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Abstract

In May and June 2005, the Cape
Group conducted a comprehensve survey
of the use of elLeaning in South East
Adan organizaions. Countries covered in
the survey incuded Thaland, Mdaysa,
Singgpore and Philippines. The objective
of the research was to uncover how
organizetions in South East Asa are usng
eLeaning, to explore ther reasons for
choosing the eLearning path, key success
factors and plans for the future. Questions
asked to the organizations during the
execution of the research included:

&5 motivations and  expectations  of

learning programs

ezskinds  of leaning  solutions
implemented
s content and outcomes of learning
programs
This research will provide elearning
practiione's  with a  comprehensive

overview of the dae of elLeaning in
South East Adan organisations today and
how return on invesment (ROI) is being
messured and achieved. The reaults of this
research will be compared to an earlier
report published by Cape Group on the use
of eleaning in Audrdia and New
Zedand.

To date, certan pertinent points have
been identified from the research. One
mgor takeaway point was that the
eLeaning solution is 4ill in its infancy in
South East Ada and that much 4ill needs
to be done in terms of people, process,
content and technology. Mgority of the
respondents were multingionds whose

eLeaning solution is pat of a regiond or
globd drategy. As such, these organizations
did not have much (and for some, any)
contribution in the sdection of the elLeaning
olution hence finding it difficult to enhance it
to meet the requirement of the locd
organization's  busness needs.  Another
gonificant  finding weas that most of these
organizations are gill druggling to fully utilize
the elLeaning solution and have no red
measurement in place to track the expected
benefits post implementation.

The key chdlenges faced by South East
Adan organizaions in effectivdy usng ther
eLeaning solutions include User Adoption
(Change Management) and Technology.

User Adoption is a continued chalenge for
amost of the respondents due to reasons that
varied across the organizations. The recurring
reasons across the organizations were:

%5 Need for senior management support

%5 Need for more engaging content

%5 Need for more localized content

z# Need for better learning management

capabilities

Key chdlenges surrounding
cited by the respondents included:
%5 Lack of technology readily avalable to
employees to access learning anywhere
es Lack of condgently reliable access to
the eLearning solution
es Lack of integration with other systems
eg. HR and/or Performance
Management System

technology

Having implemented ther elLeaning
solutions, the focus of al of the respondents is

Proceedings of the Second International Conference on el.earning for Knowledge-Based Society, August 4-7, 2005,

Bangkok, Thailand

29.1



Praveen Sahijwani, Jacqueline Svalingam and Alexandra Roza

now on solution capability enhancement,
user adoption management and most
importantly  benefits measurement.  All  of
the organizations interviewed — were
employing the doandard techniques of
gathering feedback and assessng learners
to quditaivdy measure the benefits of
their eLearning solution. On the other hand
as mentioned before in key chdlenges,
mgority of the managers interviewed
confirmed that their organization was not
guantitatively measuring the benefits of
ther elLeaning <olution due to lack of
tools or understanding on how to do it.

Introduction

To gain a better understanding of how
fa South East Adan (SEA) organisations
have progressed into the eleaning
journey, the Cape Group interviewed a
number of top SEA organisations to
understand the imperaive for launching
the elLeaning initiative, chalenges faced
by the organisations, key success factors
and plansfor the future.

Where technology enabled learning is
concerned, it's not a new concept to SEA
organisations as most ether dready have
Online Content or a Learning Management
Sysgem (LMS) or ae in the midgt of
implementing  an LMS in thar
organisations.  However, thee is dill
gzesble amount of work to be done in the
aess of IT and dabilization issues,
language issues, change management, top
management support and  benefits
redisation.

Adde from externd factors, internd
factors such as lack of top management
support, internd  capabilities and  culturd
sengtivities within  the  organisttion  aso
posed as stumbling blocks to some degree
in the pah of a successful eleaning
intigtive for the organision. While it is
right to point out tha the elLeaning
indugtry for the most pat is rddivey in
its infancy in SEA, mgoity of the

respondents interviewed redise they need to
review the current state of ther LMS and how
to reset it back to the right path for most admit
ther LMS ae svedy underutilised a the
moment and not fully usng its potentid to
penetrate al aspects of the learning solution.

The 2005 Cape Group elearning Research
in South East Ada looks a the eleaning
journey of the leading organisations across 4
countriesin SEA.

About the Report

This research was conducted from May to
Jduly 2005. It comprised of in-depth interviews
a number of the top organisations in Thaland,
Sngagpore, Madaysa and Philippines.  The
objective of this research was to anadyse how
technology is being used to enable learning
within  organisstions and more  importantly
understand what sets apart those companies
who ae achieving tangible results from
technology enabled learning from those that are
not.

