CHIEF LEARNING OFFICER

SPOTLIGHT WEBINARS
Welcome to the webinar!

The presentation will begin at the top of the hour.

@ A dial in number will not be provided.

|' ))) Listen to today’s webinar using your computer’s

Sponsored By: speakers or headphones.

SSSSSSSSS #CLOwebinar
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SPOTLIGHT WEBINARS

Tools You Can Use
Audio Control

' )) —  Adial in number will not
be provided.

—  Adjust the volume on
your computer or

rit ¥ A headphones

SSSSSSSSS #CLOwebinar
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SPOTLIGHT WEBINARS

Questions and Handouts
You can submit questions by _
clicking on this icon here.
You can download a PDF of the slide _
deck by clicking here.

#CLOwebinar
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SPOTLIGHT WEBINARS

Frequently Asked Questions

1. May | receive a copy of the slides?
YES! Click on the handouts list located on the right portion of
your screen.

2. May | review the webinar recording at a later date?
YES! You may log in again using today’s link to review the
presentation on-demand.

3. Is this webinar HRCI or SHRM certified?
Sponsored By:  yESI The HRCI and SHRM certification codes will be sent in

= the same follow up email as the recording
rit e
"""""""" #CLOwebinar



Building Better Content at USAA
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= A Concept that Unifies Content

Presented By:
George Selix, PhD, Content Management
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Who We Are

As of Oct. 2014

Our Mission

The mission of the association is to
facilitate the financial security of its
members, associates, and their families
through provision of a full range of
highly competitive financial products
and services; in so doing, USAA

seeks to be the provider of choice

for the military community.

Our Core Values
Service & Loyalty ® Honesty & Integrity

Public Information

Our Brand Promise

GOING ABOVE

FOR THOSE WHO HAVE GONE BEYOND

Our Brand Pillars

Shared Financial Passionate
Military Strength Member
Values & Wisdom Advocacy



Meeting Agenda

Starting Points
Changes in Gontent Structure

Test and Implementation

Q&A



Learning & Development at USAA

Build and revise learning content

Intake

Learning

Performance Manage the Learning Technology Roadmap

Consultants

Manage governance of Knowledge Delivery
Build/Revise

Content Management

Schedule &
Administer

Deliver
Instructors

Public Information 8



Original Content Revision Processes

Instructor
Desired
Change

Project

SME
Assigned

Work
Effort

LPC Aware

ISD
Assigned

Change
Initiated

Course
Updated

Instructor

Revision
Aware

Central

Revision

KD Article

ISD
Assigned

Work
Effort

SME
Assigned

Update

SME
Assigned

KD Article
Published
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Knowledge Delivery (KD)

Search Categories What Are You Searching For?
KD | knowledge Deivery  EIEG—, T T I

Be spechic on your search. Avold using single woeds or keywoeds. ex: Mow do | issue a USAA number?

Home KD Help Procedures

Available Categories w Welcome George Selix

S« Manage My Favories

My Recommendatons

My Favorites My Recently Viewed Articles
No favorites were found Title Viewed Date w

My Recent Searches

Public Information 10



KD Procedures

Public Information

Attributes of a well
structured procedure

- Findable
- Usable

- Correct
- Timely

11



Meeting Agenda

Starting Points
Changes in Content Structure

Test and Implementation

Q&A



Darwin Information Typing Architecture

/€ DITA XMLorg |

line community for the Darwin Information Typing Architecture OASIS Standard - Intemet Explorer,

K xmi.org £ x| [+2] 1 orraxML.org | Orine com.
Fle Edt Vew Favoites Toos e

- Concept: higher level, contains definitions,

Online commun

y for the Darwin Information Typing Architecture OASIS Standard

rules, guidelines
<aif® Task: a procedure that describes how to

Hosted by:

onses accomplish a task
dita.xml.org .

(nttp:isandb

DITA XML org is the offcial community gathering place and information resource for the DITA
OASIS Standard, an XML architecture for designing, writing, managing, and publishing
information. We encourage you to contribute content to this site.

Download DITA
= DITA 1.2 Spec

Reference: usually contains detailed, factual
PEICIE]

DIA Converter vs.1.3

7 week ago
In the near future, the http/cita xmi.org URL willpoint to the new site. We'l maintain an Release of XMLmind sponsored links:
archived snapshot of the old site. Also, the production version of the new site will be faster XSL-FO Converter

than the beta.

on of N
The new DITAweb website has been donated by Congity, and is administered by DITA xmi org Webste
members of the OASIS DITA Adopton TC Now Avaiable

1 week ago
4 Read more Progress of DITA 1.3

k age
Release of XMLmind
Vord To XML v1.22

[Fro] e FrameMaker G I 0 S S a ry

Enhanced structure
view.

