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Company Background

SEARS HOLDINGS

Company At-a-Glance

Headquarters Hoffman Estates, Ill., USA

Year Founded 2005

Revenue $22 billion

Employees 176,000+ employees

Global Scale United States, Canada through minority stake in Sears

Canada, Mexico through 50% stake in Sears Mexico, Puerto
Rico and Guam

Customers/Output, etc. An integrated retailer focused on connecting digital and
physical shopping experiences; SHC operates more than
1,500 retail locations under the mastheads of Sears, Kmart,
and their subsidiaries, such as auto centers and pharmacies.

Industry Retail
Stock Symbol NASDAQ: SHLD
Website http://searsholdings.com/
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Budget and Timeframe

Budget and Timeframe

Overall budget S44,000

Number of employees Numerous: Compliance learning plans are managed by the
involved with the SHC Office of Compliance and the Integrated Learning &
implementation? Performance Compliance Learning Solutions Architect.
Number of Operations or 12, client and vendor

Subject Matter Expert
employees involved with the
implementation?

Timeframe to implement February 2017

Start date of the program Sept 2016-Jan 2017, for design and development.

Business Conditions & Business Needs

Sears Holdings Corporation (SHC) recently revamped its internal learning platform and
compliance training program to increase its associates’ engagement and ownership of
compliance.

As part of that larger project, the company wanted to create a new training course on its
core corporate policy, the Code of Conduct. The compliance team believed that the
previous conduct courses were too focused on rote learning and not memorable enough
to inculcate the importance of ethics to SHC business.

The team wanted the new course to not only teach associates about SHC's conduct code
but to grab their attention in a fun and unconventional way. The SHC team decided that
a game would act as a catalyst for discussion on ethics and the Code of Conduct across
the company.

Overview

The game, called SHC Ethics Quest of Honor, needed to engage, educate, persuade, and
change learner behavior in a fun, interactive, educational environment. The SHC
compliance team partnered with Pulse Learning to develop the gamification training.

In the game, learners are travelers transported back to the vast and bountiful land of
Retailia, that is experiencing tensions with the faraway Kingdom of Corruption, which has
an unsettling effect on Retailia. The traveler must gather troops to join forces with King

© 2017 Brandon Hall Group. Not licensed for distribution. Page 2



2017 Excellence Awards Case Study
Sears Holdings Corporation

Brandon Hall
~-GROUP—

P4

Holman the Honorable against the war-hungry King of Corruption. The mission is to
bravely lead the troops back to the safety of the Castle of Compliance. However, the
journey to reach the castle will not be easy. Travelers must successfully overcome
challenges in the Thorny Forest, the Crooked Cliffs, and the Village of Villainy.

Travelers have a Code of Conduct manuscript and can review each of its sections at any
time as they face numerous temptations. Travelers must maintain integrity in the face of
challenges at each location as they move forward in the Quest of Honor. Correct answers
gain rewards or points and incorrect answers reduce travelers’ level of health.

Each location contains challenges strategically mapped to key areas of the SHC Code of
Conduct. Effectively, travelers find themselves in the role of hero and trusted leader,
leading by example and guiding their troops to safety at the Castle of Compliance. The
everyday work environment of SHC is mirrored in this medieval Quest of Honor mission.

Design

Engagement
Quest of Honor leverages the key components of a gaming environment:

e Mission.

Decision making.

Strategy.

Risk.

Chance.

e Reward.

SHC and PulseLearning worked to translate the conduct code into meaningful terms,
contexts, scenarios, and dilemmas that reflect real-world decisions in multiple areas,
including ethics, honesty, fraud, non-disclosure, and anti-trust. The components of the
game are intertwined with light humor, ensuring the learning experience is memorable
and engaging for the target audience.

© 2017 Brandon Hall Group. Not licensed for distribution. Page 3



2017 Excellence Awards Case Study

Sears Holdings Corporation

>’ Brandon Hall
//\ —GROUP—

Figure 1: Challenge Instructions
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It’s been a long day and you have worked up an appetite
making your way through the dark and eerie forest. As you
prepare to unload your supplies, a one-eyed bandit appears

from behind the bushes and disappears with your food.

Tired and hungry, you continue to the next village to find a
merchant approved by the King to provide more supplies for
your troops.

As you make your way to a stall with the insignia of the Castle
of Compliance, you are approached by a non-approved food
merchant. He offers you a free lavish meal and luxurious bed.
However, you sense that, in the future, he might expect
something in return.

CONTINUE

HELr (2)

= &~ CODEOFCONDUCT N~ = -

ANT[TRUST GO BACK
* SHC is subject to complex antitrust laws designed to
preserve competition among enterprises and to protect
consumers from unfair business arrangements and
practices. You are expected to comply with these laws at
all times. Many situations create the potential for
unlawful anti-competitive conduct and should be avoided.
These include, for example:

* COMMUNICATIONS WITH COMPETITORS.
Associates may not discuss with competitors any
Company pricing, plans, or other competitive marketing
information, including relationships with our vendors.
Additionally, associates may not make any agreements,
directly or indirectly, with a competitor regarding price,
terms, conditions of sale, boycotts, or market allocation.