This ressach dso  examines  the
motivations and  expectations of SEA
organistions embarking on elLearning as well
as the anticipated versus actudised benefits
aurrounding  the leaning  initigtive.  Other
factors examined include post implementation
chdlenges, measurement of learning and its
impact to the organisation and future plans
aound technology-enabled learning for the
organisation.

Sdection of the organisations was based
on : industry, market profile, organisation Sze,
and peceived leaning and development
capabilities The god was to achieve a
balanced representation on organisations in
various stages of el_earning usage.

Organisations that paticipated in the
research across the four countries are from the
folowing  indudries  segments  Banking,
Financid Services, Oil & Gas Real &
Didribution, Express & Logidtics,
Manufacturing, Teecommunications,
Hedthcare and Information Technology.
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The mgority of the organisations
surveyed were multinationa  corporations
(MNCs). As we found in most MNC
stups, the mgority of the organisaions
interviewed date that ther elLeaning
solution is pat of a regiond or globa
drategy. As such, a number of the
respondents did not have much (and for
some, avy) contribution in the solution
definition, business case and
implementation of the eLearning solution.

The leaning portfolios for the
countries varied dightly due to the
differences in the role each country plays.
Some teke on a regiond role while others
are focused on ther country reguirements.
For example, the mgority of our
Singapore respondents acted as a regiond
hub for MNCs As a result, thar learning
portfolio incdluded not only that of
Singapore but dso included the entire Asa
Pecific region. This was a0 true for a few
of the companies in Madaysa With
repect to Thaland and Philippines, the
learning portfolio of the organisations
interviewed governed only that of the local
organisatiors.

Key Findings
The key findings of the dae of
elLearning in SEA were asfollows:

eglobdisation and business
imperdtives drive the need for
el earning

eghere is a lack of, and thus, need for
change management in managing the
el earning initiative

edceaning management sysems
(LMS) ae the backbone for
corporate learning

@ increesng need for building locd
cgpabilities in the area of elLearning
exigs

edmprovements in technology
infrastructure will impact progress of
eLeaning in the devdoping Adan
countries

elLearning in South East Asia

Change Imper ative and Business Case

One of the key quedtions asked in this
research was with respect to the key drivers of
the eLeaning initigive The mgority of the
respondents stated that globdisation and
business imperdtives, specificaly cost
reduction and gregter flexibility in leaning,
were the main reasons behind the elearning
initiative.

For the mog of the organisaions
interviewed, eLeaning represents  greater
avaladlity and flexibility of ondemand
traning for employess. elLeaning is ao
viewed as a mode of communication to provide
information  to  geogrephicdly  dispersed
employees in a timdy and cod-effective
manner.

As is the case for most business

transformations, a clearly defined business case
can secure executive and financia  support.
This was the case for the mgority of our
respondents in the four countries surveyed.
However it is here tha the globd vs. loca
diginction becomes evident. For those
organisations whose elLeaning initistive was
pat of a regiona or globa program, many of
our respondents were not part of the regiond or
globa team that developed the business case.
As a result, many of our respondents do not
have visibility of the business case.

On the other hand, the loca corporations
intervieved were varied in ther response
across the countries with respect to ther
busness case. In Mdaysa, the locd
corporations did formulate and define a
busness case for the elLeaning initidive.
Wheress, in Thaland, many of the locd
organisations did not choose to develop a
busness case before or @ dter  the
implementation of the el_earning programme.

Solution Landscape

In most of the organisaions surveyed,
elLeaning is predominantly an enterprise-wide
intiative.  Severd  organisations  segmented
ther learning to pecific levels of employees or
targeted to only sdect busness units The
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reason for this could be because eleaning
is dill very much in its ealy stages of post
implementation or have just gone live for
many of the organisationsinterviewed.

Almog dl of the organisations
interviewed in SEA have a LMS in place.
However most of the companies have no
plans in place yet to add an LCMS or
learning content authoring tool. This is
primarily due to the fact that most of the
organisations  intervieved ae  MNCs
whose elLeaning content cregtion s
centrdised a the regiond (eg. Singgpore)
or global headquarters.

Organisttions in Thaland and
Philippines are 4ill in the early stages of
technology adoption. They ae mosly
aoplying the mog commonly usd
eLeaning technologies such as sdf-paced
web-based programmes, but due to issues
with technicdl infrastructure and
broadband access, have yet to take
advantage of the more advanced eleaning
technologies and tools avalable in the
market.