Release of XMLmind DITA Converter v3.1.3
. ressenon updsiad cn Ve, 2017-0428 090 Strategies
3weeks ago
Release of XMLmind DITA Converter v3.1.3
Subscribe
8
« Better support of DITA documents written in a CJK Ianguage.
« Makes it easy generating a Web Help using a JQueryUl custor therme created using the

site info
ThemeRoller (http/fqueryui comthemerolier).

= About DITA XMLorg
s Linkto this site
= Contactus

Troubleshooting

More information in: htp: imind

Public Information 13



Before and After: KD Procedures

Loan Products - Consumer Lending Origination

Loan Products - Consumer Lending Origination

@ Back [ ViewPublished [3) Manage Document @ Back [{ ViewPublished [3 Manage Document

Before o | After

Reference content | Procedure rewrite
preceded task content r(vva e

and was included out ‘ resulted in several
smaller documents
of context. Task broken out b
content was res concept taslyand
significantly low on Pt )
( ) s reference for easier

the page, i.e. “below access and use
the scroll.” -———< .

Education Loans.

[N N N |
ToTop
Loan Products
Auto

Product Used for
/A new or used Auto,

e Y A WS U S
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The Bigger Opportunity

Instructor Guide

oo

)| @ nttp://web.usaa.com/LSCourses_BKT/RLO/bkt_cla_seasonal

Student Guides g AL

Seasonal Products
Types of Seasonal Products

Members purchase various seasonal products from boats to leis|
- Boat Loans
« Recreational Vehicle (RV) Loans
« Leisure Vehicle Loans

Before conducting a needs analysis, thoroughly familiarize your:
classified

Path: KD>Loan Products.

After reviewing KD, complete the activity on the next page.

- Member Contact Leaming - Copyright 2007, USAA. Al Rights Reserved
ohag

Consumer Loan Acquisition (CLA) Seasonal: Needs Analysis

nal_needs_analysis/bkt_cla_s

http://web.usaa.com/LSCourses_BKT/RLO/bkt_cla_sea:

0~ & @ webusaa.com |

Consumer Loan Acquisition (CLA) Seasonal: Needs Analysis

° 4ofs °

Course Menu

Seasonal Loan Types

Instructions: Click Play Audio to listen to a representative conducting a needs analysis for a seasonal loan. Determine what type of loan the member is requesting. Use
Knowledge Delivery (KD) as your reference.

Listen to the audio and determine the correct loan product by entering the applicable letter for the product in the space provided. Click Check ANSWers button to review
feedback

(=
=
=
=)
=

Check Answers.

A RV
B. Leisure Vehicle
C. Boat

Qo

-

Public Information
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Before and After: Instructor Guide Content

Before

Duplication of content
available in KD within
offline course materials
increases risk of
training becoming
outdated and requires
significant

resources to update
and maintain.

]

2

1 3 3
3 ;s 8 7 3
2 3

-

Public Information

After

Duplications are
replaced with in-
context links to the
same, core KD content
as is used on-the-job
and (already)
maintained by

owners in the
business.

16



Before and After: Student Materials

Before After
Student materials Student materials
regularly duplicated embed policy, product,

and procedural details
directly from KD
without duplication.

policy, product, and
procedural details
that are also in KD.

Courses include Courses still include
multimedia, quizzes, . multimedia, quizzes,
interactivity, and ample , interactivity, and ample
classroom activities. [ =™ T classroom activities.

)

9
H - -

Public Information 17



Meeting Agenda

Starting Points
Changes in Gontent Structure

Test and Implementation

Q&A
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Self-paced lesson with an in-room facilitator present

Animated/Narrated presenter
KD Articles — Primary Source
Lesso;{: . Interactions — Secondary Source

Overview

Public Information 20



Facilitated lesson with web-based resources

™

Lesson 1: P&C
Overview

KD Articles — Primary Source
Interactions — Secondary Source

u

a Qe —— 1

- | Eo——_{ — el

S
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Here’s What We Learned

£

* It's possible to use KD content as primary source to
build lessons

» There are gaps in the knowledge base, primarily
around concepts

» We need effective transitions between lesson
elements — it's possible to cut out too much context

, / » We can use templates to speed up the course
- i design process

‘s “‘*\\_x\‘:\\ » There is a significant need for Secondary Content

Public Information



The Next Round of Experiments

Two more projects
Bigger

More Complicated

Lessons Learned
KD procedures have to be in good shape — it’s difficult to have short

cycle times when we're building KD content and then building
courses
We need a better way to manage updating secondary content

Public Information 23



The New Process and Secondary Content

Instructor
Desires

Change

Approves

ISD

Course
Updated

v

ISD Approves

Course
Governance
(Del, ID,

Bus)

J
Secondary )

Content
Updated

KD Article Updated

WalkMe Updated

Course
Updated

Instructor
Comm.

