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1 Background

1.1 The ABC Co Content Management System (CMS)

ABC Co has purchased the Interwoven Content Management System, for implementation across both it’s externally facing websites and it’s internally facing intranet site (currently in the process of implementation).

ABC Co’s Web sites are an integral part of the organization's operations. No longer relegated to the role of electronic billboards, these sites are used to actively promote companies and products, deliver services and information, manage transactions, and facilitate communications. Changes must occur quickly - daily, hourly, or even minute-by-minute. This need for rapid change, the "ripple effect" changes can have throughout a site, and the sheer size of today's dynamic business sites make it impossible for all revisions to flow through a small “IT Team”. Complexity and speed have created the demand for automated ways to effectively manage Web content. 

Just as the Word Processor eventually sounded the death knell of the typing pool, so a (decent) content management system signals the end of web development being the sole preserve of a few highly-skilled IT Web Developers!

1.2 The Vision for CMS

Our vision for CMS in ABC Co is that “we will free our business people” – allowing them to control their own content and (within a structured process) both create, modify, publish and retire material to and from the online environment 

1.3 CMS Roles & Responsibilities

In a CMS, there are three key roles; (a) the author, using standard, pre-supplied templates to build pages, (b) approvers, who sign-off to say the paged are 'good to go' and (c) deployers, who maintain the systems that ‘post to live’.  All such users make use of the same Interwoven system (whether they are publishing content to an external website, an internal site or both).

1.4 Plan Contents

User training will be vital to ensure that the CMS is exploited to the full  This plan covers:

1. Training Goal - the overall results / capabilities we hope to attain by implementing the training plan

2. Learning Objectives - what the user will be able to do as a result of the learning activities in this plan

3. Learning methods / activities - what the user will do in order to achieve the learning objectives

4. Evidence of learning - these are results that someone can see, hear, feel, read or smell

5. Evaluation - assessment and judgment on quality of evidence in order to conclude whether learning objectives were achieved or not

2 Training Goal & Learning Objectives

2.1 Training Goal

Our goal is to train up to 800 authors, 100 approvers (1:8 ratio) and 5 deployers in the capabilities they require to create, modify, publish and retire material to and from the online environment.  By doing so, we expect to see an 80% reduction in redundant and/or low use content, a 75% reduction in content publishing leadtimes and a 90% reduction in the fully loaded costs of web development.

2.2 Learning Objectives: Authors

The learning objectives for authors are as follows:

1. System Access & Configuration – the author can access the interwoven “teamsite” CMS and can configure personal preferences to optimise personal productivity

2. Selection & Population of Data Capture Templates (DCTs) – the author can access DCT libraries, select the most appropriate approved template and populate that template with content

3. Appropriate Use of Metadata to enhance Content – the author is (a) familiar with the ABC Co Taxonomy and (b) understands the importance of metadata to search & retrieval of content by the end-user.  The author can apply appropriate metatags to their content and select an appropriate home (or homes) for the content in the Taxonomy.

4. Preview / visualisation of Content – the author is able to preview what the finished page(s) will look like prior to initiation of the review & approval process.

5. Use of Workflow for Content Review & Approval – the author is able to configure the appropriate workflow for their content from a standard library of approvers.  The author is able to distinguish situations where specialist approval is required (e.g. legal, regulatory or technical) and ensure that these “loops” are covered off.  The author is able to initiate a workflow and monitor approvals.  The author is able to handle non-approval, turn-around for feedback and re-initiate approval workflow. 

6. Handling of Content Update Alerts – the author is to respond to automated or manual requests for a content update.  The author is able to initiate workflow for such revisions. 

7. Handling of Content Retirement – the author is able to archive content that is no longer required (and have same reviewed and approved through a workflow process).

2.3 Learning Objectives: Approvers

The learning objectives for approvers are as follows:

1. System Access & Configuration – the approver can access the interwoven “teamsite” CMS and can configure personal preferences to optimise personal productivity

2. Preview / visualisation of Content – the approver is able to receive a page that requires review and preview what the finished page(s) will look like.

3. Use of Workflow for Content Feedback – the approver is able to use simple workflow to reject the content draft, with feedback attached for action by the originating author. 

4. Use of Workflow for Content Approval – the approver is able to use simple workflow to approve the content draft and progress it to the next (or final) stage of the review process.

Learning Objectives: Deployers

The learning objectives for deployers are as follows:

1. Trained already as an author and an approver – all deployers must have been through the basic author and approver courses before “graduating” to the deployment training course.

2. Taxonomy Revisions – the deployer is able to make selective revisions to the corporate Taxonomy (for example to handle a new product line or business acquisition).

3. Add/remove Users and Reconfigure Standard Workflows – the deployer is able to add new users to the CMS and remove users.  The deployer can create new workflow chains (e.g. for a new site, department or team) and can modify or delete chains as appropriate.

4. Group (Major) Content Updates into Releases – the deployer groups all but the smallest content adjustments into a (small) daily release (content only), a larger weekly release (content and application code changes) and a monthly “higher risk” release (where database changes are involved).

5. Control, Deploy and (if necessary) Roll-back Content Releases – the deployer is able to review items in the release for risk and make pre-production tests of higher-risk items (e.g. changes to application code).  The deployer can initiate a release and track it through to live environment updates.  The deployer can undertake a controlled regression (or roll-back) to an earlier release (for legal reasons or otherwise – e.g. when code proves to be problematic once live).

