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request the content. Or an implementation gets delayed and workarounds are 
added to the plate late in the game without adequate time to build adequate 
training.  Or there is a backlog of requests and the schedule does not allow us 
to get started when we want to. 

Whatever the reason, in the time we have, we often immediately figure out 
ways to shorten the scope to meet the deadlines. Seems to make sense. But 
we either find ourselves adding a Phase 2 to the project that never gets done; 
or new requests for updates are added even before we complete the first 
request. Or we send in experts to simply disseminate information that is not 
easily applied to the job at hand.

So, what do we do?
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Resilient Design

It’s time for Resilient Design. So, what does that mean? And how does it impact 
the shelf life of content?

Resiliency is the ability to withstand or recover quickly from difficult conditions.

Over our many years of designing content, we have always had to be resilient; 
but often we have had to do this from a reactive position not a proactive 
position. Why is that? Well, sometimes the teams needing the content do not 
realize the lead time needed to build great content. Or they think they don’t 
know enough of what they need to tell us, so they wait until the last minute to 
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life cycle of content 

It’s time to take the proactiveness into our own hands. We no longer begin by 
hunkering down to meet the deadline.  We begin with open-minded questions 
to determine the best way to proceed. We quickly and proactively map out the 
life cycle of the content by asking questions like:

1. Is this one-time only? And if 
yes, why? (Often, one-time content, if 
successful, is not one-time.)

2. How will this be used: physical 
classroom, virtual classroom, 
self-directed or all of the 
above? And why was the delivery 
mechanism chosen?

3. What changes are anticipated 
for the content now and from 
time to time?

4. Why would the content be 
sunset?

As we converse with our business partners, we often find them answering 
these questions by saying “We don’t have time to contemplate these questions. 
We just need to build something now to meet the deadline.” Often, we need to 
reassure them that we are not looking to extend the deadline; but we would like 
to know the answers because if we knew how it will be used we could build 
some of these things at the beginning; and the content would have multiple 
uses without REWORK. We will design to meet the deadline while increasing its 
shelf life. And if we can do that, they get what they want without the burden of 
additional requests (for us and for them.)
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Recently, we were building content for 
a back-office processing team as part 
of a call center implementation. The 
request was to build classroom training 

for this team for a class of 20. We probed and 
asked;  What was the turnover rate for this 
team? And they said low; one or two people at 
a time;  typically, this staff would job-shadow or 
be trained 1 on 1 by a supervisor. We thought 
about that and decided to build training that 
could be equally effective in a classroom setting; 
or with 1 on 1 training supported by self-directed 
eLearning. And as this was at the beginning of 
the pandemic, we made sure the delivery was 
as effective virtually as it was in the physical 
classroom. The cornerstone of the curriculum 
was an eLearning module that simulated how 
to use a document management system. 
The system did not have a test or training 
environment for student practice; and past 
trainings had been limited to watching the trainer 
utilize the application. Adding the ability for 
students to apply the learning was crucial.

To be resilient:

Map out the timing of the curriculum keeping in mind:

Content 

Practice

Delivery Mechanism 
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Build the learning process:

Chunk the learning into digestible pieces organized very 
purposefully. 

Then use scenario-based activities to teach learners how 
to apply the knowledge.

Add the next chunk.

Use scenario-based activities to teach learners how to 
apply this knowledge and the knowledge learned in 
Chunk 1.

And so, on and so on.

Use gaming and assessments to continually reinforce all 
information learned. 
And connect the dots on how what was learned in each 
lesson ties to what is being learned in each subsequent 
lesson.

Teach the first “Chunk” of information.



learner focused content
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Being Resilient requires building strong content. Content that is focused on 
what the learners need to know do their job - no more, no less. Use precision-
focus to Only put the right tools in the learner’s toolbox. And then teach them 
when and how to apply the tools.
1. We begin with carefully designed building blocks that combine the key 

background knowledge  that the learners need to know for the job.
a. We present and organize the information so it is easily understood  

through facilitated discussions,  gaming, and activities so they KNOW in 
their bones how things work. 

b. We carefully craft the “chunking” to allow the pieces to be reused ; and 
to allow for quick updates – especially for those items that typically 
change annually.

EXAMPLE: for our health insurance clients, we begin with healthcare 
knowledge, basic insurance concepts, and customer service skills. And we 
tell them why they need to know this information and how it relates to their 
job.



2. For our customer-facing learners, we teach them how to converse with 
customers using the knowledge they have learned. Articulating the 
information that promotes the brand and service excellence is key. It is not 
enough to know the answer; learners need to know how to articulate the 
answer.
a. Then we focus on when and how to apply the knowledge focusing on 

customer triggers. Students learn to translate what the customer is 
saying to what the customer really needs to know.

b. Once the translation occurs, students learn to pull the knowledge 
needed from their toolbox to provide an accurate and complete answer 
that the customer will understand.

3. Then we use brain science to build new neural pathways so the knowledge 
can be applied.
a. Practice makes Perfect rings true. Neural science tells us that. Practice 

allows us to create the new habits we need and breaks the old habits we 
do not need.

b. We use scenario-based learning to teach the learner to:
i. Listen first to determine what information is needed.
ii. Pull the information from the toolbox:

a. From the new neural pathways.
b. Navigate through the systems as needed.

iii. Pull all the information that the customer needs; even if they did not 
ask specifically for it.

iv. Organize and articulate the answer in a way the customer will 
understand tying accuracy and empathy together.
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We quickly forget what we’ve learned.  
German psychologist Hermann 
Ebbinghaus pioneered experimental 
studies of memory in the late 

19th Century, culminating with his discovery 
of “The Forgetting Curve.” He found that if new 
information isn’t applied, we will forget about 
75% of it after just six days.

Source: Harvard Business Review https://hbr.org/2019/10/
where-companies-go-wrong-with-learning-and-development

applying the learning

Keeping a precision-focus on what the learner will 
need to be able to immediately do once they leave 
the training is the key. Our training does involve 
complex work. We train the complex ideas in the 
flow of the work with applications and systems as 
the tool to bring the information to life. And leverage 
scenario-based practice to build strong neural 
pathways so the learning can be immediately 
applied. Our methods allow us to reduce training 
time while increasing learner adoption and 
application of complex tasks.

If the information is not 
needed to understand the 
complexities of the job 
and cannot be applied to 

the job, it is not needed in the 
training. 

https://hbr.org/2019/10/where-companies-go-wrong-with-learning-and-development
https://hbr.org/2019/10/where-companies-go-wrong-with-learning-and-development
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Remember, a successful transition to virtual learning requires a few key things:
• effective use of the training platform tools to drive engagement
• great content designed with resiliency
• instructors schooled in virtual delivery.   
 
The Zelus team has partnered with our customers to ease and accelerate this 
transition and continue moving the operation and the business forward in the 
face of uncertainty and the rapid shifting that has become the norm for 2020. 
Virtual learning, if done right, enhances workforce performance now and in the 
future.

We hope you’ve enjoyed the 
Virtual Learning series! 

how’s your transition to 
virtual learning going? 

virtual learning is here 
to stay
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