KD Article
Published

PSS
Updated

a0

- @)

Change
Comm.

> Two Weeks <

Public Information
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The New ID Process Begins with Content Analysis

“* CONTENT

= MANAGEMENT

PRIMARY SECONDARY
CONTENT CONTENT
KD Content Course Content

Overview
Unparalleled levels
of collaboration
between the
learning organization
and the business. . .

Concept:
Whatis?
Task:
How to?

Reference:
Lists

KD Content

Summary

Practice

Assessment

Public Information 25



Meeting Agenda

Starting Points
Changes in Gontent Structure

Test and Implementation

Q&A
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GOING ABOVE FOR THOSE WHO HAVE GONE BEYOND
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How Does the New Design Process Work?

@® Partner to edit KD articles @ L&D designs lessons L&D curates all of ® Learners and
for use both on-the-job based on KD articles; these content instructors receive a
and as “textbook” for enhancing the learning  elements into rich, engaging
training. experience with high- easy-to-use online experience.
L&D aggressively value media, activities, resources.
eliminates content from assessments and KD-
training materials that is based instructor guide

available in KD. articles.

Public Information 28



KD as Primary Source Content
- LEARNING & Why UCM?

* DEVELOPMENT

- Maintains KD as the single source of truth.

‘ « Ensures real-time accuracy for training
UNIFIED CONTENT MODEL oo materials leveraging the actual KD articles.

The use of Knowledge Delivery (KD) articles

B A U Bl - Reduces duplication of volatile content in
s - training materials, which:
* Reduces the risk of teaching from
outdated/incorrect materials.

_CON\IECT
— USER-GENERATED CONTENT
f i Business content that can be curated

PP Ll * Reduces the labor required to maintain
MQ! I training materials.
Pl e Shilsift * Reinforces use of KD on-the-job.

CONTENT CURATION © =" . coem
" # [KD] it

The process of using existing content Mg ’
in an organized and meaningful way go chogbad
to create learning solutions. el CONNECT

FOR INTERNAL USE ONLY.
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CHIEF LEARNING OFFICER

SPOTLIGHT WEBINARS
Register for the next webinar!

The Critical Thinking Requirement in

Modern Business Training
Thursday, May 25, 2017

Webinars start at 2 p.m. Eastern / 11 a.m. Pacific

Register for all upcoming Chief Learning Officer Webinars at
clomedia.com/webinars

#CLOwebinar
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- Join us for CLO Breakfast Club!
— {0 i i N

v
BREAKFAST

CHIEF LEARNING OFFICER

CLUB

“The Future of Learning”

Hands-on interactive discussion format.

More perspectives and examples of L&D
strategy from local CLOs.

Additional chances to network with peers
through two dedicated roundtable sessions.

Custom research report on the state of the
learning industry tailored for each city.

May 3 | Atlanta May 9| New York Sept. 14 | Washington, D.C. Sept. 26 | Boston Oct. 17 | Seattle



CHIEF LEARNING OFFICER

SYMPOSIUMSZes

Huntington Beach, CA October 2-3,2017

CAL NEWPORT

FRANGESCAGIND  C-Ton "Deep Work

author,
DAN LYONS “Sidetracked”

writer and co-producer
“Silicon Valley”

CLO Symposium Plus comes

: |
to Huntington Beach! DR TASHA EORICH

author, “Insight”
e Award Winning Content from the editors of

Chief Learning Officer magazine.

e Renowned Speakers — Best Selling Authors,
Psychologists and TV Writers.

e Networking with Leaders in Learning and
Talent

Featuring

fetinole Spadenn,




AGGELERATOR

Sept. 30 - Oct. 1, 2017 | Huntington Beach, CA | cloaccelerator.com
HYATT REGENCY HUNTINGTON BEACH RESORT & SPA

FEATURING:

Demonstrating CLO Leadership
Making Strategic Decisions
Building a Resilient Infrastructure
Managing Learning Lifestyle
Strategic Planning

Developing Your Action Plan

Also included, Case Studies and
Fireside Chat with CLO of the Year!

' #CLOaccelerator




