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Company Background 

 

Company At-a-Glance  

Headquarters Danbury, Conn., USA 

Year Founded 1954 

Revenue $5.36 billion 

Employees 50,000 

Global Scale  More than 100 countries 

Customers/Output, etc.  
QuintilesIMS serves life sciences and healthcare 

customers around the globe. 

Industry Healthcare, technology, professional services 

Stock Symbol Q 

Website www.quintilesims.com 

 

Budget and Timeframe 

Budget and Timeframe  

Overall budget $5,000 

Number of (HR, Learning, 

Talent) employees 

involved with the 

implementation? 

3  
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Number of Operations or 

Subject Matter Expert 

employees involved with 

the implementation? 

2 

Timeframe to implement  45 days  

Start date of the program February 2017 

Business Conditions & Business Needs  

QuintilesIMS integrates information and technology to help healthcare stakeholders 

seeking to improve real-world patient outcomes through treatment innovations and 

access to healthcare.  

In the past two years, the company has grown from 10,000 to 50,000 employees who 

serve clients in such areas as clinical research and development, technology applications, 

data analytics, real-world insights, professional services, and commercial outsourcing, the 

company ha   

At the same time, QuintilesIMS started a leadership training program for its most senior 

people. It was an entire week of classroom training for small groups of people, and it was 

successful.  

But it reached fewer than 150 people in two years – hardly enough when the target 

audience was 7,000. 

The challenge was to find a way to translate the ILT content into online learning, reach 

many more people, get them to actually use it, and get the same highly positive feedback 

seen in the small classroom events. 

Overview 

QuintilesIMS’ training team designed a six-week, MOOC-like course by translating the ILT 

content into an online learning experience that would engage the audience and set every 

concept in real-world context. 

The new Leadership Development program is a semi-synchronous online learning 

experience that focuses on improving competencies, offers proven tools, and provides 
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opportunities for collaborative experiences with leaders discussing management issues 

with peers. 

Competencies defined for QuintilesIMS leaders: 

1. Anticipate opportunities and obstacles. Analyze the business landscape and 

develop a case for improvement. 

2. Prioritize, allocate resources, and execute. Apply relevant strategy tools, 

communicate, and align team around the strategy. 

3. Make timely decisions and taking calculated risks. Decide among competing 

priorities, avoid common errors, and use time effectively. 

4. Drive business results. Set inspiring goals and engage your team through clear 

measures and cadence. 

5. Self-awareness and setting the example. Become more self-aware and improve 

your emotional intelligence. 

6. People development. Give and receive feedback effectively, coach for 

performance, and manage talent. 

Goals for the program included:   

• Bite-Size Consumable Content with Real-Life Application.  

o A “little-and-often approach” to training that offers opportunities to try out 

new skills, reflect on what works and get feedback on what could be done 

differently. 

o Tackle real-life situations such as dealing with a team member who is under 

performing. 

o Engage generation Y with easy access in a collaborative environment. 
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• Simple Scalable Model 

o Define people management in a sound, simple, and doable way by focusing 

everyone on the right leadership behaviors.  

o The language makes intuitive sense to the business. 

• Measurable Outcomes 

o Leader effectiveness is measured in a team’s performance, both the results 

and how team members get there. 

Design and Delivery of the Program 

The Leadership Development MOOC, delivered on the Intrepid Learning platform, was 

designed to: 

• Capture the vibrancy and effectiveness of the small, in-person group in an online 

learning experience. 

• Present all concepts in the QuintilesIMS business context. 

• Bring concepts back to the job by using real-world applications at every turn. 

• Learn from each other/collaborate.  

• Have direct relevance to the company’s competency language. 

The six-week, semi-synchronous online learning has six modules corresponding to IMS 

leadership competencies. Each module used Intrepid platform’s Discussion and Missions, 

kept the focus on IMS context, and used a little humor to lighten the heavy content. 
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Figure 1: Sharing and Sparking Opportunities through Discussion Forums 

 

Source: QuintilesIMS 2017 

Two discussion forums were used in each module. At the beginning of a section, a 

discussion forum sparked initial thoughts and put participants in the right mindset to learn 

more.  
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For example, the People Development module asks learners to share a time they received 

really effective feedback. This personal insight put them into a positive mindset for 

learning concepts in the rest of the section and making them more believable and useful. 

