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Introduction
Online collaboration is accelerating the way
organizations do business
On any given day, companies experience changes inside and
outside of their corporate borders that affect the way they go to
market, sell products, manage their operations, or comply with
new regulatory mandates. In fact, corporate success is often a
result of responding to changes quickly, effectively, and comprehensively. Fundamental to any business is the dynamic nature
in which it operates. The frenzied rate of market change requires
employees to be able to access, collaborate, and act on growing
amounts of information in a shorter timeframe.
You know that old saying “time is money”; well, in some industries
like healthcare and the government the saying would be “time is
life.” Time-critical business knowledge is valuable and must be
shared quickly throughout the workforce. Therefore, the need to
immediately distribute important information is imperative. Knowledge rapidly gathered, developed, internalized, and applied within
a company translates directly as competitive advantage.

The possibilities with collaborating online
Online collaboration allows organizations to stretch their resources,
eliminate logistical barriers, and transform their online initiatives
into strategic lines of business. Business users can now rapidly
inform and update their dispersed audiences on the latest product
updates and initiatives inside and outside the organization. They
can also edit, archive, and store sessions in an online library, giving
their geographically dispersed audience instant on-demand access
to this valuable information. Online collaboration allows you to:
• Quickly meet with and update your entire organization on

process changes, product rollouts, regulatory compliance, and
new initiatives without juggling travel schedules.
• Shorten sales cycles by educating prospects and custom-

ers faster.
• Create more effective channel partners by educating them more

frequently and cost-effectively while avoiding stale, canned
presentations and expensive face-to-face trips. Online solutions
can include trainer interaction, side conversations, and small
group activities to ensure effectiveness.
• Improve customer service and satisfaction by quickly and

remotely diagnosing and solving problems.
• Integrate surveys, tests, and interaction into your online meet-

ings and assess the impact of your materials and presentation.

Track performance and offer encouragement and supportusing a
variety of online testing and collaboration components.
• Generate revenue or help with resource accounting with self-

service registration and e-commerce payment features. Offer
paid on-demand content in a secure, reliable environment with
no additional capital expenditures. Can you imagine turning your
cost center into a profit center?

Accelerating business processes with online
collaboration
When business professionals first started implementing online
meeting solutions a few years ago, it was mainly to reduce costs
(save time and money on travel). Next, people started to use it to
expand their reach and do more with less. The trend has been for
leaders to push online solutions to not only save time and travel,
but to embed these solutions into actual business processes in
order to impact the way the organization works. These leaders
are implementing online collaboration solutions inside of groups
like product management, sales, marketing, training, customer
support, services, legal, and much more (see below).
Note: This list was compiled from a recent survey of 341 WebEx
customers when asked how online meetings are impacting their
business and bottom line inside their organization.
• Get products to market faster
• Expand reach and meet with geographical teams more often
• Develop more effective and efficient sales teams
• Shorten sales cycles by educating prospects and customers

faster
• Improve customer service and satisfaction
• Create more effective channel partners
• Reduce support costs by training customers
• Protect company by staying compliant
• Shorten the time for application rollouts
• Subject matter experts can now interact with dispersed

audiences

Examples of companies accelerating core
business processes
• The approval time for a manufacturing process improvement

change was reduced from 9 months to 9 days at Philip Morris
• Fidelity National increased mortgage application-to-close ratio by

reducing process for closing transactions by over 48 hours
• At Kraft Foods, supplier training process duration was com-

pressed from 6 months to 3 days
In the next few pages you will hear how organizations like Buca di
Beppo, Canon, Securian, and ADP are using online collaboration
solutions to accelerate their business processes.

WebEx Customer Success Story

We completed our first online lunch rollout in less than a week when
normally it would have taken our culinary supervisors and divisional
vice presidents a month of travel. We saved $30,000 in travel costs
in that one rollout alone.
—Lori Van Holmes, VP of Training and People Development

INDUSTRY

BUCA, Inc. uses WebEx Training
Center to dramatically improve
information delivery processes
and standardize quality of service.

Restaurant Company

WEBEX APPLICATIONS
WebEx Training Center

SUMMARY

BUCA, Inc. needed an effective
training method to ensure its new
programs and services would be rolled
out quickly and accurately by staff in
104 restaurants located throughout
the U.S. Using WebEx Training Center
accelerated BUCA’s information
delivery processes, saving $30,000
and weeks of in-person training in its
first online food rollout. BUCA now
offers Family Members (employees)
frequent interactive online trainings,
improving productivity and quality of
training across its restaurants.