In contrast, organisations in Singapore
and Mdaysa are employing various types
of eLeaning to continuoudy engage ther
employees induding virtud classooms
and mobile and wirdess learning.

To date, most of the organisations
interviewed are using ther LMS sysems
primaily for ddivey of online traning
and management of training transcripts.
Almogt dl of the respondents continue to
use Microsoft applications, such as MS
Exce and MS Access, for the management
of classoom resources and logistics. This
can be partly contributed to the fact that
mgority of the organisations ae on a
regiond or globa solution that currently

does not dlow for organisaions to
perform classroom and resource
management a the locd levd. At the

same time the under utilisation of the
LMS can be contributed to complacency.
Many respondents have lamented that they

know the LMS can do so much more but they
have yet to fully explore its ptentia due to not
knowing where to stat and admitted to not
having a thorough undersanding on how the
LMSworks.

There is a conceted effort by
organisations today to ensure that the learning
function is effectivdy linked to the human
resource informetion sysems (HRIS). Many
of the respondents cited that their focus after
the dabilistion of elLeaning will be to
integrate components of ther learning sysems
with thar HRIS sysgems and human resource
processes.

The organisations surveyed aso used more
than one form of content. More often than not,
they employed a combination of interndly
developed (sdlf-paced) content, off-the-shelf
content and custom developed content. This
can be contributed to the fact that much of the
of-the-shelf content does not cater to industry
oecific  content  i.e.  regulatory  and/or
compliance standards, business skills and new
product/solutions programmes. There is a
concern amongs the organisations interviewed
that as the learning needs in the organisations
grow, off-the-shdf and custom vendor type of
content will lose its reevance and cost
effectiveness to the busness. This is due to the
increesing need to meet the loca busness
needs and culturd busness environment of the
SEA organisations.

Many of the respondents cited the desre
and need to have an internd ingructiond
desgn team s0 as to minimie the disconnect
between off-the-shelf content and oversess
vendor developed content where learning
programmes and content are concerned be it in
trandaion or even modification of learning
progranmes. The leaning  programmes
developed in globad headquarters are generic
soft skills and compliance training. The need

for this traning to be reevant to Adan
busnesses is not as big a priority as say for
exanple it beng more interactive and
engaging.

Special Issue of the International Journal of The Computer, the Internet and Management

294



I mplementation Challenges

The top most challenges faced by the
organisations during the implementation of
the elLeaning solutions were change
management, IT isues and sysem
performance.

Most respondents agreed that there
was dmos no change management
programme developed except for the
dandad  communications plan.  All
respondents fdt that there was no active
process in trying to engage the employee
from the moment the LMS is beng
implemented.  Their frudration is tha
programme management does not see it as
a prioity as it assumes tha most
employees  will  readily accept the
eLearning <olution ether out of naurd

interest  or resgned compliance (vast
majority).

In countries like Thailand,
organisations reported encountering

resstance to the elearning initidive due to
culturd and behaviourd attitudes where
learning is concerned. Here traditiond
classoom gyle traning with handbooks
and a teacher is norm. It would require a
grest mindset shift for the employees to
adopt eLearning as the preferred method
of learning. Training was ds0 cited as an
aea tha was not addressed sufficiently
prior to go-live

Benefits Realisation

One of the biggest issues faced by the
respondents is around measurement of
benefits and effectiveness of the elearning
solution. The mgority of the respondents
admit to only meesuring via learner sdf
reporting or number of employees trained
or even keeping tab on the results gained
from assessment and tests done during the
eLeaning sesson A minority of the
respondents are dready progressing to the
next leve of messurement i.e. productivity
improvements and ROI. In countries like
Singgpore and Philippines, some of the

elLearning in South East Asia

organisations interestingly reported no
messurement  whatsoever because there was
not any need for judificaion from top
management.  When probed further, these
respondents State that learning is viewed as a
cost that top management readily absorbs
whether it brings benefits or not because it is
seen as the right thing to do. In Thaland and
Mdaysa, top management ae looking for
tools to measure the benefits and returns of
their learning programmes in order to judify
the effectiveness of the programmes as well as
the need for further improvements and
investment in these programmes.

Moving Forward Challenges and Focus

Ceatan issues continue to chdlenge the
organistions after go-live. Change
manegement was ovewhdmingly the top
chdlenge post go-live for dl organisaions
interviewed. In Thaland and Philippines, IT
issues continue to perdst post go-live and can
be contributed to the fact that most of the
organisations intervieved ae MNCs wherein
the eLeaning solution is not locdly hoged
thus there is continued issues with network
bandwidth. In dl organisations surveyed,
continued communications and marketing of
the eLeaning solution is used as means to
increese user adoption and discipline around
using the solution.

