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The New Learning Organization

Traditional organization

FOCUS Training as corporate education

High-impact organization

Training as a business tool

TECHNOLOGY Used to reduce costs

Used to facilitate and bring efficiencies and scale

PROCESSES Program-centric processes

Highly consultative, service-centric processes

TOOLS Selected for richness of features

Selected for supportability and scalability

MEASUREMENT A project or a work in process

Central to everything and highly actionable

LEADERSHIP

A function within HR

CLO driven and accountable; aligned with HR but independent
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enhance the technology infrastructure for learning. Lauber
envisions the team rolling out a learning management system
and a learning content management system later this year.

“Everything we do should be with an eye toward maximiz-
ing training access and taking advantage of scale. As a growth-
driven business, our learning infrastructure must enable us to
take advantage of what is done and quickly share knowledge
and learning resources around the globe,” he says. “To realize
this fully, we need to give business units the ability to leverage
the Internet to its fullest potential at the restaurant level.”

His second priority is to begin benchmarking learning with
peers inside and outside of the restaurant business. “Best
practice sharing is part of Yum!’s DNA,” Lauber says.

With his knowledge of learning costs, organizational struc-
tures, and programs offered across the enterprise, Lauber
can advise executives on how the company compares with its
competitors and identify areas where further investment or
change can offer advantage.

Lauber’s third priority is to identify and establish measure-
ments that can help assess the business impact of various
training initiatives and programs. “The goal here is to contin-
ually raise the bar,” he explains.

“Yum! Brands business goals require efficient training at
all levels—from food servers and preparers to supervisors to
business leaders,” Lauber explains. “My team and [ must en-
able and facilitate others to provide what works best for their
businesses, not mandate. It’s a privilege to have a role like
this, and one that’s even more challenging and exciting than
I could have ever imagined. Building people capability is im-
portant to leaders at all levels of the organization.”

Learning as an agent of transformation
According to Jim Rush, chief learning officer of Marsh, a global
risk consulting group, his company views learning as one criti-
cal component required for corporate transformation.

“Our CEO believes that there are three essential drivers of
corporate change: marketing, technology, and learning,” he says.

Within the last year, Rush and his team have been focusing
on supporting the company’s transformation from a business
based on transactions to one based primarily on risk-related
advisory services. As part of the effort, the learning group has
been focused on two areas: leadership and risk advice.

“Our leadership programs are really not training courses.
They are designed to help senior executives obtain an in-
depth understanding of the corporate strategy and their role in
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(Left to right) Whitney Shelley of Countrywide Financial, Rob Lauber of
Yum! Brands, and Jim Rush of Marsh

its execution, as well as to help them communicate it through
their own organizations,” Rush says, noting that approximately
275 executives completed the programs to date.

“Our risk advisory programs detail the company’s vision of
an advisory-based business and the role that various em-
ployee groups play in achieving it. The programs also provide
basic tools and knowledge to help employees begin the trans-
formation to become risk advisors.”

About 600 employees who have face-to-face contact with
customers have gone through the training. In the months to
come, the training will expand its reach. “There’s much more
skill development work to be done,” says Rush.

To gauge effectiveness, Rush’s team uses short question-
naires and self-evaluations in which participants briefly
describe how the programs affect their job performance. The
team also meets with business groups to discuss how the
programs are working, the areas of greatest success, and any
obstacles or issues observed.

“Ultimately, success will be measured through input from
colleagues and clients, and by actual customer purchasing
patterns,” Rush says.

Research shows that learning and development can defi-
nitely influence business results. The challenge ahead will
be to strategically align workplace learning with current and
future talent needs in organizations.T+D
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