* COMMUNICATIONS WITH VENDORS. SHC
encourages regular communication with our vendors,
indeed, such communication is a necessity. However,
associates may not make any agreements, directly or
indirectly, with any vendors on the retail price of a

Whil

ok

D't {uct

Source: Sears Holdings Corporation 2017
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Exploratory Learning

By introducing a gaming world, learners have the opportunity to understand the scope of
the Code of Conduct by applying the its principles. Challenges reinforce correct behaviors
and explain how to change incorrect behaviors.

Challenges (wolves, dragons, and bandits) are encountered along the way. They are
dangerous but can be overcome by applying knowledge from previously accessed content.
Challenges may provide points and move learners closer to the Castle of Compliance.

Figure 3: Correct Challenge Answer

CHALLENGE » @

REVIEW
CODE OF
CONDUCT

4

CORRECT '

That’s right! It is against the Code of Conduct for anyone,
including a supervisor, to retaliate against someone who
raises a concern in good faith. Doing so will result in
disciplinary action. Click here to learn more.

\ YOU WON
@ - 800
~ POINTS

3
CONTINUE

Source: Sears Holdings Corporation 2017

Figure 4: Incorrect Challenge Answer

CHALLENGE

REVIEW
CODE OF
CONDUCT

J

INCORRECT LEARN MORE

Afraid not! The law, reflected in the Code of Conduct,
requires us to keep accurate and reliable records. We
must correctly identify and accurately record all
assets, liabilities, income, and expenses in a timely
manner. The law prohibits false or misleading entries
or exclusions! Click here to learn more.

EXCHANGE X 2
BONUS ITEM FOR 3 N
NEW QUESTION £33

Source: Sears Holdings Corporation 2017
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The design includes opportunities for replay with the inclusion of Chance Encounters. At
intervals outside the mapped challenges, learners are faced with Code of Conduct

scenarios in the guise of Chance Encounters.

Answering correctly, learners can play it safe and keep rewards to be exchanged for a
second chance at a failed challenge or take a risk and exchange the reward for points to

increase their overall score.

The Chance Encounters encourage continued playing to improve overall leader-board
scores and reinforce the principles of the Code of Conduct in learners’ psyches.

Figure 5: Chance Encounter

CHANCE ENCOUNTER

One morning as you take down your camp,
you hear one of your louder, gruffer warriors,
Alfred the Aggressive, hurling all kinds of
offensive abuse! He targets one member of
your troop in particular, accusing him of not
pulling his weight. You know the troop
member is a brilliant strategist, but a disability
means he cannot do any heavy lifting.

CONTINUE

O

REVIEW
CODE OF
CONDUCT

LEARN MORE

Source: Sears Holdings Corporation 2017
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Figure 6: Awards for Chance Encounter

O

CORRECT REVIEW
CODE OF
CONDUCT

Such insults are harassment and, as such,

rofessional, and
dignified environmen s0, we comply with
the full range of fair employment practices
and nondiscrimination law: sk
to our success. Click here to

You earned gold coins. Keep them
for a second chance to overcome
a challenge. Or exchange them
now for 800 bonus points.

EXCHANGE

Source: Sears Holdings Corporation 2017

Learners are tasked with the mission to guide their troops to the safety of the Castle of
Compliance and overcome obstacles with their integrity intact.

The key message is for learners to abide by the Code of Conduct while behaving ethically
to reach the safety of the Castle of Compliance. If they do not abide by the Code of
Conduct, there will be repercussions.

Figure 7: Congratulations Screen

5 200

Congratulations!

You have led your troops back to the comfort and safety of the
Castle of Compliance. The royal family has been expecting
you and a grand feast will now commence in your honor!

e

Source: Sears Holdings Corporation 2017
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Delivery

The SHC Ethics Quest of Honor game was deployed to all associates through its inclusion
on their Compliance Learning Plans located on SHC's LMS.

Figure 8: Login

'S'.egr\o- Switchboard

kwachtm

Source: Sears Holdings Corporation 2017

Associates are given a specific compliance learning plan with modules assigned based on
individual role and business division. The Compliance Learning Plan section of the
screenshot below is what all associates see when they log into their business division
version of the LMS.

Figure 9: My Learning Page

-Segno- Expertise

Hello Karen. WWelcome to Segno Expertise
My Learning
Learning materials grouped by expertise area
Auto-subscribed learning plans whatiss leaming sl INSTRUCTOF Info
° SHC Support Centers - ° Instructor Resources for ° Segno Expertise Learn- [ MANAGE EXISTING SESSIONS ]
“ 2017 Compliance ‘ ILT Tool A ing Admin
SegnoCode Redemption
Progress: 69% April Goal: 30% Progress: 0% Progress: 33%

I ] Redeem your

Source: Sears Holdings Corporation 2017
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The compliance box on the left of the screenshot (SHC Support Centers - 2017 Compliance)
has a progress bar that tracks individual associates’ completions for their unique
compliance learning plans.

