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I.

INTRODUCTION

XXI century is characterized by many technological changes in all fields of society, and the business
organizations, are key players of these changes, for their dependence to this changing environment and
for the need to adapt to change in order to survive. In 60 seconds (Lewis, 2020) , on the internet,
interactions occur through new entertainment, communication and consumption channels that a few
years ago did not exist. This generates an idea of how a company has to transform digitally to adapt to
the new behaviour and habits.

Note: This is what happens in an internet Minute in 2020. (Lewis, 2020)

For this adaptation, the companies use different tools, being one of them the technology, that
introduce in their organizations different implementation speeds, depending on some factors like its
nature, features, needs and the business goals.
Even though we cannot forget the key to organizations operation: The people who belong to them.
They are who give life and meaning to these corporative systems to generate value in their
environments. They are the main players with transformation needs and with adaptation behaviours.
They are who bring and experiment the technological changes in different ways, according to certain
internal and external factors.
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These factors are diverse and among them we can mention personality, attitude, the environment
where they coexist, the mind-sets, the experiences lived and the experience perception’s, the values,
the expectations, the needs, and the emotions, among many other things.
Therefore, if the organization needs to be transformed and to make changes in their way of being and
doing, it is the organization itself that must facilitate meaningful learnings to its. Considering both
internal and external factors of the employees, creating a culture of efficient change, and specifically a
digital culture between the members of its staff.
However, designing an effective and motivating learning methodology, that considers such diverse
factors of people it is not an easy task, and it is necessary to know the learners personal and professional
profile and their way of learning. After clarifying these two points, it is achieved the necessary key points
to design a motivating and useful practice to acquire digital competence between the company staff
members: “The peer learning”.

LEARNER PROFILE
Each employee is different from the others due to many variables that define the human being, such
as their behaviours, attitudes, needs, motivations, values, experience, and knowledge. As a result, we
have a heterogeneous staff of employees that we would like to know more in depth, we would like to
have more information about them to adapt training practices. But, how to do it?
There are some researches, with a generational approach, that is, an age approach, that shed light on
the personal and professional characteristics of employees. By grouping together people of the same
generation, common behaviours are found. In this way, they also differentiate them from other
generational groups. Depending on who conducts the research, the generation grouping dates may be
different, and in some researches, up to 5 different generations are shown.
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According to Wings4success project1, we can see 5 generations with different characteristics between
them:

STRENGHTS
TRADICIONALISTS Experience, social
skills, high level of
(1925 – 1945)*
work ethics.

BABY BOOMERS
(1946 – 1964)*

Assertiveness,
social skills, good
at teamwork.

GENERATION X
(1965 – 1980)*

Achievementoriented,
flexibility,
resistance to
stress.
Innovation
capacity,
flexibility,
multitasking.

GENERATION Y
OR MILLENIAL
(1981 – 2000)*

GENERATION Z
OR 2020
GENERATION
(2001 – CURRENT
DAYS)

Connected to
social networks,
enthusiasts,
multitask.

COMMUNICATION
AND LEADERSHIP

LEARNING
CHARACTERISTICS

Personal
communication;
hierarchy-based
leadership; participatory
leadership, making the
meaning of the activity
clear.
Consensus-oriented
leadership,
demonstration of
development
opportunities to prevent
demotivation.
Clarity in objectives and
leadership;
communication through
new media.

Traditional; skills-based
training; low orientation
to learning objectives

Communication through
new media; strong and
visionary leadership due
to not so long work
experience.

Collaborative; visual; not
traditional; experiential;
collective reflection;
self-development.

Virtual communication;
clarity of objectives and
reasonable requests;
communication through
social networks.

Technological learning;
visually enhanced
teaching methods;
learning outside the
classroom; curiosity
about global learning.

Low orientation to
learning objectives; skills
enhancement through
off-the-job training;
traditional educational
interventions.
High orientation to
learning objectives in
context; lifelong training
(ongoing).

*These dates are not a closed box, they depend on cultural, political, economic factors
and should be taken as a guide 1

1

http://www.wings4success.eu/
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Another research on generational diversity of Chief’s A-RIT provides information about attitudes
towards technology and their careers, preferred communication medium and method, and the
communication preference, just as shown in the Graph below (Chief's A-RIT, s.f.).

Note: Information about attitudes toward technology from the different generations. The image is modified

From this information, we can also get another important conclusion: The existence of a generational
digital gap. It means a difference into the digital competences between the different generations, by
knowledge, experiences and using the many devices and information technologies that every
generation use, and other ones do not. One of the company challenges is to create learning practices
to narrow this gap, especially in our times when the talent is scarce (Lyllegaard, Stratis, & Zborowska,
2017).
People who have lived with technology for a large part of their personal and professional life years are
commonly called "digital natives," and those who have not are called "digital immigrants".
Knowing the strengths, such as the digital behaviours of the different collectives, give valuable
information to design the peer learning practices because the heterogeneity of the participants is
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needed to get results. In the company context of the digital transformation, is interesting to know the
numbers of employees in each generation and their digital capacities. It is the first step to start the
learning needs diagnostic.

LEARNING PROCESS
In the business ecosystems adult people work, and learn in a different way than a child. This is
supported by various theories formulated by andragogy thinkers, being this the amount of teaching
techniques oriented to educate adult persons (InstructuinalDesign.org, 2021).
“The term andragogy is reportedly used for the first time by the German teacher Alexander Kapp, in
1833, with the purpose of explaining Plato's educational theory” (Rodriguez, s.f.). This thinker set out
that the adult person not only use the teacher as a learning source, but also use the auto-reflexion and
the life experience.
In his andragogy theory, Malcom Knowles, points out that adults govern themselves and that they
expect to take responsibility for decisions made during learning. Moreover, it makes the necessary
assumptions for the learning design: “(1) Adults need to know why they need to learn something (2)
Adults need to learn in an experiential way (3) Adults focus the learning as a problem solving and (4)
Adults learn better when the subject brings immediate value”. (InstructuinalDesign.org, 2021).
All this reflection brings us to design a learning practice that his learner has much prominence, much
more than trainer. The Peer learning contents are experiential and considers that the learner owns a
big natural learning trend and prefer to learn “mainly based in the direct confrontation with practical,
social, personal or research problems” (Instructionaldesign.org, 2021)
So, in this methodology, the role of the trainer is not to be the owner of knowledge and communicate
it, but rather their role is to facilitate, to generate that knowledge occurs among the participants,
through questions, moderating the dialogue and focusing it on the objective and highlighting learnings.
After this introduction, we can know more about the learner profile and how he learns. It is a good
point to explain deeply the peer learning methodology.
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II.

PEER LEARNING METHODOLOGY

ABOUT PEER LEARNING
The Peer Learning is a learning practice between equals where the participants interact to improve
their professional competences that are achieved through interaction, in a space to exchange, for
discussion and with the feedback on the own knowledge and the new one, based on the idea that if
something is explained to another person “it clears up, develops and reconceptualise the material”
(King, 2002)
To be equal means having some necessities or circumstantial variables in common. In the case of
company employees, they share objectives, processes, and corporative culture. Being equals makes
them have the same interests and needs, maintaining a more empathetic and open attitude to try to
understand the opinions and thoughts of equals. In the CVETNET project, learning objectives are looked
for around this common context: reskill and upskill the digital competences of the employees of the
company for better performance in the task and intergenerational learning.
Also, the common context of the equals, turn this practice in experiential and meaningful, because the
learning outcomes give them immediate value, overcoming like this the limitations of the context that
can occur in other kind of practices and that stops the learning in adults.
As asserted by Knowles' constructivist theory (2021), this kind of most significant practices like peer
learning are efficient because:




Impact immediately in the daily troublesome of the equals
Generate differential values to them and motivating to keep learning.
Adults self-directed towards learning and take advantage of the value that others can
contribute to their own knowledge.

Moreover, the same context of equals generates the necessary empathy to collaborate between them,
always if there is respect and confidence, then equals can exchange knowledge without fear, generating
an open-mind and willingness to participate attitude. At the same time, it can be a difficult to implant
the methodology because without this trust environment exchanges will not occur.
But a specific context it is not enough to create a rich and diverse learning spaces. To create a thoughts
confrontation with practical, social, personal or research problems, the participants must have
differences between them. The participants must have heterogeneous variables between them, like
the digital competences, or communication habits, variables such as it studied in the generation’s
studies. As well, in the diagnostic assessment we can find heterogeneous competences between
employees that we can use like topic in our peer learning.
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If you believe that there is a lack of heterogeneity in the group or want to contribute a more complete
degree of know-how, you can have one or more guests to share their experiences.
This exchange between learners, changes the participant perceptions and conceptualizations, through
the dialogue. In this exchange between equals awareness of behaviours and attitudes may occur,
clarification of interpretations, objectification of adopted beliefs, visualization of other possibilities not
considered before, thus generating new alternatives for the individual who is curious, generating new
knowledge. Does not matter that participants have different knowledge about the topics because this
is what enriches the dynamics of peer learning.
You can use some didactics and activities materials to write some thoughts it helps participant to
generate knowledge.
In this line, the methodology motivates to start conversations from the action not from the theorical
content because its challenge is improving the professional and personal competences for better
performance in the task, from know-how, thus the participants learn through the auto-reflexion and
visualize other ways to do things.
So that these spaces for the exchange of experiences can take place without interference and with a
clear focus on the objective set in the session, a facilitator is needed. He is not a trainer who transmits
knowledge but is the person who ensures that knowledge exchanges take place, moderating that
everyone can dialogue, and that the participants can think. This facilitator accompanies the participants
in their learning process asking open questions and summarizing key ideas.
The facilitator manages some aspect of the practice how indicates Nieto (1998): “Specification the
objectives of the subject, make a set of pre-instructional decisions, group size, level of homogeneity and
heterogeneity, group assigned functions or any of its members, materials or educative resources that
must be used”. These are some aspects to consider carrying out the practice.
Among some principal characteristics of Peer Learning we can highlight:









Meaningful context between equals
Heterogeneous variables between participants
Conversations from the action not theoretical content.
Spaces for the auto-reflexion of the participant
The learning spaces can be physical or digital.
Confidence environment.
Need to have a facilitator.
Guest it is optional.

The dynamic that is generated promotes positive changes and improve the organizational working
cohesion and the participant can evaluate the progress or the success.
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Benefits of peer learning are a lot, although we can highlight the following:











Promote mutual and reciprocal benefits.
Promote interdisciplinary cooperation.
Promote intergenerational understanding.
Promote positive changes.
Promotes the feeling of belonging.
Improve internal processes for innovation and adaptation.
Have rich and diverse learning spaces.
Develop capital and team cohesion.
Generate network of contacts.
Impact immediately in the daily troublesome of the equals.

A peer learning activity can have different expected learning outcomes according to the participant
profiles and in relation to the topic chosen. The learning outcomes of the CVETNET proposed peer
learning activity are related to the following target groups: Managers in companies, SME owners or
Team leaders dealing with the Digital Transformation Challenge. The participants must have under
their responsibilities the company strategic decisions in the field of digitalization.

ROLES AND RESPONSIBILITIES
1.

Project manager in the company:










Having and updating the dynamics manual
Deciding the topic to be discussed.
Planning and managing the material and human resources to carry out the session.
Ensuring the number of participants
Selecting of participants.
Communicating relevant data to the participants to carry out the practice.
Monitoring of the satisfaction of the participants.
Controlling and settlement of expenses and income of the session responsibilities

2.

Facilitator:




Designing activities for participants
Ensuring that the session is successful:
o Introducing the methodology, the topic to be treated as well as the rules of the
dynamics.
o Introducing the guests if it is the case.
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o
o
o

Ensuring the necessary rules, time, roles, and documents during the session
Accompanying the participants and speakers during the session to achieve the
objective of the session.
Dynamizing and moderate if necessary, the exchange and generation of knowledge.

3.

Participant:






Attendance at sessions
Active participation in the discussion and dynamics of the session
Commitment to expose their experiences.
Compliance with regulations and confidentiality

4.

Guest Person:





Present their knowledge and experience on a specific topic.
Attendance the possible questions of the group participants.
He will stay the necessary time in the session to make his intervention, then he will leave,
leaving the group to discuss.

A PEER LEARNING TRAINING DYNAMIC STEP BY STEP
PRIOR TO THE EXPERIENCE
1. Stablishing the objective:
On what common topic do the participants need to acquire new knowledge?
-What personal or professional competence does the participant want to improve?
-What digital competence the participants want to improve?
For this step we can observe the diagnosis of training needs made in the project of CVETNET.
Make sure that we are dealing with a training objective that can be dealt with in a
heterogeneous group (some participants with a high level of Know-how and others with a low
level of knowledge).

2. Choosing the participants:
Who will be the participants?
Create a diverse group, between 10 and 15 collaborative people who share context and with
heterogeneous variables of ability, knowledge, age, or experience.
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It is especially important when you create the group that there cannot be a conflict of interests,
for example, if the participants are entrepreneurs, they should not be in competition with each
other.
Participants must have an open and curious attitude to exchange knowledge and experiences
in the group.
Checklist on participant’s profile:
-What context do they have in common?
-Which variables are heterogeneous between them?
-Is there any conflict of interests between the participants?
-Some questions about individual soft skills of participants:
-Is this person collaborative?
-How does he/she feel to share experiences with another people?
-Does he/she believe in the benefits of collaboration to generate new knowledge? Can
he/she add value to the group?
-Is this person willing to share and to participate?
-Will he/she participate with questions and reflections in the discussion? Does he/she
like to exchange knowledge?
3. Choosing the resources:
What resources will I need for the session?
There are some formal aspects necessary for the correct functioning of the dynamic.


Will I need to give some trainer material to the participants?



Where and when will the session be?



How many people will participate? The number of participants will determinate the
room or space.



When would be the best day and time to hold the session? It is important to fix a date
that is expected to be better than others in terms of being less stressful. For example,
in the middle of the week, without being the beginning or end of the month.

Also you need to select the experience facilitator for during the dynamics who will manage and
ensure that the objectives of the training are effective.
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About the facilitator:


Has this person skills to manage a learning dynamic and to generate participation
among attendees, facilitating the exchange of knowledge and new learning?



Does the facilitator know the dynamics of peer learning? Can the facilitator explain it
to the participants correctly?



Does the facilitator have the right communication skills?



Does the facilitator know the objective and expected expectations of the session? Can
the facilitator explain it clearly to the participants?



Does the facilitator break the participants dialogue only when necessary?



Does the facilitator energize the session with questions that activate participation?



Does the facilitator have skills to facilitate acquaintance between people?



Does the facilitator control the time and other formal aspects of the session as
standards and documents?



Can the facilitator accompany the participants to achieve the objective of the session?

4. Communication:
People who participate in the activity must be informed about what they will do, where, when
and why. You can design a program that reports these aspects to inform attendees. it is
important to send it at least one week in advance.
Checklist example:

PREVIOS CHECK LIST TO BEGIN THE PEER LEARNING
OBJECTIVE.
Topic of the session.

PARTICIPANTS
Number of participants
Shared context
Heterogeneous variables between them
Conflict of interests between participants
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Are their companies of a similar size?
Are guests involved in the session?
PRACTICE FACILITATOR
Does he/she know about the dynamic?
Does he/she know the desired goal of the session?
Does he/she know the duration of the session?
Does he/she need any material to give to the
participants?
Does he/she know how moderate and ask open
questions?
RESOURCES
Do you have the session program?
Where session will take place?
Accessibility: are there someone that can have
disabilities such as visual problems, movement
difficulties, …?
Do you need didactic material?
Do you have an attendance sheet?
COMMUNICATION
Have you decided how to do make the communication to
the participants?
What is the maximum delay for sending the
communications?
Does the guest know about the topic of the session?

DURING THE EXPERIENCE
In this part of the methodology, the space for the intervention of the participants is created, ensuring
that they achieve new learning about the established objectives.
The introduction to explain the objectives and normative context of the methodology will generate
trust in the participants, and also understanding on his/her contribution and purpose. In addition, an
introduction of the participants should be made at the first session (if a set of several sessions is
planned). The role of the facilitator is to create an atmosphere of trust and openness.
During the exchange session the facilitator dynamizes the dialogue, summarizing key ideas, asking open
questions, and moderating the time of interventions of participants because all participants must
contribute.
After the dialogue, it is interesting that all participants tell the most important thing for them in the
session, highlighting the learning, ideas, reflexions, thoughts or knowledges. It is the final turn to speak.
This emphasizes the learning outcomes acquired.
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Agenda of a session example:


Welcome to participants.



Introduction of the agenda and methodology.



Explaining the objectives pursued in the session.



Establishing the role of the participants and the dynamics facilitator



Presentation of the participants.



Starting the exchange of experiences. Each of the participants will talk about their digital
experience related to the specific topic, setting a question time up after the presentation.



Creation of post-presentation debate. If it does not arise spontaneously, it is the role of the
mentor-facilitator to ask open questions to stimulate the discussion.



Ensuring that a 15-minute break is made in the session, without interrupting any of the
presentations and discussions.



Once the presentations and subsequent discussions are over. A round of final opinions of
participants will be carried out in order to reinforce the conclusions, that will be highlighted by
the facilitator.



Farewell to participants.



During the dynamics, the facilitator will take some notes on the dynamic.

