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How do we learn?
“The brain is an enormously
complex network of billions of
neurons connected by more
than 90,000 miles of fibers—
long enough to traverse
Russia’s coastline four times.
This intricate architecture
allows
us
to
absorb
information quickly and
efficiently. Learning mainly
takes place at synapses,
the
junctions
between
neurons where information
is relayed. A synapse’s
performance changes when
we learn something new,
obeying the principle that
cells that fire together, wire
together,” Heidi JohansenBerg, a neuroscientist at the
University of Oxford.
As humans, our ability
to learn and create new
memories is primary to our
existence. Our memories or
learned behaviour enable
our actions, understanding of
words, recognise objects we
see, interpret auditory signals
and provides us with a sense
of personal identity.
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How do we learn?
to get the best out of your business, you
need to get the best out of your people.
Every business wants results in order to build and sustain a competitive
advantage and keep the business moving forward. To achieve this, businesses
should start by understanding that learning does not lead to sustainability
but rather learning is sustainability. At Trainiac we believe that to get the
best out of your business, you need to get the best out of your people. To do
this you need to empower and inspire them. To achieve this you need to train
and communicate with them in motivating and engaging ways.
As mentioned, every business wants to achieve results, good results. To
get results we need to work backwards using Kirkpatrick’s levels. In order
to achieve results a change in behaviour is required. After all if one keeps
going down the same road one will achieve the same outcome. In order to
change behaviour, learning has to occur. This means that either a new way
of thinking needs to be learned or an old habit or way of thinking needs to
be unlearned. Learners need to react to the learning experience in order for
learning to take place. If your people react to the learning experience and
the underlying instructional design is sound, you can produce a change in
behaviour, which in turn gives you the result you want. If you don’t get all of
this, you get nothing. People simply smile and forget. The end.
However, one should also consider how adults learn. Knowles (1978, 1990)
believes that adult learning is special in a number of ways, some of which
include:
• They bring a lot of experience to the learning enviroment
• They expect to have a high degree of influence on how they are to be
educated
• Active participation of learners should be encouraged in the learning
process
• They expect their responses to be acted upon
Further to this, “Studies of adult learning have shown that adults in their
daily lifelong learning normally learn from other adults. Persons with some
limited literacy skills can help others in their group to learn literacy skills
through participatory methods” (Rogers: 2002, p9). In summary, adults have
opinions, perceptions and learned behaviour generated from their own life
experiences. This simply means that they don’t want to be spoken at, they
want to participate, work things out for themselves and reflect, in other words,
use their experiences to solve the challenge. This shows that adult learning
is self-directed where adults learn from their own experiences and from the
experiences of those around them. Learners want to be engaged. They don’t
want to be overwhelmed with too much information and they don’t want to
be underwhelmed with a boring experience. They want to meet promised
outcomes and most all they want to have fun while learning. The more the
employee “gets it” the more effective they will be in the workplace.
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Kirkpatrick’s
thinking
Kirkpatrick’s four-level model is
considered an industry standard
across the HR and training
communities. According to Dr
Donald Kirkpatrick’s Four Levels of
Training Evaluation, these measures
are recommended for full and
meaningful evaluation of learning in
organizations. The levels are:

1. REACTION

Reaction to learning experience

2. LEARNING

Increase in knowledge or capability

3. BEHAVIOUR

Behaviour and capability improvement

4. RESULT

Effects on the business or environment
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What is a
Learning Map?
Learning

Maps

Maps are large format tools that help set the context for
any learning and communication activity. Maps can be
shared by many and contain discoveries, elements and
simulations. This ensures that the learning maps become
bone fida business tools that can be used to describe any
issue, now and into the future.

