees who has earned a college degree.   

In her current sales position, Marina feels frustrated by the lack of enthusiasm from the 
other sales reps who prefer to spend time engaging in water cooler conversations to 
complain about sales cycles and employees rather than learning how to close deals and 
land bigger customers.  She’s decided the time is right to look for an opportunity to work 
for a large company that offers more employee benefits and greater opportunities for 
career advancement. 

Marina decided to contact a recruiting agency who set her up with several interviews, 
including one with ACME Health Care, a well-known large corporation. To Marina’s 
delight, she was hired on the spot after interviewing with ACME’s Vice President of 
Sales who extended Marina a generous base salary in exchange for Marina to help 
further develop ACME’s ongoing sales training support. 

 

IMMERSION 

What Marina doesn’t know but will soon discover is that ACME has been struggling for 
years with employee retention in its sales department and the company’s training 
resources are limited to outdated manuals and product training videos.   

On her first week, Marina feels dazed and overwhelmed at the sheer volume of 
unnecessary forms and outdated sales product training videos.  She’s starting to 
second guess herself for taking the new job and starts to wonder if her brothers were 
right all along.  Maybe she is just a small town guppy who doesn’t belong in the big city. 

But Marina decides to shut out the negative thoughts and focus on proving to herself 
(and her brothers) that she belongs in the big city.  She’s optimistic that things will 
become clearer the following week.  But much to Marina’s dismay, she learns that 
ACME’s sales department is plagued with the same conversations focused on 
complaints about sales cycles and product lines rather than solutions. The only 
difference is that ACME’s water cooler is way more expensive. 

 

CONNECTION 

In her gut, Marina knows she was born to be a sales leader, but the déjà vu resonance 
of her new work environment now leaves her to question if she’s wasted time investing 
herself in the wrong career. 
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It’s clear to everyone that’s met Marina that she’s a natural born leader. She’s the type 
of employee that ACME needs to increase its sales revenues yet continues to lose 
because of its failure to recognize that it’s sales onboarding program is outdated. 
Leaders like Marina will conclude that ACME is a boring place to work and will soon 
walk out the door before the end of the sales quarter. 

After learning that ACME’s CEO has hired a new Vice President of Sales, Marina 
decides that it’s in her best interest to try to rise above the internal toxic noise in 
ACME’s sales department and focus on achieving her proven success as a young and 
energetic salesperson who closes deals in heels. 

 

DETACHMENT 

Marina is an enthusiastic and highly motivated individual who wants to work for a 
company that offers prestige, flexibility, competition and social interaction. Ironically, 
she’s the type of valuable employee that continues to walk out the door because of 
ACME’s failure to recognize that it’s onboarding and sales training programs are 
outdated and send the message that ACME’s a boring place to work. The program 
might be working for new hires in other departments like accounting and legal, but it’s 
not working for new hires in the sales department. 

New hires in sales like Marina need learning materials that allow them to engage with 
the content using interactive infographics, apps, videos and social media tools. These 
are examples of “on the go” learning tools that a salesperson can use while travelling on 
the road to learn more about a company’s product lines and the professional sales skills 
needed to become productive sales associates.  

Top producing sales people generally are competitive in nature so gamification type 
training with activities that allow for competition tied to achieving learning goals is a 
perfect avenue and an excellent way to increase employee retention and excitement to 
work at ACME.  

There are however potential consequences to these types of learning solutions. For 
example, Marina might consider gamification to be a silly and awkward way of learning 
and she might not be into competitive gaming with the other sales associates who have 
been with the company for some time. (These are the employees that remind her of the 
toxic environment at her last place of employment). 

Another possible consequence is a potential internal departmental hostility because of 
the perceived extra level of value that the sales department is receiving through an 
enhanced training program. One must consider however that ACME can only operate 
provided there’s a robust stream of sales revenue coming through the door. This fact 
alone should be sufficient for ACME to make immediate steps to improve its sales 
onboarding program and develop new learning materials targeting the needs of its sales 
department with a focus on new sales rep product training. 
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Learner Profile | 

Meet Boomer Bob 

”Everybody loves Bob” 

Boomer Bob 

  

DISCOVERY  

Everyone always says, “Bob is such a nice guy!”  A widowed father of two teenage 
sons, Bob has worked in the sales field for over 30 years, but in health insurance for just 
under 9 years.  He is 55 years old, and technically a Baby Boomer.  