“Facilitator Worksheet” template:

FACILITATOR WORKSHEET
SESSION DATE:
FACILITATOR:
SESSION TOPIC. Write the definition:

OBSERVATION
How many participants have participated in the
session?
To what degree from 1 to 10 has there been an
exchange of experiences and knowledge?
To what degree from 1 to 10 has the dynamic
facilitator intervened?
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Difficulties for collaboration
Has the objective been achieved?
Has it been deepened through questions?
How has been the communication between the
participants
Has a space of trust and openness been created?
OTHER COMMENTS

AFTER THE EXPERIENCE:
In the peer learning methodology, the self-evaluation of the learning participants, their usefulness in
the work context and daily needs is important. Therefore, it is essential to design a questionnaire to
evaluate these improvements in the participants. A template to evaluate the session and learnings can
be this:

FINAL EVALUATION PEER LERANING
How do you assess the methodology used in the session (exchange of experiences and
subsequent dialogue)?
1

2

3

4

5

What would you improve it?

Has the session met your expectations?

Which ones have not been covered?

The acquired learning, to what degree can you apply it at your company?
1

2

3

4

5
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Please rate the communication and organization of the session
1

2

3

4

5

2

3

4

5

Globally rate the session
1

Analysing the results will help us to improve the weak points of our methodology, making a continuous
improvement for the next session when a set of peer learning dynamics is set with the same group.

18
This project has been funded with support from the European Commission.
This publication reflects the views only of the author, and the Commission cannot be held responsible for any use which may
be made of the information contained therein.

III.

CASE STUDY 1

The "peer learning" experience at Chamber of Terrassa, has been carried out with several groups of
entrepreneurs (business owners or General Managers) due to the many similar factors that characterize
them, for example, their business management function, their relationships with clients and suppliers,
their function of people management, etc ... in short, support the role of leader of an organization.
These entrepreneurs have many characteristics in common, although they differ from each other by
many other variables, such as personality, attitude, lived experience, age, etc ...
These common and differentiating factors provide variety to the group, providing different alternatives
of knowledge around the same topic to be discussed, and generating the opening of the participants'
consciousness, analysing new thoughts, behaviours and emotions.
In this case study the objective of the peer learning was:

Discussing about the Digital Transformation in the SME’s. What is it? And How can we do it?
The methodology of this session was a workshop without expert, just conducted by the facilitator of
the Terrassa Chamber, but you can use too an expert who explains the concept and how to implement
Digital Transformation at a SME (a maximum of 2 hours), followed by a questions and answers with
him/her, but above all, always allow at least an hour for internal discussion of the participants, without
the expert, only with the facilitator, as only in this way, the exchange and transfer of knowledge and
good practices can take place.
The expected learning outcomes of this peer learning dynamic are the following:









Digital transformation challenge awareness
Learning different strategies of digital transformation
Learning the different experiences of different companies
Learning about dos and don’ts of digital transformation
Preventing mistakes
Better understanding of digitalization processes
Better understanding of digital transformation success factors
Better understanding of the team’s skilling and re-skilling needs related to digital
transformation.

Chamber of Terrassa as facilitator of the dynamics gathered a group of 10 SMEs General Managers, of
different sectors, similar size, turnover, and experience in business management, who debated for 4
hours about one topic, in a relaxed atmosphere of mutual learning, knowledge transfer and sharing
good practices on the subject, and about their experience at their respective companies.
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The facilitator began the dynamics with an introduction of the objective of the session to later giving
way to the interventions of the group members.
The session was conducted in an atmosphere of trust and openness in which each participant presented
his/her experience at his/her company and the personal knowledge on the Digital Transformation topic.
The others listened when the presentations of the other group members happened. After each
presentation, the other members contributed with other experiences and personal knowledge, that
could give added value or a different point of view to the presentation.
As the concept of Digital Transformation is not really understood equally, each member of the group
had a different perception of technology, the Digital Transformation concept, and a different level of
competence on it. The topic to be discussed in the session was known by all at a basic level and enough
for them to participate voluntarily and actively.
This dynamic facilitates the analysis of the processes carried out by each participant, reflecting on the
positive and negative experience of each one of them, with the valuable experience on what to do
(Dos), what not to do (DON’Ts), the lessons learned to be shared with their peers, and that are valuable
for the groups.

Note: A group of General Managers during the peer learning activity explained the corporate software
that they use in their companies, and how they were implementing all the subsequent changes in the
organization it. Executive Program Plató-Cambra Terrassa, 2019.
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Note: Participants discuss the experience presented, analyse pros and cons.
Executive Program Plató-Cambra Terrassa, 2019
The synergies created by the exchange of knowledge, opened new possibilities of action to the
members, reinforcing attitudes and positive thoughts to promote changes.
The role of the facilitator was to enliven the dialogue through open questions, if necessary, ensuring
that all participants had a voice in the session and controlling time management, and summarizing key
ideas and closing remarks.
As a closing of the peer learning, each participant explained what he/she took from the session, and
the conclusions of what they had learned:
1. What digital transformation was, and what it was for?
2. I'm already in the cloud ... but am I already digitally transformed speaking? Self-reflections
about what digital transformation really is.
3. Is my organization mature for transformation? Digital Maturity of the organization’s culture.
4. And the transformation process, how is it done? – Phases of the Digital Transformation process.
5. Which are the areas that were most sensible to transform first.
6. What are technologies that will help me in my transformation?
And above all, sharing real success stories, and not really successful stories with the participants in
an honest and constructive atmosphere.
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IV.

CASE STUDY 2

This peer learning session, under the title: "Multigenerational talent management", generated an
experiential enrichment for the managers, who had staff in their teams, belonging to different
generations.
The objective of the session was: To acquire greater knowledge about the workforce for a better
management, focused on digital competences or skills.
The expectations of the managers were aimed at improving their leadership. In the session they wanted
to find clues to adapt their management of the organization's staff.
Chamber of Terrassa gathered a group of 20 people, (12 managers of different SME’s, and 8 employees
invited), being representatives of the different generations, generation Z and X, millennials, and baby
boomers, 4 women and 4 men for each group.
The facilitator of the dynamic formed the group with collaborative participants willing to share their
experiences.

Note: The Chamber of Terrassa facilitator introduces the participants to the topic,
the rules and introduces the guests of the 4 generations
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Note: In the photo we can see 4 of the 8 guests, generation Z, Y, X and baby boomer

A facilitator from the Chamber was chosen to create a climate of trust and openness, as well as to
moderate and stimulate the dialogue between the participants. This person was clear about the goal
and expectations of the session. She had some prepared questions, as well as the observation template.
At the beginning of the session, the facilitator welcomed and introduced the participants, and explained
the rules of the session.
The space for interaction between one and the other was easily created since the beginning the
agreement on confidentiality and non-judgment was made, to be able to investigate and learn from
each other.
After this, the facilitator brought the context to the session by presenting a summary of the
characteristics that define each generation group. As well, she delivered a generational template to
write some observations.
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PARTICIPANT WORKSHEET
Generation

Nº
employees

Needs

Motivations

Values

Attitudes
toward
technology

How to
prefer
communi
cation?

Most
used
device

Observations

TRADICIONALIS
T
BABY
BOOMERS

GENERATION X

MILLENIALS

GENERATION Z

Once the introduction was made, the facilitator opened the discussion with some prepared questions
for the invited people of the 4 generations.
These questions must be open to encourage people to explain their experiences and will depend on
the session topic:







In the workplace, what kind of technology do you use?
How do you feel?
What has worked for you?
What has not worked for you?
What kind of device do you use to communicate with colleagues? And with friends?
What device do you prefer at work? At home?

Different behaviours and thoughts could be observed to perform actions for similar purposes, like
communication or technological uses. The diversity of ways of doing things, generated reflections and
thoughts on the other participants, with different points of view on the same situation. All of them,
could explain their own experience as well.
As a closing of the peer learning, each participant explained what he/she took from the session, and
the conclusions about learning outcomes are:
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1. The dynamic was interesting to observe the differences between generations and the thinking
process and values that each one of the participants in each age group had.
2. They improved their knowledge about their workforce what is useful to adapt the technological
needs of the company with employees, for example communications and processes leading to
improve communication and leadership skills.
3. In this peer learning session, it is needed curiosity and openness of the participants in other to
look for new ways of working, since the new knowledge and findings could immediately solve
obstacles in their daily job at their companies.
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V.

LEXICON

ABCDEFGHIJKLMNOPQRSTUVWXYZ
Business organizations2: A business organization is one or more businesses controlled in common
by a person or group of people. An organization may have one or more businesses. A business may not
have more than one organization. Even in the case of franchises, the franchisor is a different business
model than the franchisee, even though they exist symbiotically in the same value system. The
contractual relationships that bind them differ significantly from the employer-employee relationship
that exists within the organization. Business and organization are inseparable. They are simply two
aspects of the one thing. For example, note the impact of culture (organizational DNA) on business

Conceptualization3: If you have an idea for something, or if you understand something fully, you
conceptualize it. You might conceptualize the plan for a big party, but find it hard to conceptualize
exactly how the big bang worked. In conceptualize, you see the word concept which means an idea.
Don't think of a simple idea though, like taking a walk. Imagine a complex concept involving many
elements, so a little brain work is involved. When you conceptualize, you either create a concept or you
grasp one. The idea of man landing on the moon was conceptualized hundreds of years before it was
planned or achieved. success or failure. Therefore, business and organization are melded together
into business organization as the subject of strategy and strategic management.

Culture of change4: Society strives its continuity and existence according to the environmental
conditions of its surrounding. People have been descending down from generation to generation with
the addition of new ideas and objects. This dynamic process of society enhances culture with
refreshment and for every generation a new culture than for the previous. A stagnant society is dead
but there is none today how so primitive it may be. Technological developments and social changes in
the form of ‘evolution’ and ‘progress’ of any rate exist there as the adjustment factors change them
according to the environmental conditions. Hence, the societies and cultures are undergoing changes
with a continued process.

Diagnostic assessment5: is the process of using multiple measures and reports to identify student
strengths and needs in specific skill-areas so that teachers can provide instruction to address learning
needs. Diagnostic assessment directly guides academic, curricular, and instructional decisions because

2

https://managingresearchlibrary.org/glossary/business-organization

3

https://www.vocabulary.com/dictionary/conceptualize

4

http://studylecturenotes.com/what-is-cultural-change-definition-sources-of-cultural-change/

5

https://www.illuminateed.com/blog/2020/11/diagnostic-assessment/
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there is a better understanding of what a student does or does not know in relation to specific learning
goals.

Digital Culture6: A digital culture is a concept that describes how technology and the internet are
shaping the way that we interact as humans. It’s the way that we behave, think and communicate within
society. A digital culture is the product of the endless persuasive technology around us and the result
of disruptive technological innovation. It’s applicable to multiple topics but it comes down to one
overarching theme; the relationship between humans and technology.

Digital Inmigrats7: A digital immigrant is a term used to refer to a person who was raised prior to
the digital age. These individuals, often in the Generation-X/Xennial generations and older, did not grow
up with ubiquitous computing or the internet, and so have had to adapt to the new language and
practice of digital technologies. This can be contrasted with digital natives who know no other world
than one defined by the internet and smart devices.

Digital natives8: Digital native is a term coined by Marc Prensky in 2001 to describe the generation
of people who grew up in the era of ubiquitous technology, including computers and the internet.
developed countries are considered to be digital natives, as they mainly communicate and learn via
computers, social networking services, and texting. Digital natives are comfortable with technology and
computers at an early age and consider technology to be an integral and necessary part of their lives.
The opposites of digital natives are digital immigrants.

Heterogenety9: Heterogeneous most generally means consisting of different, distinguishable parts
or elements.The word is used in a more specific way in the context of chemistry to describe a mixture
consisting of two or more different substances or the same substance in different phases of matter
(such as ice and liquid water). In either sense, the state of being heterogeneous is heterogeneity.The
general sense of heterogeneous is not as commonly used as the general sense of its opposite,
homogeneous—which most often means consisting of parts or elements that are all the same. The
word homogenous (which is spelled without a second e and is pronounced differently) can be used to
mean the same thing

Learning outcomes10: refer to quantifiable, assessable skills or bases of knowledge students should
acquire in a given course (not just critical thinking or written communication skills, but, for example, an
understanding of the role of class in the French Revolution). Students have a more favourable approach
to their courses when they clearly understand the learning outcomes and are typically best able to
6

https://gdsgroup.com/insights/technology/what-is-digital-culture/

7

https://www.investopedia.com/terms/d/digital-immigrant.asp
https://www.investopedia.com/terms/d/digital-native.asp
9
https://www.dictionary.com/browse/heterogeneous
10
https://tophat.com/glossary/l/learning-outcomes/
8
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comprehend learning outcomes when they are explained in conjunction with course work (for example,
a certain assignment will help lead to a certain learning outcome).

Need:

A need is something that is necessary for an organism to live a healthy life. Needs are

distinguished from wants. In the case of a need, a deficiency causes a clear adverse outcome: a
dysfunction or death. In other words, a need is something required for a safe, stable and healthy life
(e.g. air, water, food, land, shelter) while a want is a desire, wish or aspiration. When needs or wants
are backed by purchasing power, they have the potential to become economic demands.

Technological change11: means the technical knowledge used in the production of capital and
machinery. The various changes in technology leads to an increase in the productivity of labour capital
and other production factors. Technological progress comprises of creation of skill, new means of
production, new uses of raw materials and the widespread use of machinery.

Perception12

is the sensory experience of the world. It involves both recognizing environmental

stimuli and actions in response to these stimuli. Through the perceptual process, we gain information
about the properties and elements of the environment that are critical to our survival. Perception not
only creates our experience of the world around us; it allows us to act within our environment.

Personal profile13: A personal profile gives a brief and clear account on someone's life. On the one
hand, you can write it in a form of a description, giving the most important information such as personal
data, your education, and career achievements. You also might add a few words about your interests.
On the other hand, you can summarise the description and present it in the form of a table including
just the essential pieces of your background information. You should bear in mind you can always do it
the other way round: filling in the table first and then, if necessary, writing the description.

Professional Competence14: The capability to perform the duties of one's profession generally,
or to perform a particular professional task, with skill of an acceptable quality.

Self-directed learning15: A process in which a student is responsible for organizing and managing
his or her own learning activities and needs. SDL encourages individuals to become responsible for their
own learning, identify gaps in their knowledge gaps and critically appraise new information.

Technology16: The best definition of technology is the study and transformation of techniques, tools,
and machines created by humans. Technology allows humans to study and evolve the physical elements
11

https://www.economicsdiscussion.net/articles/technological-change-its-meaning-and-process/4447
https://dictionary.cambridge.org/dictionary/english/perception
13
https://eucbeniki.sio.si/ang1/3115/index4.html
12

14

https://www.definitions.net/definition/professional+competence#:~:text=Library%20of%20Medicine-

,Professional%20Competence,skill%20of%20an%20acceptable%20quality.
15

https://medical-dictionary.thefreedictionary.com/self-directed+learning

16

https://brainly.com/question/1406047
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that are present in their lives. We can study the technology of a car engine, the technology of television,
and the technology of a job or art. Nature cannot be considered as a technology because humans did
not have any role in its creation. They can transform it on the surface, but not deeply. In this case, we
call it a science.

Values17: Values are basic and fundamental beliefs that guide or motivate attitudes or actions. They
help us to determine what is important to us. Values describe the personal qualities we choose to
embody to guide our actions; the sort of person we want to be; the manner in which we treat ourselves
and others, and our interaction with the world around us. They provide the general guidelines for
conduct. Values in a narrow sense is that which is good, desirable, or worthwhile. Values are the motive
behind purposeful action.

17

https://www.ethicssage.com/2018/08/what-are-values.html
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I.

INTRODUCTION

Individualized digital learning opportunities are in demand. The use of online media has long
been a natural part of learning for many people. The Internet makes it possible to offer lessons
via web meeting, screen video or learning platforms that are flexible in terms of time and
space.1 Trainers skilled in this modern learning concept are the learning guides of the future.
According to the conclusions drawn from Human Capital Needs Report carried out in WP 3 of
CVETNET Project, most of the participating SMEs declared that they prefer to train current
employees on ICT Competences rather than hiring new resources. Additionally, most of the
companies demand e-learning and blended learning courses in order to update their ICT
Competences, as the graphics below state:
Best Methods of Further Training in the Field of Digitalization for Managers

Total

43%
E-Learning
57%
Blended Learning
20%

Mobile Apps

30%

Learning on Demand
Inhouse Trainings
Internal Trainers

27%

Inhouse Trainings
External Trainers

33%

22%

Open Trainings Ext.
Training Centers
Other…

4%

Concerning the question, what the managers found best for them regarding further training in
the field of digitalization, 57% decided upon Blended Learning, and 43% upon eLearning. 33%
thought that inhouse trainings with external trainers were a solution, while 30% considered
that Learning on Demand – Micro-Learning via videos was a good way to train staff. Some
managers mentioned inhouse trainings with inhouse trainers (27%) and 22% decided upon
open trainings in external training centers. Only 20% thought that mobile apps were the right
training method for them. 4% remained undecided
1

https://www.ils.de/fernkurse/eLearning-trainer/
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Best Methods of Further Training in the Field of Digitalization for Staff of Managers
E-Learning

46%

48%

Blended Learning
23%

Mobile Apps
Learning on Demand

28%

Inhouse Trainings
Internal Trainers

34%

Inhouse Trainings
External Trainers

47%

Open Trainings Ext.
Training Centers
Other…

Total

17%

3%

When it came to their staff, the best methods for further training in digitalization were Blended
Learning (48%) followed closely by inhouse trainings with external trainers (47%). 46% thought
that eLearning was a good possibility, while 34% mentioned inhouse trainings with internal
trainers as the right strategy. 28% of the managers preferred Learning on Demand – MicroLearning via videos. For 23%, mobile applications were a suitable learning tool for their staff,
while for 17% open trainings in external training centers were an option. 3% remained
undecided.
Statistics
151 managers or entrepreneurs participated in the survey. The survey was done in
replacement of the Focus Groups that had to be cancelled due to Covid19 lockdown and are,
therefore, not part of a statistical sample.
Thus, CVETNET partners have adapted this Guide for Trainers to the CVETNET project, in order
to reinforce the quality and the dynamics of ICT CVET Training to participants.
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II.