The more the employee “gets it” the more effective they will be in
the workplace. Learning Maps help employees “get it”.
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LEARNING MAPS ARE...
Learning Maps are a visual respresentation of the
business world within its own context. The Learning
Map depicts relationships within the business and
that of the business’ external environment. In this
respect, a map supports various links or connections
made between two or multiple aspects on a map.
These connections may assist in producing new
insight. The desired outcome from using learning
maps is that it generates conversations among
learners in which they make connections and
create meaning, new awareness and behaviour.
Only change that is self-determined is sustainable.
We think and dream in pictures, therefore the
majority of people can learn through pictures.
Maps transcend language and literacy barriers.
Trainiac has been creating Learning Maps for more
than 10 years and it is evident that Learning Maps
lead to high learning retention. The design of a
Learning Map is key. Design combines insights,
brainpower and time.

“A consequence of good design is that
		
people learn. “

There are a couple of things that constitute good
design:
• Good design doesn’t just provide the learner with
information but it helps the learner make sense
of the information
• Good design requires clear goals and gets the
learners to focus on the right points
• Good design creates context and perspective
• Good design engages learners with clear and
meaningful content
• Good design is created from knowing what one
wants to achieve
• Good design solves problems
Learning Maps have multiple benefits some of
which include:
• Helps the employee identify where they fit within
the larger organisation and working environment
• Fully understand the workflow process
• Recognise and understand the business
environment
• Will be able to see the business, systems and
marketplace together
• Help discover the interrelatedness and context of
their job – aha the big picture

Maps transcend language and literacy barriers

The Big Heading The Big Heading The Big Heading The Big
Heading The Big Heading The Big Heading The Big Heading.

			- Rob Dennison, Trainiac

A CLEAR GOAL
A classic characteristic of a map is that it is directional.
A Learning Map has an end goal or “destination” that
needs to be achieved or reached. For example a goal
of a Learning Map could be to facilitate onboarding
and induction of new employees. However, a Learning
Map can be non-linear. In other words a Learning Map does not
necessarily follow a linear path to achieve an end goal.
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How do we learn?
Challenge: traditional training

...how does this even
RELATE to my job?

Solution: learning map based training
Learning Maps
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SAME OLD, SAME OLD...
Despite good intentions, traditional
training can be ineffective. Some
of the challenges associated with
traditional training methods include:
• Material and content bears little
connection to the actual business
• Lack of participation and
contribution due to an inflexible
approach
• Poor results (return on investment)
despite high costs
• Boring content that is designed
to preach instead of encourage
participation
• Content that is not stimulating
enough to keep learners’ attention,
and does not challenge thinking or
encourage discovery

A different approach
Map based learning offers many
advantages over traditional training,
such as:
• Increased participation and
contribution due to integrated
activities
• Learning through discovery
• Learners are motivated and
inspired through training material
that they can relate to
• Better results - people learn better
when they are motivated and
engaged
• Meet promised outcomes and have
fun at the same
• Learners are empowered because
of the successful learning
experience

7
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Learning Maps can be used as a learning
solution for a variety of business challenges
some of which include but are not limited to:

1. ONBOARDING AND INDUCTION

2. BRAND ENGAGEMENT

3. CHANGE MANAGEMENT

4. CUSTOMER SERVICE TOUCHPOINTS

5. HEALTH AND SAFETY HAZARDS
62 72 28 29 24 41

90 35 16 23 31 84

23 18 16 51 11 19

14

16

8

5 2 7

31

21 13

12 55 29

6. STRATEGY VISUALISATION

7. PROCESS IMPROVEMENT
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1. Onboarding and Induction
The success of finding, keeping and
growing a strategy is dependent on
your employees getting the right
start. Understanding their role, the
contribution that they can make and
exploring the synergies between
divisions is critical to ensuring new
recruits hit the ground running in
their first days.

Onboarding and Induction

What is an onboarding and induction Map?
An Onboarding and Induction Map is typically an environment map. This map could show businesses, business
units, departments, functional areas, customer types and even competitors in a ‘town’ type setting. In addition to
this structural representation of a business, one can introduce characters and roles and show them interacting in
accordance with the company and the accepted norms of the organisation or vice versa. The learning experience is
about making links and seeing how everything fits together. For example, demonstrating the biggest building as the
biggest company or department in the business group, following the purchase to payment cycle through the ‘world’
of the client, looking at process steps or the relationship between any entities or characters.