Bob began his career shortly after graduating from high school.  His uncle Dave owned 
a car dealership in town and offered Bob the opportunity to try sales.  Bob was a quick, 
eager, learner, a very conscientious employee, and took great pride at meeting his 
clients’ needs.  He quickly found he had a knack for relating to and communicating with 
people.  People just simply like Bob.  His likeability has served him in his career 
relationships, but can also be a bit of a curse.  He is not always the toughest sales 
negotiator, and at times he knows aggressive customers and coworkers may take 
advantage of his good nature .  He has always been marginally successful, but 
struggles with self-doubt and sometimes lacks assertiveness and confidence.  He 
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wonders sometimes why he feels like he works hard, but has never really achieved 
great success or been offered leadership roles in sales. 

 Bob started in the health insurance industry about 9 years ago.  

It was early 2009, and the height of the economic crisis, when the car dealership he had 
worked at for many years went out of business.   Having just lost his wife of 20 years 
earlier that year to cancer, he was devastated, and at times felt truly helpless.  He tried 
to find another job in car sales, but after over 6 months of looking, he decided, as the 
provider to his two kids, he quickly had to figure out how to market his skills in other 
industries to open up his job prospects.   His buddy John said they were looking for 
some new agents at the health insurance company he worked for.  He introduced Bob 
to his boss, helped him get an interview, and the rest is history ... because everyone 
likes Bob.   

Bob soon found he really liked work in health insurance sales.  He was assigned a great 
book of business (thanks to his pal John) and even found himself landing a few more 
large accounts in a pretty short time.  He was able to maintain and serve his large 
accounts well.  He liked the more stable nature of managing corporate health insurance 
accounts, and taking care of his customers’ needs.  He enjoyed not having to constantly 
chase sale after sale as he had in the car business. 

 Unfortunately, after a merger and several years of tepid profits, AAA Healthcare 
needed to lay off 2,000 employees.  Bob found himself, once again, unemployed and 
looking for another situation.  

As luck would have it, one of his old coworkers just got a new job at ACME insurance 
company.  He said they were looking for more new agents.   

Much to his relief, Bob applied, and was quickly made an offer.  With two kids looking 
forward to college in the coming years, he was thrilled to once again be gainfully 
employed.  

IMMERSION  

Bob worries a little about starting this new job.  He feels overwhelmed with having to 
learn all the new processes and systems.  Sometimes his memory doesn’t work as well 
as it used to.  He feels anxious about being one of the older agents in his new employee 
onboarding group, and suspects that some of his younger colleagues probably think 
he’s kind of a loser that he is not at least in management by his age.  Eventually though, 
he feels once they get to know him, they’ll grow to respect him, and may even become 
great friends. He is Bob after all.  Everyone likes Bob!   

 Bob knows he is a steady producer, not a firecracker.   He will not be the top 
salesperson each month, but will deliver steady business for the company.  Bob is 
concerned mostly about balance in his life.  This job means paying his mortgage, taking 
care of his family, and continuing to increase his savings toward retirement.  He doesn’t 
care about fighting for promotions, or stressing himself out with a 60 hour work week.  
He doesn’t expect to ever become wealthy. 
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He realizes he’ll have to work smart, meet his goals, and do some careful juggling to be 
able to prove to his new boss that he’s committed to ACME.   However, for Bob, making 
it to his sons’ sporting events and family dinners every night are his most important 
priorities.    

CONNECTION   

Bob knows he has a lot to learn.  He is not completely new to the field of health 
insurance, so he understands many of the basics about how health insurance sales 
work.  However, he may find it difficult to unlearn some of what he knows and learn the 
new processes and products of ACME Company.  Because his memory isn’t as good as 
it used to be, he expects he’ll  need to make lists, reminders, and study all this new 
material more than some of the younger people in his cohort.  

DETACHMENT  

Learning solutions that Bob will respond to well will be engaging, memorable, and allow 
him to make solid connections in his brain to tie to his previous learning and 
experiences.  

“Sticky” content that includes ideas that are simple, unexpected, concrete, credible, 
emotional, and lots of stories will help him retain a lot more of the new learning.  

Addressing all 5 moments of his learning needs (New, More, Apply, Solve, and Change) 
will be critical.  He will respond well to scaffolded instruction for new and more learning 
that builds from simple to more complex that is reinforced with resources available after 
instruction to help him refresh the learning.  

When he will need to apply, solve, and deal with changing learning, performance 
support will be an important element to his continued success.  Job aids and other 
online resources which he knows where to easily access while in the course of his work 
will assist him in remembering steps and processes and help him troubleshoot 
problems.  

Bob will also need learning artifacts and coaches who are sensitive to the fact that he is 
not a digital native.  It may be embarrassing for him, but he may need more time and 
assistance learning some of the technology that his younger peers will pick up quickly. 

Bob values human relationships above everything.  Social learning elements will be 
highly effective for him.  He will achieve great success with new learning if he is put in a 
situation where he can interact with others, asking questions, helping others, and 
generally being in community with other learners.  
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