QUALITY CRITERIA FOR ELEARNING2

For eLearning scenarios to work, trainers must be experienced in this area. Often teachers have
good concepts and ideas for e-content, but they lack the knowledge about a professional,
standard-compliant technical implementation. On the one hand, this means that the time
required for creation is very high, and on the other hand the content created often seems
amateurish.
ELearning requires its own didactics and methodology. Only if there is a clear concept behind
a learning unit, it can work. This means, however, that trainers must be familiar with different
eLearning concepts. They should be able to use these concepts in a situation-specific way and
align their learning modules accordingly.
An essential criterion for the success of eLearning courses is clear and well-thought-out
supervision. The trainers/tutors should be familiar with different ways of supervision in order
to develop a concept adapted to the respective situation. Consequently, it follows that trainers,
who are often not computer experts, need both technical and didactic training and appropriate
practice.
Although the cost of training measures is quite high when introducing eLearning, this is the
only way to guarantee that high-quality, methodologically well thought-out, reusable content
is generated and that the desired learning outcome can be achieved with it.

2

https://issuu.com/gstadlober/docs/qualitaetskriterien / "Quality Criteria for ELearning"-PDF BMBWK Vienna 2006
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A) CHECKLIST VIDEOLEARNING - DO'S AND DON'TS3

Checklist 6 Quality Criteria for Videolearning Do's:

Complies
with

All image content is displayed exactly matching the spoken text.

❏

Animated graphics are created during the explanation of a complex subject (e.g. a
model) simultaneously to the spoken text.

❏

Important passages are repeated as text in the form of key points - for example, by
fade-ins during the transfer of knowledge or as a clear summary of the most important
content learned.

❏

Wherever possible, facts are shown and not just explained orally.

❏

When the trainer can be seen in the training video, he pays attention to "direct eye
contact" between him and the user - only then does the latter feel personally
addressed.

❏

Interactive elements are meaningfully integrated: The training video is interrupted, for
example, so that the user can answer learning or comprehension questions, solve
transfer exercises, decide how to continue in the video and much more.

❏

Poor sound or picture quality distracts from content.

Complies
with
❏

Distracting fade-ins that do not fit the context - the viewer loses the red thread.

❏

The expert is filmed for many minutes only by a static frontal camera while nothing
else happens - this is tiring for the viewer.

❏

Checklist Videolearning Dont's:

3

https://www.pinkuniversity.de/blog/checkliste-das-sind-die-3x6-entscheidenden-qualitaetskriterien-fuer-elearning provider/
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B) SHORT CHECKLIST PREPARATION ELEARNING COURSES4

Short Checklist Preparation ELearning Courses:5

Complies
with

The learning objectives must be clearly formulated and communicated in advance.

❏

All contents are structured in a clear and understandable way.

❏

The target group is addressed precisely - in the text and picture language as well as in
the knowledge that is required.

❏

The time spent working on or playing the game per unit or chapter should not
significantly exceed ten minutes - the attention span of the user is less high with
eLearning.

❏

Multimedia elements are used solely for didactic reasons (explanatory graphics,
game scenes, screencasts, text ...), so that even complicated content is as
comprehensible as possible.

❏

ELearning contents are combined with additional working materials for deepening
and application as download and accompanying material, so that the users are
repeatedly invited to reflect and to deepen what they have learned in exercises.

❏

Webinars are used alternately with the learning platform. Tests and knowledge
questions are prepared.

❏

4

https://www.pinkuniversity.de/blog/checkliste-das-sind-die-3x6-entscheidenden-qualitaetskriterien-fuer-eLearningprovider/

5

https://www.pinkuniversity.de/eLearning-qualitaet/
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C) CHECKLIST TECHNICAL REQUIREMENTS
ELEARNING FOR TRAINERS AND PARTICIPANTS

Checklist Technical Requirements ELearning:

Complies
with

Modern computer with internet access

❏

Current Internet browser (Microsoft Edge, Firefox, Google Chrome)

❏

Loudspeaker and/or headset for sound output or communication

❏

Adobe Flash Player or HTML5 (compatibility with SCORM etc.) - this is a
prerequisite for some learning programs or learning platforms

❏

Software used in the course, e.g. MS Office

❏

Web app of the webinar provider or Virtual Classroom provider

❏

D) ELEARNING PARTICIPANTS CHECKLIST6

Checklist Participants ELearning Part 1:

Complies
with

Is the group heterogeneous?

❏

Do the group members fit together in terms of motivation, competence,
shared knowledge base and learning style?

❏

Do participants dominate the cooperation and are there participants who do
❏
not or only rarely contact us?

6

Do all group members contribute to the common work or are there "free
riders"?

❏

Are the standards and rules for cooperation known in detail to all
participants?

❏

https://www.e-teaching.org/lehrszenarien/seminar/gruppenarbeit/checkliste/index_html
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Checklist Participants ELearning Part 1:

Complies
with

Can the participants handle the tools provided?

❏

Are the participants aware of the intended use of the respective
communication media?

❏

Checklist participants ELearning Part 2:

Complies
with

Are there sufficient possibilities also for the social perception of the other
participants (awareness)?

❏

Is the use of synchronous or asynchronous communication coordinated with
❏
the respective tasks?
Do conflicts arise in the group?

❏

How are conflicts dealt with?

❏

Is there an evaluation of the results achieved through cooperation?

❏

Is the task sufficiently structured?

❏

Can the task be completed in the planned time?

❏

Does the task promote cooperative learning?

❏

Is the support professionally, technically and socially competent as well?

❏

Are there sufficient opportunities for feedback and are they used?

❏

With what intensity and what means of communication is the information
communicated to the participants?

❏

Do the participants actually cooperate or do they work more individually on
the tasks?

❏
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E) CHECKLIST SELECTION OF ELEARNING MEASURES7

7

Checklist for Selecting ELearning Measures:

Complies
with

Do they have the desired contents?

❏

Does the provider offer help in selecting suitable content?

❏

Does the trainer know the LMS of the training institute or of the customer in
which the training is to be embedded in combination with webinars?

❏

Is the content presented and prepared in a practical manner?

❏

Are the learning contents and objectives described in detail and
comprehensibly?

❏

Are they clearly structured?

❏

Are the learning contents prepared in a multimedia format that encourages
learning?

❏

Can they be adapted to individual needs?

❏

Are the calculated processing times realistic?

❏

Are the technical requirements and media specified?

❏

Are the measures accompanied by experienced tutors?

❏

Are other forms of learning used to accompany the course (e.g. group
meetings)?

❏

Is exchange between learners possible both through the means of
communication (e.g. e-mail) and personally (e.g. group meetings)?

❏

Do the participants receive a confirmation of participation, a certificate, a
diploma?

❏

https://www.betriebsrat.com/checkliste/130/64532/eLearning-auswahl-von-eLearning-massnahmen
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F) ELEARNING TRAINER CHECKLIST8
1. INFORMATION ON ONLINE-COURSE

Yes

Partially

No

Not
Relevant

1.1. Target group and requirements: Are the target group and the successful
requirements for using the online course described?
1.2. Targets: Are the objectives of the online course stated in terms of the skills,
abilities or competences to be acquired?
1.3. Contents: Are the topics and subject-related content covered in the online
course listed?
1.4. Process and organization: Is a description of the process and organization of
the online course available?
1.5. Performance expectations and assessment: Are the performance
expectations and methods of performance assessment presented?
1.6. Assistance for moderators: Does the online course include a guide for
facilitators?
2. LEARNING CONTENT AND –MATERIALS

Yes

Partially

No

Not
Relevant

2.1. Technical correctness: Are the learning contents presented technically and
formally correct?
2.2. Copyright: Are copyrights taken into account and correctly stated in the
materials and media used?
2.3. Goal orientation: Are the learning contents and materials suitably selected
with regard to the goals of the online course?
2.4. Target group orientation: Are the learning contents and materials selected
and designed for the target group?
2.5. Practical relevance: Are the contents and materials available that give the
learners a clear practical and application orientation?
2.6. Media and file formats: Are the materials and media used provided in
common formats?
2.7. Media use: Is the media design of the materials conducive to learning?
2.8. Gender justice: Are the contents and materials used selected or designed in
a gender-appropriate manner?
3. LEARNING TASKS AND ACTIVITIES

Yes

Partially

No

Not
Relevant

3.1. Goal orientation: Are the learning tasks and activities goal-oriented?
3.2. Target group orientation: Are the learning tasks and activities designed for
the target group?
3.3. Didactic structuring: Is the sequence of learning tasks and activities
didactically structured?
3.4. Methodological diversity: Are the learning tasks and activities
methodologically diverse?
3.5. Clarity and completeness: Are the learning tasks and activities clearly
formulated and provided with all necessary information?
3.6. Motivation: Are the learning tasks and activities designed to promote
motivation with regard to the target group?
3.7. Communication and cooperation among learners: Does the online course
provide opportunities for communication and cooperation among learners?

8

https://moodle.cooltrainers.at/pluginfile.php/16692/mod_resource/content/1/Kriterienkatalog_moderierte_
Online-Kurse_2010.pdf
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3. LEARNING TASKS AND ACTIVITIES

Yes

Partially

No

Not
Relevant

3.8. Feedback: Is feedback on learning tasks and activities provided by the
facilitator or co-learners?
3.9. Learning-friendly teaching climate: Does the online course support a
learning-friendly teaching climate?
3.10. Varying contexts: Do learning tasks and activities enable the acquisition and
application of knowledge in varying contexts?
3.11. Self-directed learning: Does the online course include learning tasks and
activities that promote self-directed learning?
3.12. Differentiation: Are learning tasks and activities available that offer
opportunities for differentiation and individual support?
3.13. Activation of higher cognitive process levels: Do the learning tasks and
activities promote higher thought processes in addition to facts and rule
knowledge?
3.14. Informal learning: Is informal learning supported in the online course?
3.15. Reflection: Are there occasions for reflection in the online course?
4. LEARNING TASKS AND ACTIVITIES

Yes

Partially

No

Not
Relevant

4.1. Availability and functionality: Are all necessary materials and tools available
and functional?
4.2. Usability: Is the online course designed to be user-friendly?
4.3. Process structure: Is the process structure of the online course clearly
illustrated?
4.4. Learning support: Are support services available or listed for the learning
tasks and activities?
4.5. Interaction tools: Are tools available for interaction between learners and
facilitators or between learners themselves?
5. EVALUATION

Yes

Partially

No

Not
Relevant

5.1. Evaluation by learners: Is learner feedback/evaluation intended to optimize
the online course?
5.2. Evaluation by facilitators: Is feedback/evaluation by the moderators
intended to optimize the online course?
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G) CHECKLIST TRAINER WEBINAR 19

Checklist Trainer Webinar 1

Complies
with

Who is your webinar aimed at? Do you have an exact idea of your target
group?

❏

Have you found a title without using the word "webinar"?

❏

Is it clear from the title what benefits potential attendees will get from
attending your webinar?

❏

Have you clearly described in a short explanation what your participants will
learn?

❏

Can your target group identify with the chosen title and description?

❏

Have you set yourself a goal? What should your participants do after the
webinar? What is the Call-to-Action (CTA)?

❏

Was the date of the webinar chosen to suit the target group?

❏

If you use a presentation: Were all slides adapted to the current webinar? (Tip:
❏
Use full-size photos, use storytelling and metaphors)
Are all technical questions clarified? (Provider)

❏

Are reminder e-mails sent to the registered participants? (Ideally on the
morning of the webinar day and 15 minutes before the webinar starts)
Technical requirements: PC or notebook with built-in camera or USB webcam
and headset with cable, no Bluetooth, good illumination of the trainer's face
(studio light or desk lamp placed at some distance), camera lens at eye level,
professional sound, no feedback or reverberation, avoidance of ambient noise

❏

Choice of webinar platform: Zoom, Skype for Business, Webex Cisco, Edudip,
Spreed, Adobe Connect, GotoWebinar, Google Hangouts, Webinarjam (with
many participants)

9

❏

❏

https://content-marketing-star.de/webinarguide/
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H) CHECKLIST TRAINER WEBINAR 210

Checklist Trainer Webinar 2

Complies
with

Selection of supporting platforms such as Moodle, Wonderlist, Pinterest,
pocket, Feedly, notability, Miro, Electa Live, TUTORROOM.NET, Readytalk,
Digital Samba, Big Blue Button etc. for whiteboards and interactive elements
for learning groups and virtual classrooms etc.

❏

Optimal registration process: Registration page contains all information about
the webinar, announces content and introduces the trainer. It explains any
work materials provided and expected learning outcomes.

❏

Notice to participants in the invitation that due to technical coordination they
will start the registration process about 5 minutes before the start.

❏

A webinar is like a live broadcast: the trainer should register in the seminar
room one hour before the seminar begins. The room should only be "open"
for the trainer. All participants must wait outside.

❏

Start first runs. Is the display quality of the materials correct?

❏

Tip: Save your PowerPoint presentation as images and then insert it image by
image into a new presentation to be 100% sure.

❏

Test all links that are offered in the course of the presentation.

❏

Offer of the link to download the slides on one of the first slides?

❏

Is the chat ready? Is there a public and a private area for participants and
trainers?

❏

15 minutes before the start: All programs should be closed on the computer
so that the full network power is available for the webinar (e.g. closing e-mail,
Evernote, Dropbox etc., which access the Internet in the background)

❏

Have water or tea ready for the vocal chords and do everything beforehand so
that the webinar is not interrupted outside the breaks.
5 minutes before the start: Opening of the room and welcoming of the first
participants.

10

❏
❏

https://content-marketing-star.de/webinarguide/
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Checklist Trainer Webinar 2

Complies
with

Read chat messages from participants out loud when they are intended for all
to ensure live status.

❏

Notice that the webinar will be recorded, or that all those who speak publicly
in the chat will later be visible with their entries and recordings, if this is
desired in the training, before the recording starts.

❏

At the start: Repeated greeting of the participants, reference to the breaks,
the chat rules, questions are allowed at any time.

❏

Observance of the appropriate breaks.

❏

A total webinar duration of 4 hours should not be exceeded.

❏

Installation of questions, surveys, queries depending on the topic at least
every 15 minutes to activate the participants.

❏

Quick change of the slides to create changes in the image section.

❏

Note before the end of the webinar which tasks should be completed by the
participants by the next date.

❏

The full concentration of the trainer on the webinar and the participants is
necessary until the end.

❏

Follow-up: Reminder mail to the participants, by when the tasks should be
completed. Transmission of the recording link of the webinar or dispatch of
documents announced in the webinar (additional content, videos, mp3 files,
studies, etc.).

❏
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I) INTEGRATION OF A CLASSICAL LMS SYSTEM
The training institute provides the corresponding content and tests for the respective course
via the LMS System (Learning Management System). In addition, the Learning Platform
facilitates the exchange between the trainer (tutor) and the participants. The participants can
also chat with each other or send e-mails. Peer groups are also set up, groups of participants
who work together on a case study, a calculation example etc.

J) WEBINARS
In addition to the LMS system, the training institute offers webinars that run on the respective
platform (e.g. Microsoft Teams, Zoom, Cisco Webex, etc.) The webinars last from 1 hour to 4
hours with appropriate breaks.

K) VIRTUAL CLASSROOMS
In addition to webinars and audio or video conferences, it is also possible to present live
content and edit documents together using existing virtual classroom software from the
company or the trainer. The participants are distributed spatially and work together on
projects or tasks. Existing tools for interaction like: Annotation tools in the whiteboard, surveys,
webcams, virtual group rooms and the possibility to change roles during a session can be used.
Currently known providers are: Newrow Smart, VEDAMO, BigBlueButton, LearnCube, Electa
Live, Adobe Connect, WizIQ.

L) MICROTEACHING (MICROLEARNING)11
Microteaching conveys content in small pieces (microcontent). The microcontent can be made
available completely online in the form of eLearning. However, the most suitable approach for
the use of microteaching is blended learning. Here, individual digital morsels are served up
during training. By combining the presence and online phases, the participant gradually
acquires "knowledge" and combines it with his own experiences in practical exercises.

11

https://www.blink.it/blog/microlearning-3-regeln-zur-erstellung-von-lernhäppchen
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M) DIGITAL TOOLS FOR ONLINE TRAINING12
Online quizzes via smartphone, collaborative work on mind maps, digital pinboards and mood
surveys enhance the online training and make it even more lively and sustainable for the
participants.

