My name is Charles Osburn also known as Chuck. This presentation along
with my speaker notes will be available at my web site
blendedlearningactionresearch.com
I remember a day, long ago, when I departed my childhood home never to
see it again. I was starting a journey that would lead me over a thousand
miles to attend a university. Mixed in with the trepidation of leaving a
familiar place was the overwhelming feeling of exhilaration. I began that
journey energized at the thought of possibilities yet to come. It was with
this same feeling of exhilaration that I recently began another journey: one
that will lead a small department of a small division of a very large company
into a new way of learning.
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My company provides a branded healthcare credit card
for purchasing treatment services and products from
doctors, dentists, audiologists, chiropractors,
optometrists and veterinarians.
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For every newly enrolled provider, the Training
Department where I work provides live face-to-face or
telephone classroom instruction for the office staff
(called Activation Training). We have e-learning that can
also provide this training but is currently considered
optional.
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I am an instructional designer and e-learning
development manager. I design the material used by
our live trainers and in our e-learning.
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Out current problem is an expanding regulatory
environment. Within the last 5 years our industry has
gone from one federal agency overseeing activities to
four. While I don’t see that as a bad development for
cardholders, this increased oversight does come at a
cost.
Our Provider gives us only 60 minutes to train. This
short time-frame creates a challenge to both
consistently and effectively train the federal and state
regulatory requirements as well as train product
knowledge and procedural topics.
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As a result of the this changed environment, our
department will need to adapt. We will need to change
the processes and behaviors of no less than 5
stakeholder groups in a system that has been in place
and perfected for over a decade. We will need to
change the DNA of our operations.
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Because of the time constraint, my plan was to blend
web based e-learning preceding the 60 minutes of
scheduled live training. Our company defines e-learning
as self paced, computer controlled multi media
instruction delivered via internet or intranet.
While I suspected that this solution was optimal, I had
to first review existing literature regarding e-earning to
discover if my hunch was backed by evidence.
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My Review Of Literature examined current trends
in corporate training. Here are key findings that
were germane to my company's situation.
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Of primary importance to our company leadership was
that there be no significant differences in learning
outcomes between classroom instruction and elearning. Multiple studies indicate that this is most
likely correct.
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The Literature also confirmed that e-learning does
seem have the advantage over classroom training with
being more consistent in delivery.
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And because e-learning can be delivered via intranet or
internet, it becomes an ideal way to deliver consistent
training across the globe which is a requirement in our
company.
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The literature also revealed a disadvantage to elearning: High drop out rates. There appeared to be two
top causes for this. First, many companies don’t give
employees scheduled time to take e-learning. Unlike
classroom training where an employee is removed from
the workplace, e-learning, many times, happens in the
work place and is subject to interruptions.
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The number two cause of e-learning drop out appears
to be learner self efficacy. Many are still not confident
with the process of taking and completing e-learning.
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However blending e-learning with a mix of live
instruction seems to overcome this disadvantage.
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From a metacognitive perspective, I knew that I needed
a problem solving framework that was the equivalent of
a land rover - a vehicle strong enough and flexible
enough to traverse the Serengeti. I needed a vehicle
that would help me navigate through a thicket of
roadblocks, switch backs and surprise encounters. I
needed Action Research.
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Since I needed to change my department toward
blended learning, I needed to engage the Director and
Manager of Training into actively participating in this
journey. If I could engage them in the design of the
Blended Learning Process would they be willing to
endorse a Pilot Test?
My approach was to meet with both and present the
idea of blended learning as a solution to our problem. I
next produced a first draft of the Blended Learning
Process and associated support material.
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My evidence used to evaluate success in this cycle were
my meeting notes. I coded their responses from 2
meetings before and after their examination of the
documented Blended Learning Process. Responses
were coded as Positive toward a Pilot Test, Positive with
Qualifiers, and Negative Against a Pilot Test. In both
meetings, I did not receive any negative comments
regarding the viability of the process.
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The Director advised me to continue to work on the
process.
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On reflection, I considered this first cycle a success with both
the Director and Manager engaged. In earlier jobs in similar
situations I had learned to engage the mangers early in change
efforts. I believed that my strategy was in the right direction.
However, I thought I could have gone farther to engage the
two with more frequent meetings during the drafting of the
process and support material. Also I decided that I should
have included someone from the Training Coordinator group
to provide early input in the Process. Training coordinators
would be the employees who would actually perform the
process.
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Cycle 2 goals included more frequency of interaction
with the Manager in the improvement of the Blended
Learning Process with the end goal being a Pilot Test.
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I also recruited a Training Coordinator to help improve
the Blended Learning Process. The Director was not
available for this cycle but agreed to a Pilot Test as long
as the Manager agreed that we were ready.
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Here is an example of one of the process documents.
Each rectangle represents an interaction with the
learners and had an associated call guide or training
guide.

