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CURRENT TRAINING LANDSCAPE: CHALLENGES



Training is 100% 

Instructor-Led 

(ILT)

WHERE WE ARE TODAY

Inconsistent 

learner 

engagement 

and retention

Content relies 

heavily on 

lengthy guides 

and manuals



VISION OF THE FUTURE – BLENDED LEARNING



WHERE WE’RE HEADED

Strategic use of 

ILT to reinforce 

and coach 

trainees

Mix of 

eLearning, job 

aids, and how to 

videos to build 

knowledge

Modular 

learning, which is 

flexible, and 

accessible 

anytime



WHY BLENDED LEARNING WORKS



SUSTAINABLE, SCALABLE, 
IMPACTFUL

Content is scalable 

through delivery across 

multiple geographies 

and roles

Content is sustainable 

through reusable digital 

assets reduce long-term 

costs

Content is effective 

because it combines 

visual, interactive, 

and live elements to 

boost engagement

Improved consistency 

and knowledge 

retention

Saves time for both 

trainers and learners



IMPLEMENTATION



MAKING THE SHIFT

Audit current 

content and ILT 

training

Design 

modular 

elearning, job 

aids, and 

videos

Pilot with a 
small group of 
CX champions

Rollout new 
training 
program with 
feedback loops

Collect 
continuous 
feedback and 
assess 
improvement 
though learning 
dashboards and 
LMS

PHASE 1

PHASE 2

PHASE 3

PHASE 4

PHASE 5



NEXT STEPS

▪ Approve pilot project and budget

▪ Engage cross-functional teams (L&D, SMEs, CX leads)

▪ Define success metrics for learning impact

▪ Position CX training as a strategic differentiator
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