The following tools can be used - provided that copyright is respected:



One-time e-mail addresses: https://www.byom.de
Test: Key questions on the use of media

Image rights:






Reverse Image Search: www.tineye.com, because of existing image rights on foreign
images for homepages
Free images: https://pixabay.com/de and https://unsplash.com: License CCO - no
indication of source necessary
Creative Commons: regulation of the use of rights
Pictures WIKIPEDIA: Attention, here you have to find out the rights for each picture
Digital media: Attention generally because of rights
- Free images with Google
- https://oldsearch.creativecommons.org/: General search for free content,
always go to the original page

Quizzes and surveys:








12

Straw poll: https://www.strawpoll.me/: Create polls on homepage and send them
via hyperlink
QR Code links: http://goqr.me/de/: Participants' access to different media
Tests in the Learning Platform
Kahoot Quizzes: for small surveys for a group (at the table, PC, mobile phone):
www.kahoot.it (as participant), www.kahoot.com (as trainer, must be registered
for free with Google or Facebook)
Plickers: Quizztool without technical aids of the participants, with cards with which
participants vote, which can be scanned with the Plickers app
Mentimeter: Mood of the participants: www.mentimeter.at (multiple choice test)
Word Cloud: https://www.wordclouds.com or
https://www.jasondevies.com/wordcloud/

Eichinger, DI Thomas / Trainer WIFI Lower Austria, 2020
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Collaborative work:
Working together on documents at the same time in different places, different tools







Google Drive: storage space on the web and many apps, e.g. also working
simultaneously on "Google Office documents", Google Drive Sharing with
examples for group work etc., Google Drive "From Sheet to Text Scan"
Edupad: creation of shared live content, www.edupad.ch
Padlet: digital pinboard, https://de.padlet.com
Mindmap online: many providers
Date finding with Doodle: https://doodle.com/de
Sending large files: https://wetransfer.com

Graphics and design:





Flipchart photos: Microsoft Office Lens and https://www.camscanner.com rectify
flipchart photos
Online image editing: www.pixlr.com or Photoshop
Presentations online: ppt, keynote, https://sway.com, https://prezi.com
YouTube for the distribution of discussed news: Converting PowerPoint presentations into a
YouTube movie (YouTube Creator Studio and live stream): Examples: YouTube Screencasts
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III.

PERFORMANCE MEASUREMENT ELEARNING13

Measuring the success of investments in online training is by no means trivial. How is it to be
measured whether further training has improved the innovative ability of the company?
Increases in production are also usually difficult to quantify directly, or to be assigned casually
to a further training measure at the same time. Nevertheless, there are a number of
possibilities to carry out qualitative as well as quantitative measurements of success.

A) INTERVIEW OF PARTICIPANTS IN TRAINING COURSES14
At the beginning, there is a simple questioning of the training participants, through whose
reactions and statements feedback on the contents, methods, trainers etc. of the online
training can be collected. So-called success stories can also be generated in the process.
Examples of this would be if an employee shows how many hours per week he/she saves, for
example through an online MS Office training course, when carrying out time-consuming
processing procedures when he can instead devote himself to more creative tasks. Or an
employee describes how an online project management training course has helped him in
detail to cope with his last project.

B) EVALUATION OF PARTICIPANTS
Participants anonymously complete participation evaluations to assess the trainer and the
course.

C) TRAINER REPORT
The trainer keeps records of the training course and, after the training, prepares a report on
the progress of the training, the progress of the participants and possible future training needs.

13

https://www.lecturio.de/magazin/teil-2-digitales-mitarbeiter-training-in-2017-erfolgreiche-

14

https://www.lecturio.de/magazin/teil-2-digitales-mitarbeiter-training-in-2017-erfolgreiche-

implementation/
implementation/
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D) ONLINE TESTS15
With the help of tests in the form of quiz questions, multiple choice tests or similar, the learning
progress of each employee can be measured individually. This measurement is useful when
the successful completion of the training can be equated with success. Examples of this are
legally required training courses.

E) STATISTICS LEARNING PLATFORM
In the learning platform, evaluations of the number of participant hours and the degree of
completion of the courses in percent are generated.

F) FEEDBACK MEETINGS16
Supervisors or colleagues of employees can assess in feedback interviews whether and to what
extent the new training knowledge is applied in everyday work. Learning goals that were
differentiated before the training can be measured afterwards in the practical implementation
in everyday work.

G) QUANTITATIVE MEASUREMENTS17
There are certainly scenarios in which quantitative measurements are also possible. For
example, it is possible to measure whether the closing rate of sales employees improves after
online sales training or whether customer satisfaction values increase after customer service
training. Especially in production, throughput, error rate or accident frequency can be
measured before and after the implementation of training measures.

15

https://www.lecturio.de/magazin/teil-2-digitales-mitarbeiter-training-in-2017-erfolgreiche-

16

https://www.lecturio.de/magazin/teil-2-digitales-mitarbeiter-training-in-2017-erfolgreiche-

17

https://www.lecturio.de/magazin/teil-2-digitales-mitarbeiter-training-in-2017-erfolgreiche-

implementation/
implementation/
implementation/
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IV.

ELEARNING LEXICON

ABCDEFGHIJKLMNOPQRSTUVWXYZ
Action Learning18
Action Learning is a method of controlled experiential learning. It is used in companies or other
organizations to integrate learning into daily business. With Action Learning the participants
learn on a high quality level and at the same time solve business relevant problems. With Action
Learning, companies can make better use of the experience, competencies, skills and potential
of their employees. Action Learning ensures a sustainable implementation of results and
makes it possible to achieve business objectives better, faster and more effectively (see also
Virtual Action Learning).

Adaptive Learning Systems (Intelligent Tutoring System (ITS))19
Adaptive Learning Systems give learners additional control over learning content in the sense
of personalized learning environments. It is intelligent software that acts like a tutor and makes
specific suggestions for learning content to the learner based on his or her user behavior. In
addition to an inconspicuous analysis of the behavior in the background, the tutorial system
asks the user about learning speed, degree of difficulty, comprehensibility and learning needs.
Subsequently, the user is provided with necessary learning topics, an optimized learning speed
and, if possible, the learning content in the optimal form. Nevertheless, the user learns in a
self-determined way by correcting the learning speed, changing the display format and
choosing a different learning topic. Due to the increase in competence associated with the
tutorial system, the actual tutor (teacher, lecturer) has more time to individually accompany
the learning process. This change of role is accompanied by a more pedagogical qualification.

Application Sharing20
Any application (e.g. Microsoft Word) that is not intended for cooperative work is started at
one participant's site and made available to other participants.

18

https://www.fct-akademie.com/fachbegriff-lexikon/

19

https://www.lecturio.de/magazin/eLearning-lexikon/

20

https://www.seminarmarkt.de/Infothek/Application-Sharing, 153001#fromList
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Asynchronous Communication21
In contrast to synchronous communication, there is always a time offset between the
communication contributions in asynchronous communication. Examples of asynchronous
forms of communication in virtual space are e.g. discussion forums, or communication via email. The traditional counterpart to asynchronous communication is correspondence.

Authoring Tools (Visual Programming Environment)22
Authoring Tools are used to create digital learning content. These are programs that enable
the easy integration of text, images, video and audio formats. Programming skills are not
usually required. Authoring tools enable the user (tutor) to create interactive and noninteractive content, query knowledge and allow the use of external formats (e.g. PowerPoint).
The interface of the learning application that can be created is interactive and provides
feedback to the user of the learning application. Explanatory displays and feedback on
incorrect and correct answers are supported by default. The answers of surveys or tests are
tracked and evaluated with feedback.
For example, if the interface SCORM (Shareable Content Object Reference) is supported, the
learning content can be fed into learning management systems (LMS).
Authoring tools are e.g. eXelearning/New Zealand, Udutu/Canada, Articulate Studio,
Techsmith Cantasia, Adobe Captivate.

Blended Learning (Hybrid Learning, Multi-Method Learning)23
Blended Learning is the combination of different learning methods, learning activities and
learning media including eLearning, for example the opposites virtual/non-virtual,
synchronous/asynchronous, etc. combined with each other. Blended Learning can be
implemented through individual learning, but above all through learning in a learning group.24
The tutor creates a curriculum, taking into account the eLearning possibilities, in which online
and presence phases alternate and build on each other didactically.25 By making optimal use
of the strengths of eLearning in the preparatory and follow-up phases, the transfer of

21

https://www.fct-akademie.com/fachbegriff-lexikon/

22

https://www.lecturio.de/magazin/eLearning-lexikon/

23

https://www.fct-akademie.com/fachbegriff-lexikon/

24

https://www.fct-akademie.com/fachbegriff-lexikon/

25

https://www.lecturio.de/magazin/eLearning-lexikon/
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knowledge is ensured. In the presence phase, the focus is not on knowledge transfer but on
the implementation of knowledge.

Blog26
Blog is a shortened form of the word web log. A blog is a kind of diary, which is either kept on
a website or which is realized entirely as a website. In a blog usually one, sometimes several
people publish their opinions, ideas, views, etc. These can be commented on by others,
provided they have the appropriate permission.

Business Impact Projects (BIP) – Strategic Learning Projects (SLPs)27
Business Impact Projects are projects with business relevance, which are processed within the
framework of Action Learning and are completed with a measurable result for the business.

Chat28
Chat is a synchronous form of communication via a computer network, usually via the Internet
or the organization's internal intranet. In chat, participants communicate with each other by
typing short text messages. All participants in a chat can follow this dialogue in a screen
window. In the learning area, chats can be used to initiate live events, for example, where
experts in the chat are available as contact persons. Chat can also often be found as a second
communication channel in virtual real-time classrooms.

Collaborative Learning29
Collaborative Learning refers to learning in and from groups. The term "e-collaboration" refers
to forms of learning and working in which the cooperation of spatially distributed persons is
made possible through the use of electronic communication and information media.
Collaborative learning not only involves the transfer of knowledge, but above all the joint
development of new knowledge and the exchange of experiences between the participants.
Collaborative Learning is attested to be highly effective in a pedagogical context.

26

https://www.fct-akademie.com/fachbegriff-lexikon/

27

https://www.fct-akademie.com/fachbegriff-lexikon/

28

https://www.fct-akademie.com/fachbegriff-lexikon/

29

https://www.fct-akademie.com/fachbegriff-lexikon/
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Computer Based Training (CBT)30
Computer Based Trainings (CBT) are courses structured according to learning techniques or
learning materials on data carriers such as CD-ROM or DVD. Unlike Web Based Training (WBT),
it is not necessary for the PC to have a connection to the Internet or Intranet during the learning
session.

Digital Natives31
The term Digital Native refers to people who have grown up and are familiar with digital media
and the concepts and technologies associated with it. This refers primarily to the way they
handle media and technology, rather than the age or generation to which the digital natives
can apparently belong. The counter-concept to Digital Natives is that of the Digital Immigrant:
It refers to people who only came into contact with new media and technologies in adulthood.

Digital Immigrants
The counter-concept to Digital Natives is that of the Digital Immigrant: it refers to people who
only came into contact with new media and technologies in adulthood.

Distance Learning32
Through the new, Internet-supported media, Distance Learning has become a very important
supplement or alternative to face-to-face learning. Distance Learning comprises the media
presentation or transmission of learning content, synchronous and asynchronous teaching and
learning from a distance as well as multimedia communication and cooperation between the
online trainer and the learners and between the learners themselves.

Distance Management33
Distance Management is the organization and control of cross-location cooperation as well as
the acquisition of intercultural competence and international or intercultural communication.
Accordingly, Distance Management includes distance leadership, distance collaboration and
work in virtual and international teams, especially in project teams.

30

31

https://www.fct-akademie.com/fachbegriff-lexikon/
https://de.ryte.com/wiki/Digital_Native

32

https://www.fct-akademie.com/fachbegriff-lexikon/

33

https://www.fct-akademie.com/fachbegriff-lexikon/
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ELearning34
ELearning is a form of learning that is supported or enabled by information and communication
technologies. The use of eLearning ranges from language learning programs on CD-ROM and
DVD to elaborately designed web-based eLearning courses. In these courses, learners can work
on complex subjects alone or in groups.

Forum35
In (discussion) forums, participants communicate through the asynchronous exchange of text
messages. The typical arrangement, in which replies to existing posts are hierarchically
subordinated, creates a building structure in the forum that allows parallel processing of
different topics. The structure of the forum enables you to structure the topic threads and
document the course of the discussion. Forums are an important component of collaborative
learning.

Gamification36
Gamification refers to the use of playful elements in an originally game-free environment, e.g.
in a training session. By integrating typical game components, the motivation and attention of
the participants shall be increased and variety shall be brought into the training.

Groupware37
Groupware is software that supports collaboration in a group over time and/or space.
Functions of groupware systems can be for example shared calendars and contacts, shared file
storage with versioning functions or shared messaging systems, etc. Groupware systems often
include synchronous elements.

34
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Live Web Learning38
Live Web Learning (web conference, virtual (real-time) classroom, real-time learning, webinar,
etc.) refers to learning via the Internet in real time. In Live Web Learning, the learners meet
the trainer or tutor in a virtual learning room, in which they communicate via voice and most
times via video conference. In this room, Live Web Learning can be used to show presentation
materials, work on an electronic flipchart or whiteboard, create shared documents, take tests
or work on group assignments. Numerous other functions in Live Web Learning simulate
learning in a classroom; so that many learning situations in classroom instruction can now be
covered by Live Web Training.

Environments (VLE)39
A learning management system is a web-based learning environment that not only provides
learning content, but also takes over communication and administrative tasks:














User administration: Users can log in via an encrypted connection. Usually one entry
into the database is made per registered email address. For the analysis, the operator
of the learning platform has additional statistical tools at his disposal.
Course management: Tutors provide learning content that can be uploaded and edited
via an interface. Courses are created.
Assignment of roles and rights: Learners, tutors, system administrators and clerks
require different access to the LMS, which is met by a role and rights assignment
system. Roles and rights are assigned by the administrator. Additional roles can be
created.
Communication: The LMS provides users with communication options. These include
chat, forums and commentary functions. Communication is asynchronous by default or
is synchronized through chat, virtual classrooms, etc., if available.
Learning tool: The LMS provides appropriate tools for the individual organization of
learners and tutors. These include notes, calendars, pin boards and interactive
whiteboards. In addition, users must be able to customize the learning environment to
suit their own needs.
Play/visualize the digital learning content in the browser: The user does not need to
install any additional software locally on his computer. The LMS displays a message if
the browser needs to be updated in order to use all the system's functionalities.
Storage of individual learning progress: This function increases above all the usability of
the learning platform and is a standard requirement for an LMS.
Quiz environments are not yet standard requirements, but they are easy to implement
and manage. These are interactive questions that can be uploaded via an interface and
subsequently linked to the content in a targeted manner via the course administration.
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Microteaching (Microlearning)40
Microteaching refers to the acquisition of content in small learning units. Within a few minutes
(approx. two to 15) and in small stages, concrete learning goals are achieved, which are
oriented towards a superordinate goal. Through regular learning in short units and through
targeted repetition, content is better internalized, which also strengthens the transfer into
practice.
Different Forms of Microteaching






Short training videos
Playful elements like a quiz (keyword: gamification)
Clear information graphics
Digital flashcards
Interactive features

Mobile Learning (M-Learning, mLearning)41
Mobile learning takes place via mobile and personalized end devices such as the tablet or
smartphone and is realized via installable apps. From a technical point of view, mobile learning
is therefore even more individual than web-based training. It can be learned at any location.
An essential feature of mobile learning is that the learning units must be written in small
nuggets, because users are interested in using mobile learning content, especially when waiting
somewhere for a short time. Ambient noise and distractions must be taken into account as
well as the immediate stopping and playing of the learning content. For these reasons, a 1:1
transfer of web-based training into M-Learning is not reasonable.
Mobile Learning increases the motivation to learn and the learning success as well as the
learning efficiency and improves the learner's attitude towards M-Learning.

MOOC (Massive Open Online Course)42
MOOC means online courses accessible to the masses. MOOC is useful if events and learning
content are to be made accessible to a very large number of participants. Webinars and learning
tracks can be made available online in this way together with tasks.

40
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Online Training43
An online training course is conducted in whole or in essential parts via the Internet or the
organization's own intranet. This includes, for example





Distribution of the learning materials
Working in spatially distributed learning groups
Communication in learning rooms
Learning through Live Web Training

Online training is now often combined with face-to-face events.

PAS Certification44
PAS (Public Available Specification) is a publicly available specification that describes products,
systems or services by defining features and specifying requirements. Various PAS
certifications are also available for training companies and their offerings.

Presence Event (Classroom Training)45
Face-to-face events are events in which the participants and trainers face each other face-toface, e.g. in the seminar room. In the various variants of online learning, face-to-face events
are often conducted as face-to-face workshops rather than face-to-face seminars. In the faceto-face events or face-to-face workshops, the online learning is practiced in a practice-oriented
way.

SCORM (Sharable Content Object Reference Model)46
SCORM is a web-based interface for importing and exporting digital learning content into
eLearning management systems and is a standard feature.
The properties of the SCORM model include



Ubiquitous access to digital learning content
Minimization of time and costs
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Reuse and combination of learning modules from different learning programs of
different manufacturers
Subsequent editing of the digital learning content

The SCORM standard is constantly being developed and it is recommended that the current
standard be used. Currently, the SCORM standard 1.2 (2001) is considered the most
compatible standard. The most recent SCORM standard is SCORM 2004 4th Edition from
March 2009.

Simulations (Computer Simulations)47
Simulations are computer programs in which users carry out virtual experiments in a controlled
environment to gain experience. Actions of the user are evaluated as inputs into the
mathematical model on which the simulation is based. Simulation models simplify real
conditions to a controllable degree and must follow a didactic concept that enables learning
effects and knowledge transfer. Simulations are usually accompanied by tutorials to introduce
the users to the program and to provide assistance as required and necessary.
Providers of simulations have various possibilities to support this learning process:






For didactic reasons, concrete exercises that show the procedure for conducting
experiments are included as an introduction to the simulation.
Explanations and background information can be stored in the program. This protects
the user from potential cognitive overload.
Planning tools, such as a notepad, facilitate the execution of experiments.
Instruction notes facilitate the start of the simulation.
You can gradually increase the complexity of the simulation.