22

For this cycle I decided to evaluate each participant’s
confidence that we were ready for Pilot Testing and
compare that with the amount of changes that they still
wanted to see in the process. I was hoping to see their
confidence level rise as their changes with the process
were resolved. This is exactly what happened with the
Coordinator.
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The manager however had a crises in confidence as she
began to worry that her face to face trainers would
view the e-learning as a threat and thus lead them to
not support the Pilot Test
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Although I did not yet reach Pilot Test Stage, I viewed
this cycle as great success for Action Research as a
vehicle for change. The process of Action Research was
uncovering issues and barriers that then allowed us to
work together to resolve those issues.

25

So in Cycle 3, we have a manager who voiced a concern. I
asked if she would be willing test her concern that e-learning
was a threat to face-to-face trainers. I conveyed to her that my
review of literature revealed that blended learning, of which
her trainers were a part of, was the optimal solution and that
e-learning alone would suffer high drop out rates. She agreed
to test her assumption with an e-learning only experiment.
Much to my delight, she volunteered to drive this cycle.

26

After a two week experiment we received the results
and of 38 providers who promised to complete the elearning, only 2 or 5% were successful. In our
environment this seemed normal. The Providers aren’t
our employees. They are our clients.
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Cycle 3 seems like a detour and a failure but it wasn’t.
There have been many times in my life where I have
tried to persuade people by presenting research
showing a certain approach would lead to success only
to have the audience counter that the “approach won’t
work here.” The “it won’t work here” mindset, I have
discovered, can be overcome by engaging in
experiments. I have found that once a person
experiences the results of an experiment confirming
previous research findings, that person is very likely to
agree with the approach to be taken.
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So far, on my Journey, I believe that action research has
transformed me in a number of ways. First, I am now
convinced that Action research is the most effective way to
create processes and change that must work across multiple
stakeholder groups. Second, I have seen the light in terms of
writing down my reflections, At first I hated it, I felt that
internally, I was doing a great job reflecting. I reflect on my
actions dozens of time a day. I realized however, that writing
reflections forced me to dig into the root causes of my
decisions and reactions in a much deeper way than the type of
reflection that I do internally. I have now come to enjoy that
part of action research. I also now understand how action
research can help me to align my personal values with that of
my professional work. One of my values is the desire to
educate customers with a balanced view of what a product
can and cannot do for them. This is a reflection of the Golden
Rule – treat people the way you want to be treated. Corporate
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Training is one area where I can help to educate the customer.

29

I also realized that Blended Learning is not only a
mixing of multiple modalities, it is a mix of
multiple Learning Theories put into practice. My elearning is a mix of constructivism and
behaviorism while the live training is
constructivism.
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In conclusion I was satisfied with the process of
Action Research as a vehicle for change. It had
carried me on my journey to the point where our
team is now ready for a Pilot Test which will begin
after I take a vacation and sleep for a week
straight.
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So if our panel has any questions, I will try my best
to answer.
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It is now my pleasure to introduce Molly Weene, a
fellow corporate trainer who is also exploring Blended
Learning but in a different environment. Molly is that
rare combination of left brain analytics and right brain
intuitive creativity. It has been a pleasure working with
her in my Learning Circle and in our Design Project.
Please welcome Molly Weene.
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