ABOUT BUCA, INC.
Headquarters 			
Minneapolis, MN
Number of employees
6500
Line of business
Restaurant company
Target market
Individual consumers
WebEx customer since 2005

With 104 BUCA di Beppo and Vinny T
of Boston restaurants located in 30
states, BUCA, Inc. is one of the premiere
restaurant companies in the US. To
maintain the integrity of its well-known
brands, BUCA must consistently replicate
its unique family-style dining experience
— complete with distinct ambiance,
exceptional Italian cuisine and warm,
attentive service — throughout all of
its locations.

The Challenge
For a dynamic restaurant company
like BUCA, Inc., new menu rollouts and
changes to restaurant services need
to be frequent, fast and effective. With
restaurants located throughout the United
States, BUCA found that distributing this
type of new information to the field was
challenging. During each rollout, it became
clear to BUCA’s VP of Training and People
Development, Lori Van Holmes, that the
changes implemented by the corporate
office were not being rolled out consistently
by all 104 restaurants. “We would send
out enormous information-packed rollout
books to each restaurant. The restaurant
managers were responsible for wading
through the information and then passing
along the essential bits to the kitchen
staff and service personnel,” recalls Van
Holmes. In addition to the books, divisional
vice presidents and culinary supervisors
often traveled to each restaurant to
train the staff in person. “The amount of
information was overwhelming, and the
delivery method just wasn’t working,”
says Van Holmes.

The Solution
When Van Holmes attended a WebEx
online meeting to further her own
professional training, she immediately
began thinking about how a web meeting
application could help solve the rollout
problems at BUCA. She introduced the
idea to BUCA’s CEO and soon began
a trial of WebEx Training Center. ”It was
surprising how easy it was to use WebEx
and integrate it into our organization.
Not only is the system intuitive, but the
trainings provided by WebEx were great,
the instructors excellent, and the ancillary
training material answered all of our
questions,” she says.
The first food-related WebEx training
Van Holmes conducted was for a lunch
rollout. Van Holmes simply sent out
a meeting invitation through Outlook
giving restaurant managers the option
of choosing one of four meeting times.
“During each WebEx training session,
we launched our desktop publishing
application and dynamically drew lines to
show the managers exactly where the new
items were on the menu. We were also
able to show pictures demonstrating how
to prepare the food. It was a significant
success,” explains Van Holmes.
BUCA’s most recent program rollout
with Training Center was a program
acknowledging employees who have
reached tenure throughout its restaurants.
“I administered the meeting but the senior
director of family resources was able to log
in to WebEx and make his presentation

right from his office,” says Van Holmes.
To keep the audience interested and
involved, Van Holmes used the WebEx
polling feature. “I asked attendees
questions throughout the presentation,
inviting them to raise their hands to answer.
Then I showed the percentages for each
answer on the spot,” she explains.
WebEx is now used for all rollouts at
BUCA. For each rollout, up to 400
managers are trained by three hosts using
WebEx Training Center. “The traditional
rollout books are still sent out two weeks
before, but now the WebEx meeting
schedule is listed in the books so
managers can attend at their convenience.
The books are there as a reference, but
the WebEx training is what we rely on to
make sure our managers get the real
essence of the material,” says Van Holmes.

The Benefits
With approximately 20 BUCA rollouts a
year, the business results of using WebEx
have been significant. “We completed
our first online lunch rollout in less than a
week when normally it would have taken
our culinary supervisors and divisional vice
presidents a month of travel. We saved
$30,000 in travel costs in that one rollout
alone,” says Van Holmes.
WebEx has also enabled BUCA to
deliver information quickly, and in smaller,
concentrated amounts, improving
knowledge retention, speeding employee
productivity and ensuring that training

WebEx is helping us achieve our organizational goals: to grow sales,
increase profitability and provide ongoing development of our people.
We now provide more training than we ever did before. And everyone
loves WebEx, from the restaurant managers to our COO and CEO.
—Lori Van Holmes, VP of Training and People Development

is aligned with corporate objectives.
Van Holmes has also found that WebEx
provides built-in accountability for
BUCA employees and encourages
communication. “By polling the audience
during a presentation, I can check to make
sure managers are focusing on the right
information. There are no more excuses
for not doing what’s being asked of them,”
states Van Holmes. In fact, WebEx has
enabled a new dialogue between the
restaurants. During the online meetings,
restaurant managers have begun sharing
their experiences with each other.
“Managers can now learn best practices
from their peers, not only from the
presenters,” she says.
Finally, WebEx is helping Van Holmes
meet the development needs of the BUCA
staff by enabling more frequent training.
According to Van Holmes, “WebEx is
helping us achieve our organizational
goals: to grow sales, increase profitability
and provide ongoing development of our
people. We now provide more training
than we ever did before. And everyone
loves WebEx, from the restaurant
managers to our COO and CEO.”