Social Media48
Social Media are digital media and technologies on the Internet that enable users to
communicate, collaborate, share and create content together. They are used in numerous
areas, including learning.
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Social Learning49
Social Learning is generally understood to be the generally informal learning from and with
each other, which, in addition to content goals, also has the improvement of social competence
as its theme. The use of social media also promotes social learning between people who are
physically distant from each other.

Synchronous Communication50
In the context of virtual communication, synchronous communication means that
communication contributions take place directly one after the other or simultaneously.
Examples of synchronous communication media are chats, video and audio conferences, or
the simultaneous editing of content in a virtual real-time classroom. Traditional synchronous
communication situations are e.g. telephone calls or conversations in which the conversation
partners face each other face to face.

Tutor/Tele-Tutor/Online Tutor51
In online and distance learning, the tutor is the supervisor and learning guide of the
participants. Learners are supervised with the help of synchronous and asynchronous
communication media. The tutor is of particular importance in online training. In contrast to
traditional learning, the learner and the tutor are physically separated from each other. An
important task of the online tutor is therefore, in addition to the content-related management
of the participants, the development of an emotional bond between the participants and the
person of the online tutor and the other participants. The online tutor has to build and maintain
the participant's motivation. The online tutor has to observe the participants closely despite
the distance in order to detect and correct possible problems early on.

Virtual Classroom (Virtual Real-Time Classroom)52
Virtual Classrooms are web-based tools to support collaborative learning and working. Most
often you will find audio and video conferencing features, live presentation tools, and the
ability to work together on documents. The functions support spatially distributed persons in
their collaboration. Virtual Classrooms can be used to enable joint work on projects or tasks.
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Learning content can be presented in Virtual Real-Time Classrooms or expert lectures can be
integrated. Virtual Real-Time Classrooms are used to implement live web training.
Virtual Classrooms also provide tools for interaction and collaborative exchange. These
include: Whiteboard annotation tools, polls, webcam, virtual group rooms and the ability to
change roles during a session.

Web Based Training (WBT)53
With a Web Based Training course, learning content is provided on a web server and not on a
data carrier such as a CD-ROM/DVD, as with computer-based training. In the case of Web
Based Training, the content can be made available via the Internet or intranet. Web Based
Training offers all the possibilities of computer-based training, but has additional advantages.
Web Based Trainings ensure immediate and worldwide availability and better possibilities for
content updates. Of course Web Based Trainings can also be integrated into a supervised
learning process such as a WebQuest. By using accompanying elements such as forum
discussions, Web Based Trainings achieve a higher effectiveness than isolated computer based
trainings, which the learner works on without supervision.

Webinar54
A webinar is an information or sales event, a lecture or small online "seminar" of an average
length of 30 to 90 minutes, which takes place at fixed times on the Internet and is broadcast
there.
On one side of the webinar is the webinar presenter ("moderator"), on the other side the
webinar participants. These participants can be 5, 10, 50 or even several hundred. Only in
exceptional cases is a webinar or a single webinar date aimed at just one participant.
In general, a webinar is designed for several participants at the same time. The webinar
provider invites the participants to his home or office, figuratively speaking "like a webcam".
However, not to look at his private life. Rather, he uses text and sound to introduce the
participants to a presentation that he has prepared on his computer and now presents.
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WebQuest55
WebQuests are complex, computer-supported teaching-learning arrangements on the
Internet, which promote action-oriented and self-directed, sometimes autonomous learning.
The procedure in a WebQuest is very precisely defined by a multi-level concept.
In a WebQuest, after an introduction to a real problem, the participants are given a task which
they work on in learning groups with the help of given authentic information sources. Primarily
these sources are accessible on the Internet and are retrieved there. However, other material
can also be used, e.g. from computer based trainings, Web Based Trainings), learning booklets,
expert input in the virtual real-time classroom, books, magazines, etc. Besides learning in a
team, the WebQuest also focuses on the independent work of the participants, which should
lead to the independent construction of knowledge.

Whiteboard
A whiteboard is an electronic white board that appears on the computer of the participants
and allows them to exchange texts, graphics, etc. among themselves, to work on them together
and then to save them as work results.

Wiki56
A Wiki is a hypertext system whose contents can not only be read by users but also changed
online. This feature is provided by a simplified content management system, the so-called Wiki
software or Wiki engine. The wiki uses an easy-to-learn markup language to edit the content.
Learning platforms are now generally equipped with a Wiki. One of the best known Wikis on
the Internet is Wikipedia.
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I.

INTRODUCTION

It is a fact that in the company, as in most organizations, different people have coexisted: by culture,
by gender, by origin… by generation.
Currently, we can find up to five generations in our companies: Traditionalists (born before 1956),
Baby boomers (born between 1956 - 1970), Generation X (born between 1971 - 1981), Generation Y
(born between 1982 - 1992), and the last to join, Generation Z (born between 1993 - 2010).
But if different generations have always coexisted in the company, why is it a challenge for
organizations today to work with different generations?
Globalization, demographic change and the level of development of new technologies in business and
everyday life have accelerated changes and differences between generations.
Then, how should we take advantage of the strengths and minimize the weaknesses of different
generations? How do we grow these different talents, and ultimately grow our business?
The company’s workforce is made up of the youngest employees who are digital natives and senior
employees who are digital immigrants.
These digital natives have another vision in the way they communicate, they use social media and they
process work. They have powerful knowledge which enrich the processes and the business.
The company have to take advantage of these competences and knowledge. One way it is the transfer
of expertise between employees using the mentoring.
But what is mentoring1? It is the act or process of helping and giving advice to a younger or less
experienced person, especially on the job or at school.
In the traditional mentoring the long-term experienced staff gives support to some new employees
who needs develop and acquire know-how.
The senior employees usually have the highest responsibility and key experience, and they have a
specific expertise in the business. Usually, they are few and they are in the top of the learning pyramid.
In other hand, the new employees are in the bottom of the learning pyramid, they have generic
knowledge about the business, but they wish to acquire new abilities.
In the Reverse mentoring, the learning pyramid is reversed and relates a junior employee with
excellent digital skills with a senior employee who have less. The youngest employee becomes the
mentor, and it allows the junior staff to lead and accelerate the technological change of their
companies.

1

https://dictionary.cambridge.org/dictionary/english/mentoring
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Reverse mentoring is a social exchange tool, which will leverage the expertise of both generations, by
being perceptive of their different needs, value systems, and work demands.

Traditional Mentoring

vs

Learning pyramid

Young staff with technical
knowledge

…reversed

Support

Long-term experienced staff
Support

Reverse mentoring

New employees

Experienced staff… thirst
for knowledge

Reverse mentoring is a good opportunity to bridge the intergenerational digital gap, as well as
fostering more technological habits and at the same time developing leadership skills. It is a dynamic
where both the mentor and the mentee participant enrich each other and acquire new knowledge.
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It is expected that the development of one-to-one relationships should help reducing assumptions
and negative stereotypes and even highlight similarities.
Reverse mentoring relationships are characterized by several elements:
1. Unequal status of partners with the mentee, rather than the mentor, the senior member in
the hierarchy of the organization.
2. Knowledge sharing with the mentee focused on learning from the mentor’s technical or
content expertise and generational perspective.
3. Emphasis on professional and leadership skill development of mentors.
4. Commitment to the shared goal of support and mutual learning.
Organizations as well as participants must be aware of these structural and content-based
characteristics in order to effectively manage reverse mentoring relationships.

Benefits of Reverse Mentoring Program:









 For the Mentor
Self-confidence

Personal
and
career 
developmentto decision making 
Contribution
Gaining
experience
Leadership
development
Negotiation skills
Decision-making
ability
based on knowledge




 For the Mentee
Ability to adopt change
Lifelong learning
Positive
image
management, participative
management
Leadership
development
(esp. to be a leader for Y-Gen.)




Multi-skilling, parental capabilities 
Learn to gain support of employees 









Innovation and creativity skills

Decreasing generational conflict 

Innovation and creativity skills
Decreasing generational conflict






Data-driven decision making
concerning
different
customer segments



Understanding expectations of
Y- Gen. consumers



 For the Organization
Open communication
Learning organization
A path to a flattening
organization
Productive organization,
organizational
image
management
Employer brand
Organization citizenship,
strengthen psychological
contract
Attracting and retaining
talent
Positive
psychology,
motivated employees
Customer-oriented
organization
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II.

METHODOLOGY

The primary career function is the sharing of skills, knowledge and understanding in terms of technical
or digital expertise and generational perspectives. The expectation is that the mentor shares his or
her expertise on topics such as technology, social networks, subject-matter advances, generational
trends, diversity, risk taking, or understanding a global perspective. In return, the mentee may also
share expertise on such topics as organizational issues, job responsibilities, or career planning and
development.
As the relationship develops, both parties exchange psychosocial functions through the process of
mutual sharing, open discussion, and learning from one another’s life experiences.
Younger mentors offer new ways to understand problems, learn, and develop ideas. In contrast, more
experienced mentees model appropriate professional and interpersonal skills, and demonstrate the
career benefits of a commitment to continuous learning.
It is important to be sensitive to individual differences among participants in reverse mentoring
relationships. In particular, the structural role-reversal requirements of reverse mentoring may be
challenging for both mentor and mentee.
Individuals’ growth may be limited due to gender barriers, including a lack of diversity in senior
management, intimacy concerns, stereotypes, and power dynamics.
In reverse mentoring, these issues may be magnified when younger and less experienced members of
the minority are in the role of mentor instead of mentee.
The personalities of participants will also affect the development of reverse mentoring relationships.
Personality traits that reflect comfort in social situations, such as extraversion, are associated with the
successful initiation of mentoring relationships. Certain personality characteristics are likely to make
mentors more attractive to mentees, such as ability, competence, and willingness to learn.
Consideration of these individual differences is important in the selection of participants, particularly
mentees, who will need to be sensitive to such issues.
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OUTCOMES OF REVERSE MENTORING
Organizational Outcomes







Talent Management
Social Equity and Diversity
Bridging technology gaps
Understanding trends and customers
Driving innovation
Organizational learning

The positive outcomes for organizations that extend from individual participants are numerous. For
organizations, reverse mentoring is an innovative tool for talent management, recruiting and
retention, improving social equity and diversity, bridging technology gaps among employees,
understanding trends and customers, and driving innovation. In addition, the individual learning of
participants may extend to organizational learning and promote a culture of continuous learning.

Increasing Millennial
Retention

In addition to flexible
environments
and
socially
responsible missions, millennials
demand continuous learning and
transferable skill development,
personal fulfillment, and clear
opportunities
for
career
advancement.

In
this
structure,
millennials feel valued for their
contributions, gain unparalleled
access to networking with senior
leaders and benefit from exposure
to alternative career paths.

Improving Diversity
and Inclusion

Reverse
mentoring
pairings can breed diverse &
inclusive workshop by bridging the
gap between populations diverse
in age, exceptionalities, ethnicity,
and gender.

By paring leaders with
employees
from
different
backgrounds,
both
develop
empathic perspectives and reduce
unconscious biases.

Staying Abreast of
Technological
Advancements

To maximize the potential
value of technologies must put
humans
in
the
loop
–
reconstruction work, retraining
people, and rearranging the
organization.

Ensure the mentoring
program is tied to a strong business
need,
appropriate
pairings,
through guidelines and clear goals.
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Mentor Outcomes
For mentors, the main benefit of participating in a reverse mentoring relationship is their own
leadership development and the experience of managing a professional mentoring relationship.
Through interactions with seasoned executives, young professionals gain organizational knowledge,
such as insight into the leadership hierarchy of the organization and learning how to navigate and get
work done in the organization.
The direct, one-on-one exposure to baby boomers in the workplace challenges mentors to understand
differing work values and approaches and to communicate effectively.
Through the process of reverse mentoring, mentors should increase personal learning in terms of
improved interpersonal skills such as self-disclosure, active listening, empathy, and feedback.
Reverse mentoring should expand mentors’ intra organizational network, thus increasing their social
capital in the organization, which is the ability to gain access to the resources of others through social
ties. Mentors who develop strong ties with their mentee, typically an executive with whom they would
otherwise be unlikely to interact, may also gain access to their mentees’ network both within and
beyond the organization.

Mentee Outcomes
For mentees, the primary benefit of participating in a reverse mentoring relationship is the
opportunity to learn the newest content knowledge or technical skills and gain exposure to the
perspective of new organizational entrants.
Through one-on-one interactions with millennial mentors, mentees also acquire leadership skills
through an increased ability to understand and communicate across generations in the workplace. In
the process of reverse mentoring, mentees are reintroduced to employees on the front lines of the
organization, and through relational learning they gain a fresh perspective on the network of
relationships in which their job is embedded.
In successful relationships, mentees develop a strong tie to their mentors as well as learn the newest
technologies and social networking media. This process should enable mentees to expand their
network and enhance their social capital through an increased intra organizational base of loyal
support.

MAIN CONSIDERATIONS
1. The ongoing support by leaders at all levels of the organization, is necessary to encourage the
commitment of participants to the process of reverse mentoring.
2. Attention to understanding participants, their skills, and their needs, is important for the
matching process.
3. Training for a reverse mentoring program for increasing the personal competence of mentors
and mentees, to improved commitment to mentoring, support exchanged, and perceived
program effectiveness.
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4. Reverse mentoring relationships, particularly due to the technology savvy of millennial
mentors, will benefit from the use of a combination of face-to-face meetings and electronic
media.
5. The Reverse Mentoring coordinator would play a pivotal role by recruiting mentors, holding
regular reviews of the progress of the system, acting as an arbiter in any disagreement or
dispute (for example between mentor and mentee) evaluating and amending the system,
planning for the training of mentors.

REVERSE MENTORING PROCESS
DEFINING THE OBJECTIVE

SELECTING THE PARTICIPANTS

GETTING STARTED

REGULAR MEETINGS

FINAL EVALUATION

The focus of the project

Open process to participate

Kick off

Introction session

Possible improvements

Establish general objectives

List potencial candidates

Trainings

Setting goals

Satisfaction

Collect information

Introduction of the
participants

Sharing experience

Duration of the programme

Matching

Action Plan
Exchanging impressions

STEP 1: DEFINING THE OBJECTIVE

Evaluation and sheduling

There are many potential approaches of reverse mentoring like diversity, technology, tendencies,
etc… for this reason, is needed to define the approach of your program. In the context of CVETNET
the right focus will be: Improve the digital skills of the employees and improve the integration of
different generations in the workplace.
 Decide the focus of the reverse mentoring project.
Once the focus is decided then the following step is to think specific and measurable objectives to
achieve it, because there are a lot of many issues to address. But where do we begin for?
 Establish general SMART objectives considering the focus of the project.
These objectives depend on the employee’s needs to enhance his/her performance work and can be
around the digital competencies, social media, digital tools, or digital tendencies. This information can
be obtained by Human Resources(coordinator) of the company through interviews, surveys or
questionnaires, like the diagnosis learning needs questionnaire of the CVETNET project2.
The company or Reverse Mentoring coordinator can use the SMART OBJECTIVE technique to set
learning objectives up.
One example can be: Improve 2 digital competences and 2 digital tools from level 2 (basic) to level 4
(advance) in 10 sessions of reverse mentoring, depending on the performance workplace of the
mentee.

2

https://cvetnet.com/publications
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The General Objective of the project will determine the duration of the reverse mentoring process,
for this reason, the coordinator will establish the needed time to achieve it. The duration will also be
conditioned by the type of specific skills and knowledge to be acquired by the mentee, and the depth
in which the coordinator want / can influence. For example, the duration of the session can be
between 1 to 2 hours and the duration of the process can be between 5 to 10 sessions.
 Establish the duration of the reverse mentoring.
These guidance objectives will be the basis to start the reverse mentoring, although session by session
mentor and mentee will be working on others that are even more concrete and specific.
This phase will have an estimation duration about one month.

STEP 2: SELECTING THE PARTICIPANTS

Mentor and mentee have to have the win-win vision of the reverse mentoring to create a respect and
openness relationship, to generate trust between them, and an efficient practice to achieve the
objectives. More fore, the mentor candidate should have the appropriate digital and coaching abilities,
not all digital natives can be mentors like not all digital immigrant can be mentees.
The coordinator has a lot of information to match a mentor with mentee because Human resources
of the company knows about workplaces and their personal and professional competencies necessary
for good performance, as well as information on current company employees.
If this is taken into account, the first step in select the participants is waking the candidate’s interest
up to participate in the reverse mentoring.
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 Communicate the open process to participate in the reverse Mentoring
The communication with media content or articles about what is Inverse Mentoring and which
benefits can be obtained the potential candidate, it is a good way. The potential candidates have to
be identified to participate.
 List some potential candidates to participate.
After the communication, the coordinator will collect information about the candidates through
surveys, questionnaires and interviews.
 Collect information about potential candidates.
The candidate (mentor and mentee) can answer some questions from this template “Potentials
candidates to participate in the reverse mentoring”:
POTENTIALS CANDIDATES TO PARTICIPATE IN THE REVERSE MENTORING
Name and surname:

Date:

Answer the following questions:
What’s your LinkedIn URL?
Would you like to be a Mentor/ mentee?
What’s your current job function?
What are you greatest strengths?

What areas would you like to develop in?

What’s the first thing you want to get out of this mentorship?

If you had to describe yourself…

What are some challenges you are experiencing and trying to overcome in your role at the moment?

What does mentorship mean to you?