Learning objectives

impact to the business

Always consider what you would like to achieve
using a map. Typically, such a map would include
the following learning objectives:
• Introduce ‘what we do’
• Link to individual behaviours
• Idenfity roles and responsibilities
• Understand history and brand
• Understand corporate structure
• Understand enterprise language

The impact that this type of learning map can
make on a business is valuable. Here are some
benefits for the business:
• Reduce employee turnover
• Improve employee survey results
• Reduce on-boarding cost
• Optimise individual performance faster
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2. Brand Engagement
Brand Engagement

Brand
engagement
grows
profitability. An external brand
image is vital to deliver on
customer experiences and exceed
expectations, each employee needs
to engage with and commit to your
brand.

What is a brand Engagement Map?
This is an environment map that focuses on the business brand values. These values will typically be expressed as
a list of words. The challenge is to turn these words into competencies that people are prepared to deliver on. The
first step is to help people understand that they already have their own values and then introduce and explain that a
company and brand has values too. The second step is to identify types of employees in an organisation and group
the job functions into a range of functional categories. For example one would not put drivers in the same group as
call center agents. The next step would be to look at each functional group and unpack how they can deliver on the
values relative to their role.

Learning objectives

impact to the business

Again, consider what the business would like to
achieve by using this type of map. Some learning
objectives could include:
• Identify brand values
• Link brand values to personal values
• Identify brand elements
• Link brand values to roles and behaviours

A Brand Engagement Map will assist the business
in achieving:
• Improved brand alignment
• Improved brand compliance
• Improved brand value
• Living the brand
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3. Change Management
Not may employees embrace
change, purely because staying in
ones comfort zone feels a lot safer
and easier. In order to motivate
and sustain a productive work
environment, employees need to
understand and picture the change
process and the benefits thereof.

Change Management

What is a Change Management Map?
A Change Management Map will compare contrasting states. This means that a Change Management Map will depict
how things are at present and highlight the aspects that are causing the downfall (pain) on one side and on the
other side it will show the future state where all the challenges are solved (gain). Therefore, two opposing views are
shown side by side. The key would be to link the two sides by a ‘bridge’. This represents the journey of change. When
employees can see what lies ahead and the benefits of a new gainful state, they are more inclined to accept the
challenge of change.

Learning objectives
business impact

and

Learning objectives of this map, as well as the
impact that it has on a business, could include:
• Represent the case for change and the benefits
• Appreciate how things will be different and
why it is a good thing
• Diffuse resistance to change and gain support
rather than obstruction
• Support open conversations about change
• Limit the cost of sabotaged efforts

7 ways Learning Maps will increase employee effectiveness
© 2012 Trainiac.com

12

7 ways Learning Maps will increase employee effectivess

4. Customer Service
Touchpoints
Customer Service Touchpoints

Every business has its own set of
customer touchpoints. A business
should understand the needs of the
customer at each touchpoint in order
to deliver value.

What is a customer service touchpoint Map?
A customer will interact with your business or brand at a specific moment in time. There may be multiple moments in
time. For example, a company website may be seen as a touchpoint and visiting a store may be seen as another. For
each moment in time your brand/business can add value to the customer and identify what will make the customers
experience better or worse. The business therefore needs to know what the customer will value at each touchpoint.
For example, if the customer is checking in for a flight they value speed and efficiency of the person checking them
in. Offering them orange juice at this point won’t be valued, however a glass of orange juice will be valued when they
enter the lounge. A touchpoint map can plot out the different points of the customer’s journey as well as provide
insight into adding the right value at the right time.