The Future
As a result of the significant impact
WebEx Training Center has already made
on the BUCA organization, Van Holmes
is focused on finding new applications
that will further streamline and improve
BUCA training. Using WebEx, Van Holmes
is planning on cutting out a full day of
training at BUCA University, a six-day
in-person training conference that takes
place four to six times a year. Transitioning
part of the training conference to ongoing
online classes will deliver the information
in smaller, more palatable amounts and
enable users to advance at their own pace.
“We plan to use WebEx hands-on labs and
breakout sessions to make these trainings
even more robust,” says Van Holmes.
BUCA’s dedication to improving processes
and providing better services is what led
Van Holmes to incorporate WebEx in
the first place. Now she looks forward to
having WebEx help her execute on her
department’s vision. “We haven’t even
scratched the surface of what we can do
with WebEx. We’re really excited about
coming up with even more ideas to meet
our goals,” she says.

HIGHLIGHTS
•

New program materials sent to restaurant managers required in-person
training, and were not being incorporated effectively by BUCA staff.

•

BUCA found that WebEx was easy to use and integrate into its
existing processes.

•

WebEx Training Center enabled BUCA to convert the large amounts
of rollout information into short, online presentations managers could
conveniently attend.

•

Better and faster delivery of information, combined with more frequent
training, ensures uniformity of service across all 104 restaurants.
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WebEx Customer Success Story

Because WebEx allows us to train large numbers of dealers effectively, we’ve
accelerated our time-to-market at a rate that our competitors can’t match.
—Mitch Bardwell, Director and Assistant General Manager,
Sales Training Division, Imaging Systems Group

Canon U.S.A., Inc. accelerates
time-to-market with WebEx.
LINE OF BUSINESS

Imaging equipment and
information systems

WEBEX SERVICE IN USE

Training Center, Event Center,
Support Center and Meeting Center

SUMMARY

Canon U.S.A., Inc. needed to provide
easily accessible training in its new
software solutions to its 8,000 sales
professionals at Canon business
technology and office product dealer
companies. WebEx Training Center
enables Canon to deliver hands-on
training to thousands of dealer sales
professionals throughout the Americas
while optimizing critical company
resources. Canon now brings the
sales of new software applications to
market faster than ever,—increasing
its revenue streams and a competitive
edge

ABOUT CANON U.S.A., INC.
Headquarters
Lake Success, NY
Number of employees
11,000
TARGET MARKET
Businesses, consumers, and dealers
WebEx Customer Since 2004

A subsidiary of Japan-based Canon, Inc.,
Canon U.S.A. is an industry leader in professional business and consumer imaging
equipment and information systems. With
seven regional centers located throughout
the Americas, the Imaging Systems Group
supports a sales force of 8,000 people in
a dealer network. Ranked among the top
100 US brands, Canon also maintains a
deep commitment to social and environmental responsibility.
Canon has adopted the entire suite of
WebEx solutions for a number of uses
across its enterprise. For example, it uses
WebEx Event Center for product launches,
Meeting Center for customer meetings,
and Support Center for remote support
and product demonstrations. This story
focuses on Canon’s initial implementation
of WebEx Training Center and how its
integration has dramatically transformed
the company’s business processes.

The Challenge
In early 2000, Canon began reformulating its Imaging Systems Group objectives
to address a mature copier market. This
involved developing document management and workflow solutions that would
provide an additional revenue stream while
also driving copier sales. Marketing the
new products through its existing dealer
network, however, was challenging. “Our
dealers had been very successful selling
our copiers and digital MFP’s, but they’re
hardware-oriented and didn’t have strong
software competencies,” recalls Mitch
Bardwell, Director and Assistant General
Manager of the Sales Training Division at
Canon’s Imaging Systems Group. “Since
our dealers were not experienced in sell-

ing software, they were reluctant to outfit
their showrooms with software to conduct
sales training. The only other choice was
to send sales reps to a Canon regional
training center, which was too inefficient,
expensive, and impractical to do across
Canon’s dealer network.”