Instructions: Mark with an X the level of knowledge and skill in the following areas.
(1-none, 2-basic, 3-medium, 4-advanced, 5-expert)
1-none
For example : Digital Competence

2-basic

3-medium

4-advanced

5-expert
12
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Digital Competence 1
Digital Competence 2
Digital Competence 3
For example: Digital Tool
Digital Tool 1
Digital Tool 2
Digital Tool 3
Digital Tool 4

In this template the coordinator can observe some aspects of the candidate’s personality and some
aspects of the digital fields that will be object of the reverse mentoring, related with the expected
learning outcomes. In addition, the coordinator will know who intends to voluntarily participate in
reverse mentoring, for which a certain attitude of openness, commitment and motivation is needed.
 Match the mentor with the mentee
The Reverse Mentoring Coordinator will match a mentor (who has de knowledge and expertise) with
mentee (who has a learning need) taking into account the results of the questionnaires like
competencies, expectations and personality similarities. Additionally, prior to the matching process,
an interview between the potential candidate and the coordinator is recommended.
 List definitive couples to participate.
After all, the coordinator will obtain a list of definitive pairs of reverse mentoring to carry the process
on.
This phase will have an estimation duration about one month.

STEP 3: GETTING STARTED
Up to this point, the objective of the project has been defined and the pairs that will work together
have been established. Now the kick-off of the reverse mentoring can start.
Human Resources department (coordinator) starts the reverse mentoring doing the next tasks:
 Send an individual welcoming mail to mentor and mentee informing about the role and the
reasons why is mentor or mentee and give some information about the pairs (role, name, mail
and department).
 In the same mail attach the document “Principles from the Reverse Mentoring” (see Appendix
A) and inform about the General Objective of the process established in the STEP1.
 Coordinator send a second mail to the mentor attaching the following steps to start the
process:
o Sent a message to the mentee introducing yourself
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o
o

Ask the mentee for a short bio to introduce him/her
Send to mentee “Mentorship goal-setting framework” to fill it before the session
number 1.

The “Mentorship goal-setting framework” template filled by the mentee will be use one in each
session and it help mentor and mentee to establish little and specific objectives needed to achieve the
General Objective of the Reverse Mentoring process.

Here an example of temple of “Mentorship goal-setting framework”:
MENTORSHIP GOAL-SETTING FRAMEWORK
SESSION NUMBER:
MENTEE’S NAME:
GENERAL OBJECTIVE OF THE REVERSE MENTORING PROCESS:

DATE:

1. FIGURE OUT YOUR GOALS
a) In 5 minutes write your goals:

b) Look through, curate an prioritize the goals that you want formalized.

2. SMART GOALS (Specific, measurable, achievable, relevant and time based):

3. CREATE THREE PHASES FOR EACH GOAL
a) Phase 1: The aim here is to just take a step. Make it very easy to achieve. Examples:
register for two networking events; download a smartphone app.

b) Phase 2: Provides the “development” of the goal. The main action phase. Examples:
meet-up with the two executives; use the app during 10 minutes every day.
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c) Phase 3: Make it familiar. become a habit. Examples: Send emails to people you
met and get feedback from networking events; maintain new habit of use the app.

To be a good mentor, there are a lot of techniques to create reflection, support and constructive
feedback. A basic mentor training is recommended that it be provided by an expert in the field, for
example an expert mentor or coach. However, the trainer has some examples in the Appendix A
“Mentor Training”.

STEP 4: REGULAR MEETINGS
Before the first meeting, the pair knew by mail so now it is important introducing face to face and
explain their motivations to start a reverse mentoring, creating bond and the beginning of the
relationship. In all session this introduction part is important to create a confidence and respectful
relationship, being the first meeting the most.
Then, the work can start!
 Co-create the relationship between them: remember the roles with the template “PRINCIPLES
FROM THE REVERSE MENTORING”, establish the schedule of the meetings and place to do the
reverse mentoring.
 Setting the goals. The mentor reviews with mentee “The Mentorship goal-setting framework”
sent days before. These goals have to be practical, useful and synchronized with the General
Objective established by the company.
o The mentor pay attention to understand mentee and helps to define SMART
objectives to achieve the General Objective, if they are not enough clear.
 The mentor begins sharing experience, knowledge and advises. The mentor proposes
activities and little challenges to mentee to try and look for opportunities and limitations.
o The mentor has to be emphatic and have openness attitude, asking open questions
to mentee to generate reflection and challenges. (See “Mentor Training in Appendix
A)
 The mentor recommends mentee tasks and resources like books, events, podcasts or blogs.
 During the mentorship, the mentor will have a “Reverse Mentoring Worksheet” template to
fill. But at the end of the session, mentor share the evaluation template with mentee who can
enrich according to him/her point of view as a mentee. In this template you can find some
indicators to observe and check the steps of the dynamic of the reverse mentoring. It is the
opportunity for both sharing them feelings, elements to improve and progress.
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REVERSE MENTORING WORKSHEET
SESSION NUMBER:
MENTEE NAME:
MENTOR NAME:
Has the welcome at the start of the session occurred?
Has the relationship been reviewed?
Define the SMART objective of the session:

DATE:

Yes/Not
Yes/Not

What activities has the mentor proposed to the mentee?

What recommendations has the mentor to mentee made?

List the learning outcomes of the mentee.

Mentee commitments before the next session

What aspects would you highlight of the relationship maintained in the session?

Elements of improvement in the process

Other comments:
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 Before ending the session, 15 minutes, mentor and mentee will exchange their points of view
and feelings on the session through the “Reverse mentoring Worksheet”. The purpose is to
improve the aspects of the mentorship and to create a sincerer and close relationship.
 The mentor send an email to the mentee attaching:
 The definitive shared “Evaluation template of the session”
 The “The Mentorship goal-setting framework “to fill before next session.
 Schedule of the next session.
The estimate duration of the regular meetings phase depends on plan to achieve the General
Objective of the reverse mentoring; what the coordinator establish in the step 1 (define Objective).

STEP 5: FINAL EVALUATION OF THE PROCESS
After the period of the regular meetings the coordinator should check two aspects of the process of
reverse mentoring, through questionnaires and interviews:
1. Improvement in the General Objective of the Process
2. The participants’ satisfaction in the reverse mentoring
Here, there is an example of evaluation questionnaire to measure satisfaction of the mentor and
mentee:
EVALUATION QUESTIONS FOR MENTORS AND MENTEES
Name of the mentor
Name of the mentee
Period of regular meetings:
OBJECTIVES
Have you managed to achieve the General Objective of the process?
List your learning outcomes.
Have you perceived a safe relationship where you can develop?
I need more of:
I need less of:
Additional comments or observation:
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In other hand, to measure the improvement in the General Objective as a consequence to make the
process of reverse mentoring, the coordinator can check the diagnosis learning needs between the
participants in the process. The company can check if the digital gap has narrowed, and the learning
outcomes have been enough.
Although the company measure these indicators, the benefits of the reverse mentoring go beyond
those established, improving the development of the participants, the better integration of the
generations and a better work environment.
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III.

CASE STUDY 1

Study case of Vehbi Necip Savasan Primary School of Turkey

Case Study: Reverse Mentoring
Short description of the
challenge that the tool
was used to tackle

Contextual information

After participating in a RETAIN project workshop in Turkey about the use of
the tool ‘Reverse Mentoring’, members of the senior leadership team from
Vehbi Necip Savaşan Primary School, decided to develop a long-term schoolwide project to use reverse mentoring with all staff, including administrative
and support staff to with a view to developing a more inclusive learning
environment.
Vehbi Necip Savaşan primary school was founded in 1961. It has gone through
several changes recently. When compulsory primary education was extended to
eight years in Turkey, the school started providing education for children
between the ages of 6 to 14. This changed student population was something
that the senior leadership team felt staff were not equipped for in terms of the
skills and subject knowledge that would be required.
Furthermore, although teachers and administrators generally had a positive
attitude towards these changes, they agreed that this was insufficient for an
inclusive learning environment. Key challenges included:
 Parental pressure (resistance to change, having unrealistic
expectations, showing no interest in their children’s achievement,
etc.),
 Inadequate regulations regarding disruptive students,
 Low-achieving students and students with low motivation
 Teachers who felt exhausted, impatient, intolerant, burn-out

Title of the tool

Furthermore, analysis of interviews conducted as part of the RETAIN project
showed that not only the administrative but also the teaching staff perceived
great challenges regarding students who were educationally vulnerable as a
consequence of socio-economic disadvantage or needing special care due to
certain learning disabilities.
Reverse Mentoring
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How did the school
work with the tool

The school started a project named “Anlatmazsan Bilemeyebilirim” meaning
“How can I know if you don’t tell me about it?” using ‘Reverse Mentoring’ as a
tool.
The school manager and one of the teachers, both of whom had participated
in the RETAIN project, worked together as mentor and mentee, setting up the
project and meeting twice a week for an hour.
The aims of the project were to:
1. Identify and understand key areas for improvement across the school
2. Encourage staff to inform the administrative team regarding areas that
they felt might hinder school improvement
3. Give an opportunity to each and every staff member to explain how
they may have been affected by issues/events within the school
environment
4. To prevent gossip or rumor and thus prevent negative, demotivating
conversations amongst staff.
5. Improve sense of belonging amongst the staff and help them feel
valued and respected.
Accordingly, the school manager and the teacher shared their ideas first with a
small group of staff members and then with a general meeting of the whole
school staff. The initial small group took responsibility for arranging the
production of the materials needed, web site, appointment forms, mentoring
reflection sheets and the posters to spread the idea of the project school- wide.
1. Since it was planned to be conducted as a long-term project, the
school aims to continue the process until they are sure to have
benefitted all the expected positive outcomes. Happily, the project
has already become a part of their school culture.

Promoting factors

Through the process of reverse mentoring, mentors should improve their
interpersonal skills such as self-disclosure, active listening, empathy, and
feedback. Therefore, the application of the tool brings about personal and
professional change in these respects.
Furthermore, in our case study, both the school manager and the teacher who
set up the project, reported that working together as equal learning partners
mitigated against organizational hierarchy. As a result, they included a ‘real
learning’ mindset as another requirement of the reverse-mentoring process.
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Barriers

Because of the enthusiastic and innovative attitude of the school manager no
barriers occurred during the reverse mentoring process. However, potential
barriers could include:
(a) agreeing and following the progress
(b) sticking to planned meetings and implementing actions agreed
(c) providing, protecting and respecting privacy
(d) being constructive on the issues shared and feedback received
(e) not being ready for sharing and respecting another person’s personal
experience
(f) adopting a ‘real learning’ mindset
(g) organizational hierarchy

Developed by

Seden Tuyan, Figen Yılmaz Çukurova University, School of Foreign Languages,
Adana,TURKEY
Vehbi Necip Savaşan Primary School www.vehbinecipsavasan.meb.k12.tr
Contact Person(s): Ahmet Yurtçu (The school manager)
ahmetyurtcu@gmail.com
Sultan Bostancı Karakoç (Teacher)
sbostanci_6501@hotmail.com

In collaboration with….
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IV.

CASE STUDY 2

AXA's reverse mentoring program3
AXA's digital transformation is guided by one goal: customers' satisfaction. The Group must offer
outstanding online services and be able to identify, or even anticipate the latest trends, in order to
maintain its leadership in today's new world: that of the digital economy.
“Today at AXA, as in many other companies, we have three to four generations of people at work.
So, for us, it's about breaking down the silos, breaking down the boundaries". Karima Silvent. Chief
Human resources.
Using reverse mentoring, AXA is turning the challenge of the generation gap, currently facing most
large companies, to its advantage. Since November 2014, the Group's employees have been invited
to participate in the program as mentors or mentees, depending on their degree of familiarity with
digital tools.

3

https://www.axa.com/en/magazine/reverse-mentoring-digital-transformation

https://www.axa.com/en/magazine/two-years-on-how-reverse-mentoring-axa
https://medium.com/@Kromatic/reverse-mentoring-what-millennials-can-teach-executives-and-seniormanagers-9f2998f68b46
https://www.youtube.com/watch?v=NQltmugk9fc&t=171s
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The multinational company took hundreds of its top executives and asked younger employees to be
their mentors. Twitter, LinkedIn and Pocket are the subjects that have the most success. Subjects
dealing with innovation and security of personal data are also very popular. These new skills are
becoming critical for executives to understand and leverage social media platforms and strategy.
 How is the mentorship program structured?
Executives (mentees) are paired with younger mentors for six one-hour sessions. The first session,
“getting started,” is designed to allow the mentee to express their interests and curiosities, so that
each mentor can customize the content they share with their mentee. Many mentees request to cover
social media apps to optimize their LinkedIn or Twitter accounts and to be more in touch with the
digital generations (Generations X and Y). During each subsequent session content is introduced and
explored.
The point is to give the older generation, who are used to feeling like wise masters of their domains,
the confidence they need to work with the both the latest and most popular technologies. In the
process, executives start to realize which products attract and retain significant daily audiences and
how they can use these tools in their daily lives.
Practices that may seem obvious to Generation X and Y can be valuable and enlightening to older
mentees. For example, “don’t use the same password everywhere,” and, “try Paypal instead of
entering your credit card number.” Topics can go deeper, such as identifying what kind of data an app
is using from your mobile smartphone.

AXA has been developing content since 2014, and mentors now have the capacity to share over 400
activities/modules of information.
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 What are the benefits of reverse mentorship?
One theme AXA noted over the course of establishing the mentorship program is that mentees seek
to understand technologies related to their day-to-day lives versus business technology. For that
reason, content has been integrated to address this need for exposure to apps used daily by the
masses. Once mentors demystify these technologies and mentees understand how digital tools can
improve their personal lives, executives see a shift in their digital mindset at work.
offered some perspective on the practical applications of this program. “After being exposed to this
program, which is all about building self-confidence on technology topics, the older mentees are ready
to re-engage with their teams. They now have the knowledge to properly vet the pending projects that
were stalled because they didn’t grasp what it was about.” Guillaume Cabrere, CEO of AXA Lab Silicon
Valley
AXA emphasizes that this program isn’t benefiting just one side of the table. Mentors are able to ask
mentees about everything from personal development to topics related to business or management.
“It’s mutually beneficial. Of course the senior execs learn stuff. But the younger generation also gets
direct access to some of our top leaders and can benefit from their advice and insights, even outside
of the program. This is a pretty unique value proposal!” Cabrere.
 What are the challenges of reverse mentorship?
Change inevitably meets resistance, but AXA’s executives quickly overcame doubts about the
mentorship program. “After the first few sessions … senior execs — really high in the food chain —
were admitting this program was great and that they learned a lot,” Cabrere.
That required the Learning & Development teams to address 3 key challenges: confidentiality, content
and timing.
The program’s emphasis on emerging technologies such as social media makes the potential sharing
of personal information a concern. For example, imagine helping your boss upload their personal
photos to Facebook. For that reason, project leads intentionally match pairs from different
departments. In addition, the mentor and the mentee both signed a mini-NDA before the first session,
to make sure we’d create a 100% secure environment (i.e. “no dumb questions” and “what is said
during the session stays off the record”). This helps prevent any awkwardness during day-to-day work
relationships.
Another challenge is that global teams sometimes require tailored content in order for the program
to provide relevant value. For example, project leaders in AXA’s Asia offices appended their program
to include local technology trends. Messaging app WhatsApp is ubiquitous in many regions of the
world, but in Asia, Reach has replaced WhatsApp.
Pellerin mentioned that one of the most common challenges in administering the program is simply
finding available meeting time slots. This is an important task for project leaders, who connect
mentor/mentees and rearrange calendars often to accommodate busy executives. AXA has found that
maintaining a cadence of one hour-long session every few weeks is ideal for effectiveness and also
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realistic. The typical mentorship formally spans six months, but these professional relationships are
encouraged to continue informally.
 How can this innovation technique be useful for corporations?
By design, reverse mentoring involves the pairing of employees from different generations who can
offer unique experiences and perspectives to their partner. The sheer size of corporations make them
the most likely entities to have enough diversity of age, experience, and expertise to leverage such a
strategy.
One could argue that startup employees and young entrepreneurs (especially in Silicon Valley) can
easily reach out to tech industry veterans for advice over a cup of coffee. That doesn’t necessarily
ensure a mutually beneficial exchange of value for both parties, nor does it involve aligned motivations
like pairing two professionals who see the same signature on their paychecks.
At a global corporation like AXA, Pellerin noted the program now extends beyond one-on-one
mentoring to include tools like LinkedIn Elevate, which facilitates the sharing and discovering of
valuable information and content from “experts” within your company.
The program offers benefits that inadvertently address other corporate pain points. Most people have
noticed the generation gap at large companies. One benefit of the program is the community-building
aspect that allows for easier communication between these employees born generations apart.
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V.

APPENDIX

APPENDIX A: MENTOR AND MENTEE TRAINING
The focus of this basic training is learning some theoretical and practical content to generate
awareness and attention in the skills and tasks that mentors need to acquire to carry out the
mentoring.
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FIRST MODULE: INTRODUCTION (Mentors and mentees)
1. What is reverse mentoring?
The trainer will learn mentor the reverse mentoring framework. The propose of the trainer is to orient
the pairs and prepare to participants in them roles and responsibilities. Remind that to get the most
out of any mentorship, a mentee and mentor should understand some principles:
PRINCIPLES FROM THE REVERSE MENTORING
HOW TO BE A GREAT MENTEE?
HOW TO BE A GREAT MENTOR?
1. Set your goals with help of your mentor.
1. Help set mentee goals. Use a
Use
a
mentorship
goal-setting
mentorship goal-setting framework.
framework.
2. Be open about your needs. Give your
2. Listen patiently and repeat the view of
mentor a view of your expectations and
your mentee’s aspirations.
aspirations.
3. Come to each meeting with an agenda
because your mentor won’t have much
3. Share experience and give advice. It’s a
feedback or advice if you don’t have a
must, your knowledge it’s important.
purpose or goals.
4. Take responsibility of your own learning.
Make your tasks and carry on the
4. Recommend tasks and resources:
mentor’s recommendations like read
books, events, podcasts, webs, blogs…
books, listen the podcasts..
5. Heed mentors experience and advice.
5. Encourage Independence. You are
Don’t be defensive because your
setting the stage for intrinsic and
mentor want to help you.
ongoing growth.
6. Learn and have fun. Being a mentee
should be a fruitful experience.