Learning objectives

impact to the business

Establish learning objectives for your Customer
Service Touchpoint Map. Some of the objectives
could be:
• Identify touchpoints
• Identify customer segment or types
• Match touchpoints and values
• Evaluate positive and negative scenarios
• Identify relationship make or break scenarios
• Establish guidelines for recovery

Employees that understand their role and the
value they add at each customer touchpoint,
could have the following impact on the business:
• Increase customer satisfaction
• Reduce returns, complaints
• Increase revenue
• Increase brand value
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5. Health and Safety Hazards
A ‘zero tolerance’ world is nonnegotiable. Workplace accidents
and injuries impact individuals,
families and the bottom line of a
business. Failure to understand the
consequences of non-compliance
impacts on productivity, profitability
and lives.

Health and Safety Harzards

What is a Health and Safety Hazards Map?
This would be an environment map that focuses on health and safety aspects. This map demonstrates and highlights
the various health and safety aspects of a business in a ‘town’ type setting. Learners will be able to identify points
of health and safety risks, the necessary precautions that need to be taken and the impact that it may have on the
business and themselves. The learning experience is about making links and seeing how everything fits together.

Learning objectives

impact to the business

Some of the learning objectives that can be
achieved by a health and safety map include:
• Identify risks
• Link to individual behaviour
• Evaluate precautions and preparations
• Identify correct process and procedures
• Identify critical points
• Improve decision making

The benefits and impact on the business, should
employees clearly understand and be able to
identify health and safety risks, could include:
• Save lives
• Reduce incidents
• Reduce claims
• Reduce premiums
• Improve Pubic Relations
• Increase compliance ratings
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6. Strategy Visualisation
Strategy Visualisation

3
1

2

Strategies can be considered
as journeys. Employees should
understand the direction of where
the business is currently headed
and the vision for the future of the
business in order to share, live and
achieve the business strategy and
contribute to the achievement of
strategic goals.

What is a strategy visualisation Map?
Strategy Visualisation is a journey map that will normally show the past (where the business has come from), the
present (where the business stands today) and the future (where the business wants to be in the future). The content
is often centered on SWOT type content and defining events. The journey layout is useful (think of a road) as it can
demonstrate what happens along the journey/timeline of the business. Each side of the road can be utlised to depict
the strategy building aspects as well as the breaking aspects.

Learning objectives
business Impact

and

Learning objectives of such maps, as well as the
impact that it has on a business, could include:
• Clear strategy informs the behaviour of the team
• Everybody is on the same page
• Clear strategy supports focused efforts
• When people know the strategy they are inclined
to focus on the right activities
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7. Process Improvement
Process Improvement

Value chains, process, procedures
and continuous improvements can
seem very dry. Delving into the
implications of non-adherence to
process and exploring the benefits
of compliance can bring an entirely
new insight and perspective.

What is a process improvement Map?
This map is typically written and laid out in a particular rule based fashion. The most common layout is ’swim lane’. This
type of layout is most useful for demonstrating the roles, responsibilities, and interaction between different functions.
Good process has syntax. Therefore, it is important to make sure that a) process has syntax and b) that the learners are
taught to recognise this syntax. The next step is to link the process to the business environment.

Learning objectives

impact to the business

Learners will gain a thorough understanding
of the elements listed below from the Process
Improvement Map:
• Identify process components
• Identify roles in process
• Understand impact of process non compliance
• Link process to business strategy and objectives
• Identify risks

The Business can benefit from employees
understanding and following process in the
following ways:
• Reduce standard deviations
• Increase the impact of process objectives
• Break down silos
• Reduce costs and increase availability
• Improve reliability
• Increase agility
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The Big Heading The Big Heading The Big Heading The Big
Heading The Big Heading The Big Heading The Big Heading.

The Trainiac Way
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To empower and inspire, you need to
train and communicate with learners in
motivating and engaging ways.
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At Trainiac Learning Maps are our thing. We use picture-based learning
methods to develop learning solutions for the corporate market. At
the center of our solutions are Learning Maps that are developed to
facilitate a ’reaction’ and self-discovery in learning as well as to make
the learning experizence fun. Since 2001, Trainiac has successfully
completed over 500 corporate learning development projects for
large leading companies and government departments. If you
would like to find out more about how we can help you then visit
our website www.trainiac.com or call us on 011 880 8060
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Learning Maps in action
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