The Solution
Bardwell investigated online training solutions. Comparing several products, he
discovered that WebEx Training Center
had a unique feature called Hands On
Lab. “When I realized that Hands On Lab
would make it possible for Canon dealers
to access computers remotely with Canon
software, I knew it was the answer to our
training problem.” At the time, Canon had
computers installed in dedicated training
rooms at three corporate regional training
centers. “I immediately requested that all
computers be shipped to Canon headquarters so I could set up our own remote
training lab,” Bardwell says.
Using Training Center Hands On Lab,
Bardwell was able to simultaneously connect dealers across the country to the lab
computers at Canon headquarters and
conduct interactive trainings for both software and hardware. Bardwell says, “The
WebEx Training Center Hands On Lab
feature allows us to load the appropriate
software on our lab computers, then easily
train the dealer sales people by enabling
them to connect to the machines. The
sales people can then use the software as
if it were on their own desktops.”
Canon also uses Training Center to conduct virtual product demonstrations—key
in selling to end customers. When a

prospective sale involves sophisticated
applications, the dealer calls a Canon field
analyst for assistance. “In the past, field
analysts had to travel to assist with each
sale. With WebEx, field analysts now conduct detailed online demonstrations that
answer dealers’ and end customers’ specific questions. Our analysts perform the
virtual demos online from anywhere, saving Canon a tremendous amount of time
and money,” states Bardwell.
Today, 20 Canon field instructors have
been trained on WebEx. They deliver
one- or two-hour trainings to approximately eight dealer sales people at a time.
Bardwell reports, “Using WebEx, we now
train approximately 40 sales professionals
each month, which means we’re training
many more dealers in a lot less time at a
lot less cost.”

The Benefits
WebEx has transformed Canon’s training
model, increasing the speed with which
the company trains dealer salespeople
while saving tens of thousands of dollars
a year in travel and lost-opportunity costs.
”Many of our dealers were resistant to taking on Canon’s document-management
products. Knowing we had a solid training
solution like WebEx in place to train an
unlimited number of representatives at no
travel cost eased our dealers’ apprehension about selling the software products,”
Bardwell says. “Training large numbers of
dealers effectively, we’ve accelerated our
time-to-market at a rate that our competitors can’t match.”
Canon has adopted WebEx to implement a new, blended training approach
that leverages different learning methods
according to content type. This approach
has accelerated training rollouts, made

We cut our instructor-led application workshop from three days to
one by creating a hybrid event that’s much more effective than the
original multi-day in-person event.
—Mitch Bardwell, Director and Assistant General Manager,
Sales Training Division, Imaging Systems Group

learning more manageable for trainees,
and improved the overall quality of training. “We cut our instructor-led application workshop from three days to one
by creating a hybrid event that’s much
more effective than the original multi-day
in-person event,” says Bardwell. Two selfpaced online courses with quizzes prepare
trainees for the face-to-face instructor-led
event. The next part of the course, which
takes place after the instructor-led workshop, is designed to give all attendees the
opportunity to delve further into specific
topics of the application workshop via
WebEx. “WebEx lets us do things faster,
which is the most important competitive
advantage for any company.”
Conducting virtual demonstrations with
WebEx helps Canon improve the knowledge of its instructors and optimize its
field experts’ time. Bardwell recalls, “In the
past, it was very difficult for field instructors
to go on sales calls and demos, so their
exposure to real customer applications
was limited.” He adds, “Now we have an
instructor observe whenever a field analyst
gives a demo. The instructor gains tremendous insight into customer needs and
Canon solutions, and can bring that customer experience right into the classroom.
There’s less need for travel and we’ve
improved instructor knowledge of customer applications.” WebEx helps Canon
the avoid lost opportunity costs created by
constant traveling. “Now our field experts
spend their time doing more important

things than traveling,” Bardwell says.

The Future
As a result of Bardwell’s successful WebEx
training strategy and the consequent rise
in the adoption of document-management
solutions, demand for training is quickly
growing. One of Canon’s dealer channels
recently included the document management solutions products in its President’s
Club incentive program to ensure that
salespeople focus on the new product
line. “We’ve been called upon to train
1,200 sales people in 30 days so Canon
software products can be included in this
quarter’s sales. The only way we can do
it is with the WebEx Hands On Lab solution,” says Bardwell. To accommodate
the increase in training demand, he plans
to expand the number of WebEx Training
Center Hands On Lab computers “We
also intend to start nationwide dealer training on new software solutions as they’re
launched.”
Canon U.S.A. has been continually
impressed by the WebEx commitment to
customer service, innovative technology,
and environmentally-friendly solutions,
and Bardwell looks forward to leveraging WebEx to help realize the company’s
future growth plans. “WebEx provides the
training delivery methodology of the future.
It provides a green approach, allowing
companies to reach economies of scale
virtually. WebEx and Canon is a win-win
combination,” states Bardwell.