Discussion forums at the end of each module came after self-assessment activities. For 

example, the Being Self-Aware module asks learners to rate their own Emotional 

Intelligence. The following discussion forum asks them to share areas of EI they planned 

to practice strengthening in the coming week.  

Learners were instructed to share only what they felt comfortable discussing publicly, and 

participation rates have been high even in fairly personal discussion forums. 

Applied Learning through Missions 

Throughout the course, Intrepid Learning’s Missions feature encouraged knowledge 

transfer. Missions frequently follow self-assessments against a specific competency and 

learners are asked to commit to using the knowledge to fill gap areas and submitting a 

Field Report detailing progress.  

Figure 2: EI Self-Assessment  

 

Source: QuintilesIMS 2017 
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Figure 3: Self-Assessment Part 1: Instructions 

   
Source: QuintilesIMS 2017 
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Figure 4: Self-Assessment, Part 2  

  

Source: QuintilesIMS 2017 
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Figure 5: Mission Brief  

 

Source: QuintilesIMS 2017 

Figure 6: Practicing and Sharing EI Experiences 

 
Source: QuintilesIMS 2017 
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A weekly coaching guide is sent to each participant’s manager to explain the learning that 

took place that week and make suggestions for follow up, intensifying the experience and 

on-the-job application. 

Figure 7: Leadership Development MOOC Leader Guide  

 

Source: QuintilesIMS 2017 

Context, Context, Context 

To translate the success of the ILT program into the online learning, real case studies are 

incorporated to illustrate successful and unsuccessful leadership endeavors. Weaving 

examples throughout the program makes it easier for learners to believe that tried-and-

true concepts will work at IMS.  

Learning through Laughter 

Leadership concepts such as empathy, change management, and managing risk are heavy 

topics, so the modules needed to use humor to lighten the mood now and again.  
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Figure 8: Humorous and Relevant Video 

Source: 

QuintilesIMS 2017 

Figure 9: Leading Change  

 

Source: QuintilesIMS 2017 

Deployment 

Figure 10: Learning and Development Approach  
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Source: QuintilesIMS 2017 

Figure 11: Feedback 

 

Measurable Benefits  

A formal impact survey sent out 90 days after the course ends will ask participants about 

their key learnings and commitments from the program, but it was too early to send out 

the survey at the time of this Brandon Hall Group application.  

However, initial evaluations revealed the following:  

Figure 12: Content Evaluation  

 

Source: QuintilesIMS 2017 
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Figure 13: Final Mission Data 

 

Source: QuintilesIMS 2017 

Actions to Improve 
The training team reached out to a few participants to ask about the impact of the 

leadership program. Summarized comments include: 

• Participant. 

o Action: For my line management coaching, I have consciously moved away 

from directive questions like “Why did you miss that deadline?” to open-

ended questions such as “I see you missed the deadline. Tell me about how 

that happened and your plan for hitting future deadlines? 

o Result: Better conversations and employee engagement.  

• Participant. 

o Action: Stop using directive questions on customer calls.  

o Result: With my team, I developed a list of common open-ended questions 

that we refer to during client calls. This has reduced the problem of ‘getting 

lost in the details’ and improved my team’s listening skills. 

• Problems you will solve. 

o I have been applying the AAR process to certain issues that are escalated to 

me. The frame work of following 4 steps has been helpful. The steps I use 

include: What did we set out to do? What actually happened? Why did it 

happen? and What are we going to do about it?  
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o Utilizing this framework has reduced the amount of time it takes to come up 

with a plan for the problem. The teams start to do this naturally themselves 

after going through the process. 

Other Comments 

 “The value is that the training has real-world practical applications that I can use in my 

role.” 