6. Inspire confidence. Inspire your mentee
to get more challenges goals.

7. Confidentiality is agreed

7. Confidentiality is agreed

2. The objectives of the session:
In the reverse mentoring the role of the mentor is providing support, guidance, and feedback to
generate development in some personal and professional competences of the mentee. But where
does mentor focus on? The mentee and mentor must define a SMART objective (Specific, measurable,
achievable, relevant and time based) to achieve in the process.
The trainer will learn mentor what is a SMART objective and how to co-create with the mentee,
reminding in the digital skills context. There are several webs with content about SMART objectives
and videos like:
https://www.mindtools.com/pages/article/smart-goals.htm
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The mentor has to know some questions to define de SMART objective:
Specific: The goal should be clear and specific for this reason some questions are important:






What does the mentee want to accomplish?
Why is this goal important?
Who is involved?
Where is it located?
Which resources or limits are involved?

Measurable: This feature allows mentor and mentee to know if the desired result has been achieved
or not, as well as the evolution or percentage of progress of the objective.




What indicators of monitoring do both consider?
How will I know when it is accomplished?
How do both know the progress of the process?

Achievable: This attribute refers to the resources that are owned. So, the goal must be consistent with
the mentee's capabilities, ensuring that the stated goal can be achieved. The idea is to set an ambitious
goal, but at the same time possible.





What digital capabilities has the mentee?
Is the mentee trained to carry out a certain task?
What learning capacity does the mentee have?
How can I accomplish this goal?

Relevant: This step is about ensuring that the mentee’s goal matters to him/her, and that it also aligns
with other relevant goals:




Does the objective applicable in the current work environment?
What other benefits will mentor have when he/she achieves the goal?
Why is success important to the mentor?

Time based: The objectives must have a time frame within the cycle that has been determined. In the
reverse mentoring the time depends on the regular meetings (phase III).


How much time does the mentee have to achieve the goal?

The objective of this chapter is that the mentor can define with the mentee a SMART objective for the
revers mentoring process.
3. The bond:
The mentor should create a safe environment, based on trust, empathy, commitment, and relevance.
To get these outcomes both co-create a relationship, where they establish the objectives, normative,
roles and methodology.
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The role of each participant is decisive to generate a space of trust, respect, and openness, breaking
down barriers that can be imposed by positions. The mentor is not a helpdesk. The mentor support
mentee through different techniques.
4. Sustainer and challenging dialogue:
The mentor must have a curious attitude to give support and guidance to the mentee.
The mentor observes concrete experiences and generating a sustained and challenging dialogue based
on reflective questioning. It is better if the mentor uses open questions that generate reflection in the
mentee, giving the opportunity to investigate in own opinions. Some examples are:










What do you want to achieve?
What is happening right now?
How would you like it to be?
What prevents it?
What problems could you run into?
What could I do?
Where can I find more information?
What will do?
What do you realize?

“The most effective questions to promote awareness and personal responsibility begin with words
that seek to quantify or gather data, terms like what, who, how much, and so on. Why it is discouraged,
as it often involves criticism and can put the interlocutor on the defensive” (Whitmore, 2018).
Ask how and why they encourage analytical thinking, also necessary so that the mentor can evaluate
and give feedback.
The mentor uses his know-how to evaluate the mentee and offer him a FEEDBACK that challenges him
to improve and to get out of his comfort zone. There are the best practices4:





The nature of your feedback should be specific, provide examples whenever possible
Oreo technique: surrounding negative feedback with positive feedback. You start and
over with positive explanation.
Give feedback as close to the observation as possible
Ask the mentee about the feedback, you want he/she reflect

To learn giving feedback good way, read examples and watch a tutorial (Sweatt, 2021):
“Ms. Tyler is coaching Mr. Butler, and coincidentally, he is having the same issue as Ms. Thomas in the
first scenario. Ms. Tyler observed Mr. Butler in action the day before, and now they're sitting down so
that Ms. Tyler can provide him with feedback.

4

https://www.sophia.org/tutorials/giving-and-receiving-feedback-2
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Here's what Ms. Tyler has to say. Mr. Butler, I really enjoy your lesson on geometrical shapes. Students
seemed very engaged and active during your activity. But one thing I noticed is that the students were
very loud, and it was distracting other students who are really trying to concentrate. Maybe you can
create a hand signal for your students so they will know when they're getting too loud and need to
quiet down”
The trainer can find a lot of webs and videos explaining this technique.
SECOND MODULE: TRUST RELATIONSHIP (For Mentors)
1. Know your mentee:
If the mentor knows the mentee, could support and motivate the mentee better. Some questions to
think the mentor:





What knowledge does the mentee have?
What abilities does the mentee have?
What does the mentee want to get at the end?
What motivates the mentee?

The mentor can use an Empathy Map like a guidance to know deeply the mentee. For example:

Note: a Blank Empathy Map5

5

https://www.mindtools.com/pages/article/empathy-mapping.htm
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2. Opening skills to share knowledge and practices. If the mentor exchange knowledge, is helping
colleagues to improve and met news point of views and opportunities.




Do you check that the mentee has understood what you have explained?
Are you patient and empathetic?
Do you promote the mentee's autonomy?

3. Communication skills:
The trainer has a lot of resources to learn about the communication skills, for example:
https://www.mindtools.com/CommSkll/ActiveListening.htm

THIRD MODULE: PRACTICE (For mentors if there is a group)
The possibility of training several mentors at the same time will allow the creation of role-play
between them simulating the reverse mentoring process. These simulations create spaces to practice
and observation to improve the mentor skills.
Template to the trainer to observe the role-playing process:
PRACTICING THE REVERSE MENTORING PROCESS
Name of the mentor
Name of the mentee
Date:
Duration of the session:
CO – CREATION RELATIONSHIP
Has the mentor explained his role to mentee?
Has the mentor explained the methodology of the session?
Has the mentor explained the duration and periodicity of the
session?
Do they co-create the objective of the session?
What actions have created a safe environment?
SUSTAINER AND CHALLENGING DIALOGUE
Does the mentor use reflection questions?
What actions does the mentor use to challenge the mentee?
Does the mentor offer feedback to the mentee?
What techniques does he/she use to give feedback?
What techniques does/he use to motivate the mentee?
Is the mentor patient and empathetic?
Does he/she promote the mentee's autonomy?
Additional comments:
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VI.

LEXICON

ABCDEFGHIJKLMNOPQRSTUVWXYZ
Comfort zone6: A comfort zone is a psychological state in which things feel familiar to a person
and they are at ease and (perceive they are) in control of their environment, experiencing low levels
of anxiety and stress. In this zone, a steady level of performance is possible.

Digital Inmigrats7: A digital immigrant is a term used to refer to a person who was raised prior to
the digital age. These individuals, often in the Generation-X/Xennial generations and older, did not
grow up with ubiquitous computing or the internet, and so have had to adapt to the new language
and practice of digital technologies. This can be contrasted with digital natives who know no other
world than one defined by the internet and smart devices.

Digital natives8: Digital native is a term coined by Marc Prensky in 2001 to describe the generation
of people who grew up in the era of ubiquitous technology, including computers and the internet.
developed countries are considered to be digital natives, as they mainly communicate and learn via
computers, social networking services, and texting. Digital natives are comfortable with technology
and computers at an early age and consider technology to be an integral and necessary part of their
lives. The opposites of digital natives are digital immigrants.

Mentoring9: Mentoring is a methodology and practice aimed at developing people's potential,
based on the transfer of knowledge and learning through experience, all within a structured process
in which a personal and trusting relationship is established. between a mentor who guides, stimulates,
challenges and encourages another according to their needs to maximize talent.

Open-ended question10 is a question that cannot be answered with a "yes" or "no" response,
or with a static response. Open-ended questions are phrased as a statement which requires a longer
response. The response can be compared to information that is already known to the questioner.

6

https://en.wikipedia.org/wiki/Comfort_zone

7

https://www.investopedia.com/terms/d/digital-immigrant.asp

8

https://www.investopedia.com/terms/d/digital-native.asp

9

https://www.escueladementoring.com/mentoring/

10

https://en.wikipedia.org/wiki/Open-ended_question
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SMART Objectives11: Goals are part of every

aspect of business/life and provide a sense of

direction, motivation, a clear focus, and clarify importance. By setting goals, you are providing yourself
with a target to aim for. A SMART goal is used to help guide goal setting. SMART is an acronym that
stands for Specific, Measurable, Achievable, Realistic, and Timely. Therefore, a SMART goal
incorporates all of these criteria to help focus your efforts and increase the chances of achieving your
goal.

11

https://corporatefinanceinstitute.com/resources/knowledge/other/smart-goal/
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I. INTRODUCTION
CVETNET project carried out a research in which more than 100 companies have
participated (through online questionnaires and personal interviews). It has been
detected that 70% of those surveyed declare that they need to improve their
digitalization and digital transformation employees skills, as a way of better
management work teams and thus being able to face the challenges and new needs that
digital transformation is requesting.
Consequently, the project proposes different training methodologies, in order to reskill
employees and teams at the companies, with the aim of responding to the digital
transformation needs.
There is a need to use new methodologies for continuous Vocational Training and
reskilling, as adult learners at work, need more attractive and stimulating training
techniques and different from classroom classical training techniques. One of the
proposed innovative methodologies is the Scape room applied to training processes, as
a way of gamifying the adults reskilling in teams.
Scape room is a kind of game that can be very interesting methodology to analyse,
develop and improve soft skills, especially work team skills, leadership, initiative,
communication, or collaboration.
Due to be a gamified methodology, learners that take part on it, have a positive attitude
in their development, and this aspect is essential to work with different generations or
different hierarchies inside the same the organization, that, in another type of training
methodology, they would not feel comfortable.
Logically, using the scape room methodology in the training environment transcends the
game, and needs a preparation of the situation and of the trainers / observers / mentors.
Scape room experience allows the participants working with other employees in the
organization, (people that can have different ages, capacities, interests, positions) in a
different context. For the observers, the experience allows the possibility to see how
people behaves depending the situation, or the decisions they must take, with the
objective to report how to improve personal and professional skills of every member of
the same team, and about the team as a whole, and finally stablishing a training
programme to reskill individuals and the team itself.
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In 2017, thanks to Wings4Success1 project, an analysis was carried out about the age’s
composition of the European SME's (focused on Austria, Greece, Germany, Portugal and
Spain). This study allowed confirmed the concern in some of the companies about how
to ensure that the knowledge of the elderly is not lost after their retirement, and so that,
in turn, the knowledge and skills of the youngest are integrated by the elderly.
In this study participated 127 companies (Austria (44), Germany (33), Spain (23) and
Portugal (27)), from different sectors and sizes and reached the following 10
recommendations to detect and develop intergenerational skills in the workforce:
“1. Get an overview of the employee- and age structure of the staff: A detailed
knowledge of the employee- and age structure of the staff is the necessary
prerequisite for defining the company's need for action and for planning and
initiating concrete measures.
2. Gain expert knowledge and exchange experiences regarding the many
different aspects of demographic change on the company level: Get to know
and learn methods and instruments; exchange best-practice examples
among businesses (learn from other businesses).
3. Identify and deconstruct barriers that hinder in-house intergenerational
knowledge exchange: e.g., lack of time, fear for one's own standing in the
company, deliberate withholding of inside knowledge, exclusion of certain
co-workers from ways of informal communication, etc.
4. Create the conditions for a ready passing-on of knowledge: Personal
initiative and willingness to share one's knowledge are in need of a nurturing
environment: job preservation, recognition, a personal bond, trust,
reciprocal appreciation and a sense of responsibility.
5. Promote the proactive, conscious dialogue between generations so as to
avoid generational conflicts: consciously examine the stereotypes and
prejudices that are attributed to the different generations; introduce
intergenerational discussions that aim to improve the reciprocal
understanding and thus create awareness of the advantages of
intergenerational collaboration and knowledge exchange in every single
employee.
6. Create mixed-age teams on all levels and where-/whenever possible and
appropriate.
7. Create informal meeting spaces and learning opportunities: Create space
and time for informal conversations and meetings (e.g., a 'social corner', a
1

http://www.wings4success.eu/
5

This project has funded with support from the European Commission.
This publication reflects the views only of the author, and the Commission cannot be held responsible for any use which may
be made of the information contained therein.

community café, leisure activities, sports, cultural events, etc.), but also for
independent informal learning.
8. Offer various forms of in-house formal learning and teaching in order to
establish an open learning culture within the company: Possible offers for
such cooperative and communicative learning forms are, e.g., job rotation,
know-how tandems, mentoring/partner models, communities of practice,
blogs/intranet-share points, an in-house training market that aims to have
employees teach and learn from each other. Here, the conscious activation
of one's own experiential knowledge as well as the training of employees is
central to successful intergenerational knowledge communication.
9. Take the needs of older employees into account: targeted personnel work
with ageing staff and an ageing-appropriate employment design; special
appreciation of older experienced employees, e.g., integration of older
employees into the company's problem-solving and decision-making
processes; reduce learning barriers and promote learning motivation.
10. Systematise 'competition-critical' knowledge safeguarding and knowledge
communication, develop the respective tools and thus create a knowledgeoriented corporate culture: determine and evaluate 'competition-critical'
knowledge of employees on a regular basis. Special emphasis should be laid
on knowledge transfer concerning key players, carriers of critical competitive
knowledge.”2
Following the above mentioned recommendations, Scape room methodology it’s a
perfect answer to the recommendation number 7, where employees who have to
develop new skills or need reskilling (and in this sense not only intergenerational skills,
but also digital skills, which younger people may have developed more, or differently,
than older colleagues). Scape room training technique is also allowing the company and
the human resources professionals detecting these differences of skills in a team and to
solve the skills gaps detected.

2

IO2 Case study SME – Results (Wings4success project)
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II. QUALITY CRITERIA / PROCESS
To organize a Scape Room for learning purposes, you must ensure some aspects.
Remember that the methodology may look a game, and this is we want the participants
feel, but our objective is detecting and analyse the competences of our employees to
improve this capacities and skills.
Then, how can we start to prepare a Scape room training activity?
PREVIOUSLY TO THE EXPERIENCE:
1. Stablish the objective: What kind of skills we want measure/evaluate?
Attending the challenges companies stated in the CVETNET study (WP3), the
skills we will work in our Scape room experience must answer the
improvement of digital transformation and teamwork between groups of
different ages.
In this case, our Scape room must contain some challenges that requires the
use of digital competences to solve them.
Example: To exit from the first to the second room, it will be necessary
searching some information on the Internet. This information, that could be
a date, or other data, must be entered in a dispositive to open the second
door. By this way you will see how people of different ages do a search, and
their competence of this tool.
Another example, could be, creating a document, as and excel file to apply
some formula to achieve a certain calculation. In this case you will see the
knowledge regarding office software the participants have.
Other case could be that the participants must create a video conference (by
Zoom, Teams, …) to connect with someone who give them some information
necessary to pass the challenge.
Other more advanced digital skills or soft skills

2. Decide the participant profile: Who will be the participants?
Depending on our objective the participants could be:
- Number of players / participants ranges between 2 and 14 people, although
the most common is that between 6 and 8 people participating.
- The participants normally are from the same company, but can be from
several companies depending of the training purposes. This choice will
depend on the objective of the training. It may be a company that needs
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to organize this type of activity for its own staff with a training objective,
or it may be a training centre who organizes the activity for people from
different companies.
At any case, the objective must be previously set, since the observation
made, and the conclusions drawn from the activity will depend on it. In the
context of CVETNET project we will focus on a team from the same
company that participates in the training Scape Room experience together.
- People from the same team/area or people from different areas (e.g., if we
would like to develop transversal projects and know how these people will
work together and what kind of tools they will need to work efficiently),
we will choose participants from Marketing, product development,
logistics, finance, etc.
- People with the same age, or different ages (in the case we would like to
develop intergenerational skills),
- People with different positions, or the same position in the organization (in
the same department or in different departments, if the company is facing
restructuring processes and we need a group of Managers or Directors to
encourage teamwork and communication skills.
3. Select the observers/facilitators: The observers/facilitators must plan
the training in advance and knowing what they must encourage and
observe, and what aspects must be observed.
Checklist for observers/facilitators choice:
- Who will be the best person for doing this task? Who must be the
observer?
- Does this person have the competences for doing this task? Does He/she
need support?
- What kind of behaviours should the observer/facilitator focus on? Does
the observer have an observation list? If not, you must create one before
the experience (you can have one as a model and adapt depending on you
would like to analyse).
- What kind of conclusions must the observer extract?
- How feedback to the participants must be given?
- And finally, how to transfer the observation into planning reskilling
training actions to solve the deficiencies detected?
4. Choose the space: Where we will do the Scape room experience?
- How many people will participate? The number of participants will
determinate the space room.
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-

-

-

What kind of scape room we need?
Depending on the case, depending on the objective any scape room can
help us, but not always.
For example, if we need work team work skills, probably the topic of the
scape room is not important, but if the objective of the scape room is
detecting deficiencies in technological skills, we will need a special centre
with technological equipment, or adapting some facilities and tasks.
We must make sure that we can observe the participants and listen to
them. This point is essential!
The participants must know the observer is watching and listening to
them, but the observer cannot stay in the same space, as He/She cannot
interfere in the developing of the activity.
Of course, the topic must be attractive, and the room must be in perfect
condition; pay attention to the illumination, obstacles, etc.
If you opt for a virtual escape room experience, please make sure that all
the elements and technologies run correctly.