HIGHLIGHTS
• It was neither feasible nor cost-effective for dealers to send all their sales
people to Canon U.S.A. regional training centers for new-software training.
• Canon used WebEx Training Center to provide virtual training and
demonstrations, which significantly reduced travel costs, sped up the training
process, optimized its field experts’ time, and improved the knowledge of its
dealers, sales people and instructors.
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WebEx Customer Success Story

Securian Financial Group
accelerates business processes
and improves the speed and quality
of learning with WebEx.
Securian Financial Group is one of America’s leading providers of financial
security for individuals and businesses, providing more than $430 billion of
insurance protection and safeguarding approximately $24 billion of assets.
Securian’s wide range of product and service offerings includes insurance
policies, retirement plans, financial planning and investment services. This
125-year old company works with an extended network of financial managers, agencies, and firms throughout the US to consistently bring quality
products to its customers and maintain its top ratings.

A WebEx customer since 2003, this premier financial
services company uses WebEx training applications –
Presentation Studio, Training Center, and Meeting Center.

During the initial roll out [of our $13 million Client Connect project],
we spent six months traveling to train on the system. Now with WebEx,
we can do the same in 30 days.
— Michelle J. Brennan, Professional Development Consultant, Securian Financial Group, Inc.

INDUSTRY
Financial Services

WEBEX APPLICATIONS
Presentation Studio, Training Center,
Meeting Center

SUMMARY
Securian Financial Group needed
a more effective way to deliver
training to a growing number of
advisors. Implementing WebEx
throughout the enterprise, Securian
was able to accelerate its advisor
communications and overall
business processes using blended
training methods. As a result, the
organization speeded information
delivery and significantly improved
the overall quality of learning.
ABOUT SECURIAN FINANCIAL GROUP
Headquarters:
St. Paul, Minnesota

Number of employees:
3,100
Line of business:
Financial Services
Target markets:
Individuals and businesses
WebEx service in use:
On Demand Module™ (formerly known
as Presentation Studio), Training Center,
Meeting Center
Has been a WebEx customer:
Since 2003

Providing more than $500 billion of insurance protection and safeguarding approximately $27 billion of assets, Securian
Financial Group has provided financial
security to individuals and businesses since
1880. Securian’s wide range of product
and service offerings includes insurance
policies, retirement plans, financial planning
and investment services. To consistently
provide quality products to its customers and maintain its high financial ratings,
this 126-year old company works with an
extended network of financial advisors and
firms throughout the US.

The Challenge
In 2003, Individual Business Technology, a
Securian unit that provides software training
to its advisor network, was facing a critical
challenge. The number of trainees flying
in from around the country had increased
by 60 percent while the facilities and
equipment required for hands-on training
remained steady. Instead of the typical 20,
schools of 50 or more new advisors would
go to the St. Paul headquarters for three or
four business days.
“I had an hour and a half to deliver handson training to the people who sell our products, but the space no longer allowed us to
provide a really useful, face-to-face interaction,” says Michelle J. Brennan, professional
development consultant at Securian.

The Solution
Brennan quickly realized that using training sessions that could be prerecorded
and viewed online could better prepare her
students before they arrived and would
improve the quality of the in-person class
time at Securian. While researching several
Web presentation solutions, she came
across the WebEx Presentation Studio
Module and was impressed by its look and
ease of use. Using Presentation Studio,
Brennan began providing students with

prerecorded online training presentations
that included built-in tests to help retain
audience attention and determine areas
requiring additional training. Students were
required to complete the activities before
attending in-person training.
“This allowed me to spend face-to-face
time addressing students’ particular questions. If necessary, I could even assign them
follow-up work through Presentation Studio
when they returned home,” recalls Brennan.
Even though Brennan was happy with
the improvements resulting from using
Presentation Studio, she still wanted a live
e-learning capability to make the training even more effective and interactive.
Suspecting that other Securian divisions
were probably facing similar training challenges, she shared her results across the
enterprise. Other divisions were impressed
with the Presentation Studio capabilities
and what WebEx had enabled Brennan to
accomplish. Consequently, they partnered
with her division to purchase a joint license
for WebEx Meeting Center, Event Center,
and Training Center. Use of Presentation
Studio was then discontinued in favor of
these live online training modules.
“WebEx was wonderful in our enterprise
roll-out. They hosted specialized online
training events on using their applications,”
says Brennan. The WebEx Web Meeting
Applications were adopted by more than
seven divisions at Securian, including
corporate law, professional development,
policy services and marketing. Some of the
divisions even created their own branded
WebEx user interface for their own meeting
portals, where they collaborate and train on
their own schedules and in their own ways.
Today, approximately 350 users at Securian
host WebEx presentations for their partners
and customers.