The focus of the mgority of respondents
going forward incuded integrating learning as
pat of the overarching human cepitd drategy
of the organisation, benefits redisation of the
eLeaning intiive and development of a
comprehensive change management
programme to address employee engagement
and user adoption issues.

The eLearning journey in SEA is dill in its
infancy, there is much to do to in achieving dl
the potentid benefits A lage number of
organisations surveyed fdt that thar solution
will  never be completle For these
organisations, e€elLeaning is a continuous
journey of improvements New functiondity
and processes need to be built while trying to
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change the mindset of the employees in
oder to utilise the sysem to its full
potentid.

SEA versusANZ

A compaison of the date of
eLeaning in SEA (Snggpore, Thalland,
Malaysa and Philippines) agang that in
ANZ (Audraia and New Zedand) shows
us that there are more dmilarities than
differences in the chdlenges and success
factors faced by organisations that have
embarked on this journey. The key
findings in this conparison study are as
follows

ehange Imperative: Globdisation
and busness imperaives were the
key drivers behind the eleaning

initistive for organisations in  both
regions. In fact, many elLeaning
solutions that ae being
conceptualized, designed and
implemented for Ada Pecific ae
being done in Audrdian
organisations.

eBusiness Case: In contrast to Asia,
mos organisations in the ANZ
region did develop a business case to
judify the invesment in elLeaning
and fadlitate senior-levd buy-in for
the proposa. In the SEA
organisations interviewed, their
eLeaning progranmmes were based
out of regiona (some of them were
in Audrdia) or globd headquarters
where the busness case was
developed.

egolution Technology: An LMS is
the backbone for corporate leaning
for an ovewheming mgority of the
firms across SEA and ANZ regions.
However a key difference between
the regions is that in ANZ many of
the organisations had more than one
LMS in place due to internd politics
or lack of integrtion in the

< MS

organisations. In contras, most of the
SEA organisations had only 1 LMS in
place. Moreover, very few organisations
in SEA have yet to implement an LCMS
which has dready ganed momentum in
the ANZ organisations.

Features. Interegtingly,
organisations in both regions have readily
embraced sdf-paced elLeaning but are
yet to embrace other technologies like
virtud cassooms and mobilewirdess
learning. Although it is on the rise for
users in organisations interviewed in the
ANZ region, we can see that these
technologies are dill years away from
being the preferred mode learning.

egontent: Although organisttions in both

regions are usng a combinaion of off-
the-shdf, custom vendor developed and
internaly developed content, more than
haf of the organistions interviewed in
ANZ ae developing ther own content
which is not the case in SEA
organisations where content development
resides a regiona or globa headquarters.

edmplementation Challenges. This was

the mogt interesting finding in our Sudy.
The top most chdlenge faced by
organisations in SEA and ANZ was
Change Management, followed by IT
issues and integration with HR systems. It
IS interesting to note that despite the lack
of behaviourd or culturd bariers to
learning in ANZ (which is the cae in
SEA & discussed previoudy, change
management and training were cited as
areas that were not addressed sufficiently.

e&s0ing Forward Focus For most of the

SEA organisations, the next focus aress
ae integration of leaning with HR
processes and systems and bendfits
redisation of the elLeaning solution.
While for the ANZ organisdions,
integration with HR systems and content
development were the key areas of focus.
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Conclusion and Condderations

For most of the organisaions
surveyed in Thaland and Philippines,
eLeaning is 4ill in its infancy ad
implementetion is merdy the fird dage in
ther elLeaning journey. Whereas in
Mdaysa and Singgpore, the elLeaning
market is more mature and the chalenges
faced by the organisations ae different
due to the maurity of the organisations,
the workforce and the elearning market in
those countries.

However, respondents i.e HR
professonds in both regions redise tha
learning just cannot be standdone or just a
subset of the human resource process
rather it needs to be digned with the
business objectives of the organisation and
included as part of the people development
and peformance management process.
The promise of achieving a learned and
skilled workforce is achievable however
several key changes need b occur. These
incdude changes in learning behaviour and
a mindst hift aound the use of
el eaning. It aso means that key busness
decison makers need to see beyond the
eLeaning sysem as beng something
purdy adminidrative and rather to dSart
utilisng it to redise the potentid of human
cgpitd in the organision and findly
business goals.

For more information regarding this
report, please contact Praveen Sahijwani
at praveens@capegroupglobal.com or
visit www.capegroupglobal.com
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