3 Learning Methods / Activities

The following methods will be used to deliver end-user training:
	Training Module
	Module Content
	Target Audience
	Training Method(s)
	Time & Cost

	Basic Content Management
	CM Philosophy, Basic Use of Templates & Workflow (up to creating & publishing a sample page), 
	Authors, Approvers, Deployers
	CD Rom, e-Learning 
	1.5 hours

£20 per user

	Intermediate Content Management
	Basics of Knowledge Management, CM Taxonomies, Use of Metadata, Selecting the right approvers (incl. Legal issues)
	Authors, Deployers
	CD Rom, e-Learning, User Manual 
	2.5 hours

£30 per user

	Advanced Content Management (also referred to as CM Sys Admin)
	Adding or removing Users, Creating new Templates, Creating new Workflows, Monitoring content revision and retiring old pages & links
	Deployers
	Classroom (minimum of 8 delegates)
	3 hours,

£85 per delegate

	CM Release Management
	CM Code Library Maintenance, Managing Releases, Roll-back and regression, Scheduling
	Deployers
	Classroom (minimum of 4 delegates)
	3 hours,

£85 per delegate

	Content Management Booster
	Required that all trained CM users have an annual booster, where their knowledge is kept up to date through a brief update training
	Authors, Approvers, Deployers
	CD-Rom, Video or DVD
	Free with any formal course – once per year (period Jan-Mar)

	Content Management Refresher
	Refresher content on any or all of the above elements, together with ability to ask and have answered any ad-hoc questions
	Authors, Approvers, Deployers
	Floorwalkers, e-Learning
	Free with any formal course


4 Learning Methods / Activities

The following methods will be used to deliver end-user training:
	Training Module
	Module Content
	Target Audience
	Training Method(s)
	Time & Cost *

	Basic Content Management
	CM Philosophy, Basic Use of Templates & Workflow (up to creating & publishing a sample page), 
	Authors, Approvers, Deployers
	CD Rom, e-Learning 
	1.5 hours

£20 per user

	Intermediate Content Management
	Basics of Knowledge Management, CM Taxonomies, Use of Metadata, Selecting the right approvers (incl. Legal issues)
	Authors, Deployers
	CD Rom, e-Learning, User Manual 
	2.5 hours

£30 per user

	Advanced Content Management (also referred to as CM Sys Admin)
	Adding or removing Users, Creating new Templates, Creating new Workflows, Monitoring content revision and retiring old pages & links
	Deployers
	Classroom (minimum of 8 delegates)
	3 hours,

£85 per delegate

	CM Release Management
	CM Code Library Maintenance, Managing Releases, Roll-back and regression, Scheduling
	Deployers
	Classroom (minimum of 4 delegates)
	3 hours,

£85 per delegate

	Content Management Booster
	Required that all trained CM users have an annual booster, where their knowledge is kept up to date through a brief update training
	Authors, Approvers, Deployers
	CD-Rom, Video or DVD
	Free with any formal course – once per year (period Jan-Mar)

	Content Management Refresher
	Refresher content on any or all of the above elements, together with ability to ask and have answered any ad-hoc questions
	Authors, Approvers, Deployers
	Floorwalkers, e-Learning
	Free with any formal course


* Cancellation of any course may only take place more than 5 days prior to appointed date (otherwise the full charge will still be levied)

5 Evidence of Learning

	Training Module
	Training Method(s)
	Evidence of Learning
	Outcome

	Basic Content Management
	CD Rom, e-Learning 
	20 question test at the end (randomly from a bank of over 100 questions) and a score of at least 17/20 required before an individually unique passcode (based on person’s name) is generated.
	In exchange for the passcode, user is passed the course and receives a personalised & signed paper certificate, a user ID and system password

	Intermediate Content Management
	CD Rom, e-Learning (with User Manual as reference)
	20 question test at the end (randomly from a bank of over 100 questions) and a score of at least 15/20 required before an individually unique passcode (based on person’s name) is generated.
	In exchange for the passcode, user is passed the course and receives a personalised & signed paper certificate, new system access rights and a copy of the manual to keep

	Advanced Content Management (also referred to as CM Sys Admin)
	Classroom (minimum of 8 delegates)
	Written pre-test homework and 3 separate assessed exercises during the course.  Register is kept of all delegates who have attended the course
	At end of the classroom session, user is passed the course and receives a personalised & signed paper certificate and new system access rights for advanced access

	CM Release Management
	Classroom (minimum of 4 delegates)
	CM Code Library Maintenance, Managing Releases, Roll-back and regression, Scheduling
	At end of the classroom session, user is passed the course and receives new system access rights

	Content Management Booster
	CD-Rom, Video or DVD
	Evidence that user has received the booster is all that is required to maintain accreditation (e.g. register of attendees)
	Outcome is simply that accreditation and user license, userid etc. is not withdrawn

	Content Management Refresher
	Floorwalkers, e-Learning
	No formal evidence required (although user surveys and feedback are obtained)
	Not applicable


The Advanced Certificate, which awards the user with an “access all areas” system profile (a poisition or great trust and responsibility):
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6 Evaluation

The following metrics will be used to assess the quality of outcomes:

	Quality Criteria
	Measure
	Target

	User Coverage
	Users attending the course over the two year “mass” training period.
	800 authors

100 approvers

5 developers

	Commitment of Users to obtaining the training
	Number of cancelled bookings as a percentage of total bookings.
	Less than 15%

	Quality of Training
	Number of Users passing any given module as a percentage of total users attending courses.
	More than 90%

	Improved content quality and timeliness 
	Reduction in redundant and/or low use content
	80% reduction

	Improved content publishing leadtimes
	Reduction in content publishing leadtimes
	a 75% reduction

	Reduced costs of web development
	Reduction in the fully loaded costs of web development
	90% reduction
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