The Securian Advisor Services unit, where
Brennan now works, uses Training Center
to deliver 15-20 interactive sales and marketing training programs to financial firms
and advisor groups on a monthly basis.
They use a variety of Training Center tools
such as quizzing and polling, animation and
whiteboards to ensure the sessions hold
the audience’s attention.
“Every three minutes, we make sure students are engaged by raising their hands,
drawing on a white board or typing in
answers,” explains Brennan. Other features,
such as breakout sessions and hands-on
labs, further enhance the e-learning experience. And Brennan makes recorded sessions available for people who can’t attend
so they can catch up.
Instant sessions and desktop sharing in
Training Center allow financial advisors to
call in and receive quick answers to urgent
questions.
“An advisor may have a scheduled meeting
with a client and come across a glitch in
his or her sales materials. We can instantly
respond by launching an instant Training
Center session. Not only do we solve the
problem immediately, but we turn the whole
situation into a learning experience,” says
Brennan.
Brennan’s unit also uses Meeting Center
for podium-style presentations and broadcast meetings in which new products are
announced or strategic information delivered to Securian business partners, vendors and firms. Brennan points out, “When
we want to present an investment strategy
for a new fund class, for example, Meeting
Center helps us keep the participants
focused on our message.”
WebEx On Demand Module™, formerly
known as Presentation Studio, is in use
again at Securian throughout the enterprise
to supplement live meetings. On Demand

Deploying WebEx Across the Enterprise
DEPARTMENT

APPLICATION USE

Information Technology

• Application rollouts
• A 13-million dollar client data management system
• WebEx used to deploy several desktop upgrades

Advisor Services

• Delivers 15-20 interactive sales and marketing trainings to insurance firms
and financial advisor groups on a monthly basis
• Trained 65 agencies in 30 days
• Easy access to dozens of recorded modules for employees to access on
new products, procedures and corporate initiatives
• Team meetings and collaboration on projects

Product Management

• Product rollouts
• Product training
• Research and product feedback

Executive Team

• All hands and department meetings
• Strategic meetings with business partners, vendors and agencies
• Legal review of documents

Compliance Training

• Ethics training
• Risk management
• Sarbanes-Oxley

Agent Support

• The use of instant session and desktop support enable agents to receive
hands-on help to urgent questions
• Collaborate on new products and initiatives with subject matter experts

Sales Teams

• Team meetings
• Looking to leverage WebEx Sales Center to incorporate web selling into
their organization

sessions are particularly useful in delivering
training on compliance or their new longterm care product. as well as mandatory
corporate meetings. According to Brennan,
“The On Demand Module™ has the right
editing and recording tools to let us deliver
polished presentations without the stops

[With WebEx] our customers can now view many training presentations when
they’re available. No more three-day sessions away from their offices. Delivering
information in smaller doses and at the customer’s convenience improves retention of the material.
— Michelle J. Brennan, Professional Development Consultant, Securian Financial Group, Inc.

and starts common in live presentations.
WebEx supports compliance by telling us
who has registered and attended a specific
training. We also use viewing times and
testing to determine whether an attendee
stayed through the presentation and is truly
compliant.”

WebEx has allowed us to come such a long way with the efficiency and quality
of our training. We know our users are happy with the results. So we want to
keep incorporating more WebEx applications to help us keep improving.
— Michelle J. Brennan, Professional Development Consultant, Securian Financial Group, Inc.

The Benefits
With WebEx, Securian was able to improve
its business processes throughout the
enterprise by implementing a whole new
approach to collaboration and training.
As a result, the organization significantly
improved the quality of information distributed to its advisors, partners, and customers while providing more effective methods
of delivery. According to Brennan, “WebEx
has allowed us to get information to people
more quickly than in the past. Plus it allows
us to make sure the information delivered is
consistent. We used to have multiple teams
traveling to deliver information and the messages varied from person to person.”
The impact of WebEx can be clearly seen in
Securian’s 13-million-dollar Client Connect
system, their client data management system.
“During the initial roll out, we spent six
months traveling to train on the system.
Now with WebEx, we can do the same
in 30 days,” explains Brennan. Her unit is
responsible for training personnel at 65
general agencies, and some that handle
individual needs such as retirement and
insurance.