“I really liked the visual aids that were provided, articles, advice from the course (and my 

peers) on how to better effectively lead and manage people.  I will go back to these items 

for reference and sharing, as applicable.” 

“I see all the modules as aspects to apply, including sharing the HBR articles with my team 

and some colleagues. I liked the frameworks and see them as excellent reference 

materials, especially when you are feeling stressed or just experienced a set-back.  I liked 

the weekly structure and commitment— I blocked by calendar and treated the training 

as I would any important business meeting (in the past I would just do this type of thing 

late at night or over the weekend).  I loved the pace and the variety of materials.  I can 

tell this took a long time to put together, so thankful to the team of folks.” 

“Change Management tools were extremely helpful. I can integrate them into my 

implantation of the new Qcare sites.” 

Overall 

 “Our MOOC-based delivery of this program shows that we’re raising the bar on our 

approach to sales training.  It’s action-oriented, hands-on learning that’s particularly 

relevant and scalable to our geographically dispersed go-to-market employees.” — Mike 

Duffy, VP and CLO of QuintilesIMS: 

Key lessons 

• Manage the learning program as a “Change Management” project. Include 

focusing on leadership engagement and alignment, robust communications plan, 

targeted manager support, risk and issue management, and transparency on 

reporting metrics  

• Real-world application of training. Incorporating QuintilesIMS case studies in the 

program made the training relevant. 
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• Engaged business and HR leaders help drive completion rates. Leaders will 

support participants if provided with the right tools and guidance to do so. 

Future Refinements 

• Increase course offering to 2x per quarter.  

• Focus even more on coaching and develop post-training on strategy and decision- 

making. 

• Midway in live WebEx sessions check the pulse of participants and answer 

questions. Consider having a senior leader join the live session to speak to a 

specific case study.   
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About Brandon Hall Group 

Brandon Hall Group is a HCM research and advisory services firm that provides insights 

around key performance areas, including Learning and Development, Talent 

Management, Leadership Development, Talent Acquisition, and HR/Workforce 

Management. With more than 10,000 clients globally and more than 20 years of 

delivering world-class research and advisory services, Brandon Hall Group is focused on 

developing research that drives performance in emerging and large organizations, and 

provides strategic insights for executives and practitioners responsible for growth and 

business results. 

Inspiring a Better Workplace Experience 

Our mission: Empower excellence in organizations around the world through our research 

and tools every day. At the core of our offerings is a Membership Program that combines 

research, benchmarking and unlimited access to data and analysts. The Membership 

Program offers insights and best practices to enable executives and practitioners to make 

the right decisions about people, processes, and systems, coalesced with analyst advisory 

services which aim to put the research into action in a way that is practical and efficient. 

Membership Offers Tailored Support 

Our membership delivers much more than research. Membership provides you direct 

access to our seasoned team of thought leaders dedicated to your success, backed by a 

rich member community, and proactive support from our client services team. 

RESEARCH ACCESS & EVENTS 
• Reports 
• Case Studies, Frameworks & Tools 
• DataNow® & TotalTech® 
• Webinars and Research Spotlights 
• Annual HCM Conference 

ADVISORY SUPPORT 
• Ask the Expert 
• 1 on 1 Consultations 
• Research Briefings 
• Benchmarking 

CLIENT SUCCESS PLAN 

• Your Priorities 
• Executive Sponsor 
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• Client Associate 
• Monthly Meetings 

Strategic Consulting Offers Expert Solution Development 

Our consulting draws on constantly updated research and hundreds of case studies from 

around the globe. We provide services that simplify and target efforts to produce business 

results. 

BENCHMARKING 
• Competitive/Comparative 
• Maturity Model 
• Custom Research 

STRATEGY 
• Business Case 
• Planning 
• Organization & Governance 

TECHNOLOGY SELECTION 
• Vendor Selection 
• Architecture Design 
• Systems Evaluation 

DEVELOPMENT & INTEGRATION 
• Program Design 
• Assessment 
• Survey 

• Process Integration 

For more information, contact us at success@brandonhall.com. 

mailto:success@brandonhall.com