The SHC Office of Compliance, Integrated Learning & Performance Compliance, and
individual business unit leaders agree on the monthly completion targets for each
business prior to a new fiscal year (February) when the learning plans are launched.

SHC has 11 businesses where compliance learning plans are assigned, and each business
has its own individualized set of monthly completion targets.

The completion goal for the month appears in the compliance box (April Goal: 30%) and
the progress bar will change from red to yellow to green depending on where associates
are compared to the monthly goal. When associates click on the link for the individual
compliance learning plan, they are given a list of required compliance modules, including
the SHC Ethics Quest of Honor game.

The total number of courses from one associate to another will vary. Associates have the
option of choosing any module, in any sequence, to complete as long as they meet their
monthly completion requirements.

Figure 10: Compliance Learning Plan

Content : Managing Individuals with Disabilities

> 49 30 mins “

MORE INFO

Content : Religious Accommodations

} 49 30 mins n

MORE INFO

Content : Respect in the Workplace

} 10 10 mins u

MORE INFO

Content : 1 SHC Ethics (Quest of Honor)

.
930 mins / Completed “
MORE INFO

Source: Sears Holdings Corporation 2017
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Measurable Benefits

Managers can track their teams’ compliance completions for individual courses and
learning plans.

The SHC Ethics Quest of Honor game was made available to 114,854 associates in
February 2017 and 62,949 had completed the game at the time of this report.

Figure 11 shows the direct comparison in completion records for the 2017 SHC Ethics
Quest of Honor game compared to the old Integrity Counts module in 2016.

Figure 11: 2016 and 2017 Comparisons

Total Number | Total Number of Percent Completed
Associates Associates Completed | Based on Total
Assigned by April 15 Audience Assigned
2016 Integrity Counts 75,148 1,657 3%
2017 SHC Ethics Quest of Honor 114,854 62,949 55%

Source: Sears Holdings Corporation 2017

Deployment of the SHC Ethics Quest of Honor game created a “buzz” in the organization
and moved compliance from a rote and boring compulsory learning experience into a
more exciting and fun learning environment for associates. The buzz has rippled through
all individual business units, helping drive increased completions.

In 2017, an enhancement to the LMS now allows associates to rate individual compliance
courses on a scale of 1- 5. The average rating for all compliance courses is 4.3, while rating
for the SHC Ethics Quest of Honor course is 4.55.

The game supports the following key results sought by SHC:
e “Build a Team of Engaged Associates Who Embrace Change and Technology.”
e “Earn Trust” and “Be Authentic” — Pillars of the Seven Cultural Beliefs.
e “Support and Impact BU Performance to Generate a WOW Member Experience.”

Feedback from associates has been excellent; engraining behavior and linking content
learned back to on-the-job situations.
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Figure 12: SHC Associate Feedback

(“I do agree ... the 2017 - SHC
Ethics Quest of Honor, the best
kCompliance Training ever!”
- WHAT YOU
“"Whoever made "The Quest for
Honor" Code of Conduct
training, YOU ARE AWESOME!”

\_

fI thought it was the best training r/\ \
course I have taken so far. I think “Just took the SHC Ethics
they should make more of these types Code of Honor Segno training
of training because it not only is a fun and it was so fun! Also,
and innovating way of training, but it applying the Code of Conduct
\makes it fun to learn.” J to creative situations made
the material especially

\memorable. Great course!” )

Source: Sears Holdings Corporation 2017

Overall

Design and development of the SHC Ethics Quest of Honor game required an in-depth
collaborative approach between SHC and PulseLearning. The teams worked in an agile
environment, providing feedback and suggesting improvements to the scenario content
and gaming mechanics, ensuring the best result and experience for the associates.

The Integrated Learning & Performance Compliance LSA and the SHC Office of
Compliance are now working to identify other courses that could benefit from a similar
engaging and visual approach.

Feedback from associates has highlighted the need for a more balanced mix of content
types. Not all modules need to be gamified, but SHC intends to introduce more
interactivity and engagement to refresh the compliance content.
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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
e DataNow® & TotalTech®

e Webinars and Research Spotlights
¢ Annual HCM Conference

¢ Ask the Expert

¢ 1 on 1 Consultations
® Research Briefings

* Benchmarking
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CLIENT SUCCESS PLAN

e Your Priorities

e Executive Sponsor

¢ 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
e Maturity Model

e Custom Research

STRATEGY

¢ Business Case

e Planning

¢ Organization & Governance

TECHNOLOGY SELECTION
e Vendor Selection

e Architecture Design

e Systems Evaluation

DEVELOPMENT & INTEGRATION
¢ Program Design

e Assessment

e Survey

® Process Integration

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