“In rolling out the new version of the system, we’ve been able to decrease our travel
budget significantly because of WebEx. Our
time and budget are better allocated these
days. Travel to client sites is still important
but we can deliver a lot more information without having to travel all the time,”
Brennan said.
WebEx has also enabled Securian to provide customers with a more convenient and
useful way to learn.
“Our customers can now view many training presentations when they’re available. No
more three-day sessions away from their
offices. Delivering information in smaller
doses and at the customer’s convenience
improves retention of the material,” says
Brennan.
Enterprise-wide, Securian has now adopted
a blend of training by combining online
presentations with in-person classes to
make face-to-face meetings as valuable as
possible.
“We use the online presentations to get
everyone on the same page before they
enter the classroom,” says Brennan.

The Future
The impact of WebEx on Securian has
caused Brennan to begin exploring new
applications and opportunities for using it to
generate revenue.
“We want to begin reselling our WebEx
license to our close partners. One of our
key partners, a financial planning firm
with offices all over the US, has already
expressed interest,” says Brennan. Her unit
is also looking into the WebEx Ecommerce
module to facilitate payment for customer
training.
Another goal for Brennan is to make more
sophisticated use of the system’s robust
capabilities across the enterprise. Plans
include using WebEx Sales Center for new
product teams and leveraging Training
Center’s hands-on lab and breakout room
features to provide more focus during
training. She’d also like to see growing
proficiency with On Demand sessions,
using more advanced editing and video, for
instance.
“WebEx has allowed us to come such a
long way with the efficiency and quality of
our training. We know our users are happy
with the results. So we want to keep incorporating more WebEx applications to help
us keep improving.”

HIGHLIGHTS
• Sixty percent growth in number of students and limited facilities hindered Securian’s
ability to deliver effective hands-on training.
• Use of On Demand Module™ presentations outside of the classroom (in-person and
virtual) pre-trained students and improved the quality of face-to-face meetings.
• Stellar outcome from the self-paced module use in one business unit resulted in
enterprise-wide adoption of WebEx Training Center, Event Center and Meeting Center.
• WebEx accelerated Securian business processes – speeding distribution and improving
quality of information, increasing convenience for clients and partners and making
face-to-face time more valuable.
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WebEx Customer Success Story

Our students go through the LMS and view our catalog, register for class,
download course materials, and launch WebEx right from the system. The
integration is seamless to the user and it puts responsibility for training
into the hands of our employees and customers.
— Jenifer Whitmer, Director of Training and Development, Automatic Data Processing, Inc.

INDUSTRY

Human Resources and Employee
Services

WEBEX APPLICATIONS
Training Center

SUMMARY

ADP’s Time and Labor Management Unit
adopted WebEx Training Center to meet
aggressive staffing plans and increased
demand for customer training. The
resulting efficiencies slashed training
travel and labor costs while increasing
customer training revenues to nearly
$1.2 million by the end of 2006.

ADP’s Time and Labor Management
Unit creates a million dollar revenue
stream while slashing training time
and costs.
Automatic Data Procesing, Inc. (ADP),
with approximately $8 billion in revenues
and 550,000 clients worldwide, is one of
the largest providers of a broad range of
premier, mission-critical, cost-effective
transaction processing and informationbased business solutions. The National
Account Services Time and Labor
Management Unit, managed within ADP’s
Employer Services Division, serves over
2,000 customers throughout the U.S.
Roughly 35% of the unit’s 400 employees
work remotely.

The Challenge
ABOUT ADP TIME AND LABOR
MANAGEMENT
Line of Business
Business management applications
Headquarters
Jacksonville, Florida
Number of Employees
350
WebEx Customer Since 2001

In 2000, ADP’s Time and Labor Management
Unit was implementing a significant growth
strategy, forecasting a 36% increase in
employees along with an associated
increase in new customers over the next 5
years. Jenifer Whitmer, the unit’s Director
of Training and Development, understood
that this aggressive plan would strain Time
and Labor Management’s existing training
capabilities. Whitmer was also asked to
meet this demand while slashing 30%
off staff travel costs, reducing employee
training costs by 25%, and shortening the
overall time required to implement new
products at the customer site—a process
in which training played a key part. These
ambitious goals made finding a radical new
way to deliver training—to both employees
and customers—a corporate imperative.