5. Communication:
- As we mentioned before, people who participates in the activity must be
informed about what they will do, where, when and why.
It is important that participants know the objective of the activity, and it
is important communicate it well. The communication must be positive,
attractive, it cannot be that participants live the experience as an
examination, because the idea is, that they play, and through the game,
they will show their attitude and personality, as well as competences and
confidence, and it will help to break the ice between participants.
- It is also important that participants have a feedback about the analysis
the observer does, and how this analysis will be transformed into actions
to improve their competences / skills.
Organizing a training Scape Room checklist:
OBJECTIVE.
Do you have the objective? Write the definition:

PARTICIPANTS
Number of participants
Minimum / Maximum number of participants
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Departments
Position
Ages
OBSERVERS
Numbers of observers
Are the observers prepared/trained to do the
task?
Does the observers have an observation
template?
Does the observers know what to observe?

Yes / No
If not, you must train the observers
before the experience

Yes / No
If not, you must create the template

Yes / No
If not, it is necessary establish what
they must observe

Does the observers have a conclusions template?

Yes / No
If not, you must create the conclusions
template

SPACE / WHERE
Type of the Scape room
Where
Accessibility: are there someone that can have
visual problems, movement difficulties, …?
Observation point
Does the escape room have an observation room?
COMMUNICATION
Have you established how you will invite
participants to participate in the Scape room?
Have you prepared how to give the feedback to
the participants?

Face-to-face
Virtual
In the company
In other facilities
Yes / No
If someone can have problems, you
must change the option selected

Yes / No
If no, you will have to think about how
to do the observation without
interfering with the dynamics

Yes /No
If no, you must prepare some
template

Yes /No
If no, you must prepare some
template

Now we are ready to start the experience!!
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DURING THE EXPERIENCE:
The most important thing is to let the participants play, make them feel comfortable so
that their attitudes, skills and abilities can emerge automatically and sincerely; we must
remember that the objective is to see how they behave in order to reinforce and / or
improve their skills through subsequent actions (training, mentoring, coaching, ...).
In order to observe and being able to draw conclusions, we must have a template (which
we created in preparation).
Example of INDIVIDUAL AND GROUP OBSERVATION SHEET:
PARTICIPANT
(name)
GENERATION

DIGITAL
SKILLS

LEADERSHIP

INITIATIVE /
DECISION
MAKING

PROBLEM
RESOLUTION

STRESS
MANAGEMENT

ROLE
DETECTED

1.
2
3.
4.
5.
6.
(…)
SITUATION
/ TIMING

Collaboration / Group cohesion

Effective communication

Achievement orientation

Results vs. process

Intergenerational ad digital aspects
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AFTER THE EXPERIENCE:
Thanks to the aspects observed during the experience, the observer has reached a series
of conclusions.
These conclusions must be transformed into skills gaps and areas of improvement,
which will have to be communicated to the management team, as well as to the
participants, and that will need to have a plan that allows the employee to develop or
improve those skills gaps or minimize the negative aspects we have no interest.
This plan can include:
-

Training actions (face-to-face, virtual, online, …)
Mentoring
Coaching, individual or group
And changes of position, department, …
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III. CASE STUDY
Some researchers have allowed us to analyse the differences between generations to promote
the competitivity in the management from the transfer of knowledge and innovation between
the younger and the older generations, and the implementation of learning techniques.
One of these techniques was the Scape room as a dynamic of intergenerational exchange as a
barriers removal.
We detected 5 generations, all of them in working age, and that showed the following
characteristics:3

STRENGHTS

3

TRADICIONALISTS
(1925 – 1945)*

Experience, social
skills, high level of
work ethics.

BABY BOOMERS
(1946 – 1964)*

Assertiveness,
social skills, good
at teamwork.

COMMUNICATION
AND LEADERSHIP
Personal
communication;
hierarchy-based
leadership;
participatory
leadership, making
the meaning of the
activity clear.
Consensusoriented
leadership,
demonstration of
development
opportunities to
prevent
demotivation.

LEARNING
CHARACTERISTICS
Traditional; skillsbased training; low
orientation to
learning objectives.

Low orientation to
learning objectives;
skills enhancement
through off-the-job
training; traditional
educational
interventions.

O4-A1 Online Module for Intergenerational Learning (Wings4success project)
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GENERATION X
(1965 – 1980)*

Achievementoriented, flexibility,
resistance to
stress.

GENERATION Y
OR MILLENIAL
(1981 – 2000)*

Innovation
capacity, flexibility,
multitasking.

GENERATION Z
OR 2020
GENERATION
(2001 – CURRENT
DAYS)

Connected to
social networks,
enthusiasts,
multitask.

Clarity in objectives
and leadership;
communication
through new
media.
Communication
through new
media; strong and
visionary
leadership due to
not so long work
experience.

High orientation to
learning objectives
in context; lifelong
training (ongoing).

Virtual
communication;
clarity of objectives
and reasonable
requests;
communication
through social
networks.

Technological
learning; visually
enhanced teaching
methods; learning
outside the
classroom;
curiosity about
global learning.

Collaborative;
visual; not
traditional;
experiential;
collective
reflection; selfdevelopment.

*These dates are not a closed box, they depend on cultural, political, economic factors and
should be taken as a guide.

In CVETNET project, as we could analyse in the research conducted by means of an
online survey and in depth interviews where 183 companies participated from Austria,
Bulgaria, Czech Republic and Spain, these differences were confirmed by the companies,
in different ways as we can see in the graph below.
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Do you agree with the following statements concerning
your company?
All generations succeed as a team while exchanging
their experience and digital knowledge.
Young employees like to share their digital
knowledge with senior employees.
Senior employees benefit from the digital skills of
the younger generation (digital natives).
The company has potential to improve the digital
skills of their employees.
Senior employees are not open to learn new digital
skills.
Senior employees are open to learn new digital
skills.
Senior employees lack in competency in digital skills.
Digital skills of employees are not a question of age
but personality.
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Yes

No

And most importantly, 83% of the companies participating in the study prefer to train
their current employees than to hire new employees with better digital skills!

If there is need for further digital
skills, do you prefer?...
17%

83%

To recruit skilled employees
with appropriate
competences
To train existing employees

This is where methodologies such as the Scape Room applied to the learning of digital
skills between generations come into play.
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AN INTERGENERATIONAL LEARNING EXPERIENCE CASE STUDY THROUGH THE SCAPE
ROOM METHODOLOGY
According to these differences between ages, the Chamber of Commerce of Terrassa
presents a case study according to real experiences we show below.
In this case study we used the methodology of Scape room as a learning methodology.
We designed the experience based on 3 basic points of the intergenerational learning:
- Facilitating dynamics that favour intergenerational exchange, knowledge
transfer and new practices.
- Eliminating barriers.
- Encouraging the creation of an informal training space.
We organized two different groups; both of them were heterogeneous in the personal
profiles of the people, as in their positions and, especially, in the ages (generations). In
this case the participants belonged to different companies.
Both groups developed the same activity simultaneously, in two adjacent rooms and
observed by two observers.

Previously to start the game, the observers explained the objective of the activity and
all the participants had to answer a short questionnaire about their perceptions,
impressions and prejudices concerning the activity.
This was the Pre-Scape Room Questionnaire:
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Name and Surname:
Position:
Company:
Date of birth:
1.

What do you expect from this activity?

2.

Define in a few words what you mean by "intergenerational exchange".

3.

Indicate 3 qualities that define you as a professional

During the activity, the observers, from the control room, observed the dynamics and
roles, taking especial attention to intergenerational aspects, attitudes and behaviours,
and taken notes to give feedback to the participants at the end of the game.
At the end of the activity, the participants answered a new questionnaire.
The Post-Scape room Questionnaire was the following:
Name and Surname:
Position:
Company:
Date of birth:
1. What positive aspects would you highlight of the operation of your team?
2. What aspects of improvement have you detected in your team?
3. How do you think the intergenerational component has influenced your
team?
4. According to your experience, rate (0 totally negative / 5 totally positive):
5. The presence of different generations in your work team:
0
1
2
3
4

5

6. Knowledge about intergenerational issues to manage work teams
0
1
2
3
4

5

7. Open question: what skills and learnings you have acquired through this
activity?
17
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Finished the game, both groups met in a room with the observers to deepen in the
session developed, the dynamics stablished, roles, skills and extract the first conclusions.
Later, the observers prepared a report with general conclusions about the activity, giving
special attention to intergenerational skills and another kind of issues.
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IV. LEXICON

ABCDEFGHIJKLMNOPQRSTUVWXYZ
Action training4
Action learning is a systematic process through which individuals learn by doing. It is
based on the premise that learning requires action and action requires learning. It
engages individuals in just-in-time learning by "providing opportunities for them to
develop knowledge and understanding at the appropriate time based on immediate felt
needs" (Lewis and Williams, 1994).

Capacities5
Capacity is called the set of resources and skills that an individual must perform a certain
task. In this sense, this notion is linked to that of education, the latter being a process of
incorporating new tools to function in the world. The term capacity can also refer to
positive possibilities of any element.
In general, everyone has varied capacities of which he is not fully aware.

Competences6
the ability to respond to complex demands and carry out diverse tasks appropriately”.
Competition "involves a combination of practical skills, knowledge, motivation, ethical
values, attitudes, emotions, and other social and behavioural components that are
mobilized together to achieve effective action." Therefore, they are considered as
knowledge in practice, that is, knowledge acquired through active participation in social
practices and, as such, can be developed both in the formal educational context, through
the curriculum, and in non-educational contexts. formal and informal.
Competencies, therefore, are conceptualized as a “know-how” that is applied to a
diversity of academic, social and professional contexts. For the transfer to different

4

https://www.kbmanage.com/concept/action-learning
https://www.definicionabc.com/general/capacidad.php
6
https://www.educacionyfp.gob.es/educacion/mc/lomce/curriculo/competencias-clave/competenciasclave.html
5
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contexts to be possible, it is essential to understand the knowledge present in the
competencies and to link this with the practical abilities or skills that comprise them.
eLearning7
eLearning is a way of learning that is supported or enabled by information and
communication technologies. The use of eLearning ranges from language learning
programs on CD-ROM and DVD to elaborately designed web-based eLearning courses.
In these courses, learners can work on complex subjects alone or in groups.

Face-to-face learning8
Face-to-face learning is an instructional method where course content and learning
material are taught in person to a group of students. This allows for a live interaction
between a learner and an instructor. It is the most traditional type of learning
instruction. Learners benefit from a greater level of interaction with their fellow
students as well. In face-to-face learning, students are held accountable for their
progress at the class’s specific meeting date and time. Face-to-face learning ensures a
better understanding and recollection of lesson content and gives class members a
chance to bond with one another.

Feedback9
Feedback refers to the response or reaction of receiver to the sender’s message.
Feedback is the essence of communication and is the final step of communication
process. Without feedback from the receiver, communication process remains
incomplete. This feedback may be an oral or written message, or action or simply
silence.

Gamification10
Gamification refers to the use of playful elements in an originally game-free
environment, e.g., in a training session. By integrating typical game components, the

7

https://www.fct-akademie.com/fachbegriff-lexicon/
https://tophat.com/glossary/f/face-to-face-learning/
9
https://thebusinesscommunication.com/what-is-communication-feedback-causes-of-poor-feedback/
10
https://www.medienkompetnzportal-nrw.de/handlungsfelder/schule/medienpaedagogischeslernen/gamification-im-unterricht.html
8
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motivation and attention of the participants shall be increased, and variety shall be
brought into the training.

Generation11
A group of people who, having been born soon and received similar education and
cultural and social influences, adopt a somewhat common attitude in the sphere of
thought or creation.

Group cohesion12
Group cohesion is a social process that characterizes groups whose members interact
with each other and refers to the forces that push group members closer together. A lot
of work these days is accomplished in groups. Most people have had both good and bad
experiences from participating in such group work. One important element that
influences one’s group work experience is cohesion. Cohesion has two dimensions:
emotional (or personal) and task related.

Initiative13
Initiative is the quality that some people possess of being able to initiate an issue, either
starting a project or looking for solutions to a problem. One of its main characteristics is
that it is born from each person, that is, there is no external factor that drives it to
achieve its goal. And so, it is that on many occasions individuals have to make their own
decisions, without being persuaded by someone else. In addition, it is one of the
faculties that makes the human being autonomous and with decision-making power.

Intergenerational
That occurs or takes place between two or more generations.14
This concept is usually accompanied by equality, that's how it is understood
Intergenerational equity in economic, psychological, and sociological contexts, is the
concept or idea of fairness or justice between generations. The concept can be applied

11

https://dle.rae.es/generaci%C3%B3n
http://psychology.iresearchnet.com/social-psychology/group/group-cohesion/
13
https://conceptodefinicion.de/iniciativa/
14
https://dle.rae.es/intergeneracional
12
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to fairness in dynamics between children, youth, adults and seniors, in terms of
treatment and interactions. It can also be applied to fairness between generations
currently living and future generations.15

Leadership16
Leadership is a process by which an executive can direct, guide and influence the
behaviour and work of others towards accomplishment of specific goals in a given
situation. Leadership is the ability of a manager to induce the subordinates to work with
confidence and zeal.
Leadership is the potential to influence behaviour of others. It is also defined as the
capacity to influence a group towards the realization of a goal. Leaders are required to
develop future visions, and to motivate the organizational members to want to achieve
the visions.

Mentoring17
Mentoring is a process of using specially selected and trained individuals to provide
guidance, pragmatic advice, and continuing support that will help the people in their
learning and development process.
Mentoring is a method of helping people acquire skills and knowledge from experienced
managers who are wise in the way of the organization.

Methodology18
As a methodology, it is called the series of methods and techniques of scientific rigor
that are applied systematically during a research process to achieve a theoretically valid
result. In this sense, the methodology works as the conceptual support that governs the
way in which we apply the procedures in an investigation.

15

https://en.wikipedia.org/wiki/Intergenerational_equity
https://www.managementstudyguide.com/leadership_basics.htm
17
https://www.yourarticlelibrary.com/employee-management/mentoring-meaning-definitioncharacteristics-and-importance/32402
18
https://www.significados.com/metodologia/
16
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Observer19
The observer is the person who records the data that allow hypothesis about the
development of the interaction process of a group, in relation to its objectives, with the
methods of approaching the task, with the obstacles that are presented in it, with the
resolution or not of these difficulties, etc.
The observation function involves both the collection of information and the analysis
and interpretation of these data; This reading, from a conceptual, referential and
operational framework, facilitates the monitoring of the process and helps to select and
rank some data to the detriment of others. This function is not exclusive to the observer,
but is also performed by the group coordinator, allowing the team to formulate
hypotheses and make decisions for the better development of the group.

Online training20
An online training course is conducted in whole or in essential parts via the internet or
the organization’s own intranet. This includes, for example:
-

Distribution of learning materials
Working in spatially distributed learning groups
Communication in learning rooms
Learning through Live Web Training

Online training is now often combined with fact-to-face events.

Scape room21
An escape room, escape room or escape room is a physical and mental adventure game
that consists of locking a group of players in a room, where they must solve riddles and
puzzles of all kinds to unravel a story and escape before than the available time expires
(normally 60 minutes). Each game can be set in a completely different setting. Usually
the themes of the riddles follow the theme of the room.

19

https://dinamicasgrupales.blogspot.com/2008/06/el-rol-del-observador-de-grupos.html
https://www.fct-akademie.com/fachbegriff-lexikon/
21
https://es.wikipedia.org/wiki/Escape_room
20
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Soft skills22
A set of intangible personal qualities, traits, attributes, habits and attitudes that can be
used in many different types of jobs. As they are broadly applicable, they are also seen
as transferable skills, even if the idea of transferability is often questioned because
individuals learn to perform tasks in particular contexts and may not be able to apply
them to others. Examples of soft skills include: empathy, leadership, sense of
responsibility, integrity, self-esteem, self-management, motivation, flexibility,
sociability, time management and making decisions. The term is also used in contrast to
‘hard’ skills that are considered as more technical, highly specific in nature and particular
to an occupation, and that can be (generally) taught more easily than soft skills.

Virtual classroom23
Virtual classrooms are web-based tools to support collaborative learning and working.
Most often you will find audio and video conferencing features, live presentation tools,
and the ability to work together on documents. The functions support spatially
distributed persons in their collaboration. Virtual Classrooms can be used to enable joint
work on projects or tasks.
Learning content can be presented in Virtual Real-Time Classrooms or expert lectures can
be integrated. Virtual real-time classrooms are used to implement live web training.
Virtual Classrooms also provide tools for interaction and collaboratives exchange. These
include: Whiteboard annotation tools, polls, webcam, virtual group rooms and the ability
to change roles during a session.

22

http://www.ibe.unesco.org/fileadmin/user_upload/Publications/IBE_GlossaryCurriculumTerminology20
13_eng.pdf
23
https://www.fct-akademie.com/fachbegriff-lexikon/
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VI. LIST OF ILLUSTRATIONS
https://pixabay.com/es/illustrations/juego-de-escape-en-vivo-1155620/
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