The Solution
Whitmer realized that adding a computerbased component to their training mix
was called for, and, after experiencing
the WebEx web meeting application
live online, she realized WebEx was the
solution they were looking for. The initial
rollout was focused on providing product
training to remote employees, followed
up by shorter visits to the corporate office
for live classroom instruction. Once this
program was up and running, Whitmer’s
group decided to offer online training to
its customer base. According to Whitmer,
“We wanted to eliminate onsite customer
training 90% of the time. We achieved
this by marketing our online solution
exclusively, calling it our virtual training
program, and only made onsite training
available when the customer asked for it.”
Whitmer’s team then developed a branded
web portal to deliver customer education
information to speed processes.
The team’s capabilities were greatly
extended with the release of WebEx
Training Center in 2002. Training Center
allowed Whitmer to apply highly interactive
classroom tools like whiteboards, quizzing
and polling, and a robust class scheduling
and registration system. One of the most
welcome Training Center features was
Hands on Lab. Previously the unit’s online
classes had been slowed as instructors
shared applications one-on-one with each
attendee, requiring other students to wait
for long periods of time. “Hands on Lab
speeded our classroom delivery,” says

Before WebEx, an instructor’s travel schedule was literally four weeks
a month. Now a busy month is two weeks, and we’re training more
customers than ever before. That’s real productivity.
— Jenifer Whitmer, Director of Training and Development, Automatic Data Processing, Inc

Whitmer, “by allowing students to
practice new applications on remote
servers before or after class. This made
instructors and participants more efficient
and more satisfied with the training.”
Time and Labor Management’s most
recent implementation is the integration of
WebEx with SABA Learning Management
System (LMS). Whitmer’s team was still
handling too much of the training administration functions, such as administrating
registration, class schedules, and canceling
enrollments. According to Whitmer, “Now
our students go through the LMS, which
is referred to as the TLM Learning Portal,
and view our catalog, register for class,
download course materials, and launch
WebEx Training Center right from the system.
The integration is seamless to the user and
it puts responsibility for training into the
hands of our employees and customers.”

With WebEx we’ve increased our customer training revenue from $200,000
in 2001 to an anticipated 1.2 million
dollars by the end of 2006
— Jenifer Whitmer, Director of Training and
Development, Automatic Data Processing, Inc

The Benefits

The Future

In the five years since Whitmer’s team
implemented WebEx web meeting applications, they have realized extraordinary
results. According to Whitmer, “We have
our own virtual computer lab with 7 VM
Ware servers and at least half our 9 client
instructors are conducing virtual customer
training every day. With WebEx we’ve
increased our customer training revenue
from $200,000 in 2001 to an anticipated
1.2 million dollars by the end of 2006.”
Customer training evaluation scores have
steadily increased year to year, and the
travel costs associated with training remote
employees has been reduced 20%. “At the
end of 2002 we had a 4-month training
cycle for new staff,” Says Whitmer. “With
Training Center, we have reduced that 4
months to five weeks.”

Whitmer has ambitious plans to continue
adding efficiencies to their solution. These
include continuing to build a robust content library utilizing Training Center’s On
Demand Module coupled with the LMS to
prepare prerecorded training sessions for
anytime delivery. The unit also wants to
help employees and managers take more
responsibility for personal development.
“We want to use our WebEx /LMS integration to map job competencies to training
content and career development paths,”
says Whitmer. “Employees will be able to
see what skills are required for a particular
job or career track and access the learning
that can help them become competent for
that job.” Whitmer is also planning to focus
more marketing to customers to encourage
them to think of advanced training as a
way of leveraging their investment in Time
and Labor Management products.

One of the metrics Whitmer tracks for
her team is instructor utilization. Before
WebEx was implemented, its instructors
were working well over 100% capacity and
still unable to keep up with the customer
training demand. “Before WebEx, an
instructor’s travel schedule was literally
four weeks a month,” says Whitmer. “Now
a busy month is two weeks, but we’re
training more customers than ever before.
That’s real productivity.” Whitmer’s team is
forecasting to train approximately 16,000
learners by the end of 2006, a 10%
increase from 2005.

Finally, Whitmer sees the WebEx/LMS
solution as a pathway to integrating with a
performance management system to track
activity and human capital utilization on a
vast scale. Whitmer sums up their future
plans in this way: “The more we can leverage
WebEx’s capabilities, the more revenue
we can generate, the more we can reduce
travel costs, and the more productive
we can become.”

HIGHLIGHTS
•

ADP’s Time and Labor Management Unit needed to slash training time and
costs while serving an increasing number of employees and customers.

•

WebEx Training Center blended with onsite classes enabled better instructor
utilization and led to a 20% reduction in travel costs for employee training.

•

Customer training revenues increased from $200,000 in 2001 to a projected
1.2 million by end of 2006.
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