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Budget and Timeframe

Budget and Timeframe

Overall budget $1,300,000

Number of (HR, Learning, 10
Talent) employees involved

with the implementation?

Number of Operations or 75
Subject Matter Expert

employees involved with the
implementation?

Number of contractors involved Bk
with implementation

Timeframe to implement 9 months

Start date of the program January 2021

Business Conditions and Business Needs

TD’s transformation leadership development journey started in 2019. A new team was
created and tasked to investigate how the North American Customer Operations (NACO)
business could:

e Drive colleague engagement

e Decrease absenteeism

e Decrease external attrition

e And decrease short-term leaves

A team of six agile individuals were put together to embark on a journey of
transformational change. Researching across Gartner, Gallup, Brandon Hall, and other
great research areas to dive deep into understanding the key drivers of these metrics.
Ultimately, the goal was to foster a culture of inspiring leaders who empower colleagues
to continuously develop their confidence in meeting our evolving customers’ needs and
to achieve their personal career goals with TD.

Industry research and internal diagnostics demonstrated the need to innovate and evolve
the leadership programs within NACO from a ‘one and done’ experience or event towards
a more continuous learning journey. But the strategy had a long way to go and needed to
start at the beginning to lay the foundation of a united leadership team that was focused
on retention, engagement, and reduction in absenteeism within the contact centers while
actively engaging, inspiring, and supporting frontline colleagues to succeed.
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It all started with the TD Colleague Promise:

At TD, the slogan “a more confident you, means a stronger us”, is at the foundation of the
Colleague Promise. TD seeks to enable colleagues to elevate themselves, their customers,
and communities they serve. Colleagues are set up for success by helping build new skills
and gain new perspectives. TD strives to create a culture of care with colleagues by
helping them feel included, respected, and supported.

But how does this connect to delivering against the Vision?

TD’s Vision is “To be the better bank”. The Mission, to enrich the lives of our customers,
communities, and colleagues is well entrenched in our culture. TD’s leaders and
colleagues aspire to do this through the TD Framework.

“The TD Framework is the foundation that helps guide the behavior and shape the culture.
It outlines the vision, the purpose, and the shared commitments that will help TD grow
into the future.”

The Shared Commitments are the behaviors that differentiate us and help guide the way
the businesses operate, grow as leaders, and support colleagues. These commitments are
used throughout the Bank to help set objectives, evaluate performance, reward and
recognize the colleagues and build the skills and capabilities needed to continue to
succeed as an organization.

e Think like a customer; provide legendary experiences and trusted advice

e Act like an owner; lead with integrity to drive business results and contribute to
communities

e Execute with speed and impact; only take risks TD can understand and manage

e Innovate with purpose; simplify the way TD works

e Develop colleagues; embrace diversity and respect one another

In addition, as an organization, TD recently introduced enterprise people manager
accountabilities. The Enterprise People Manager Accountabilities create clarity and
consistency on what’s expected of People Managers at TD. They are aligned to TD’s
Leadership Framework and Shared Commitments and are transferable leadership skills
across the organization that focus on building strong leadership and driving business
performance. These Accountabilities are responsibilities that define what we expect of
TD People Managers, at all levels.
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People Manager Accountabilities

Engaging Leadership
You model the Shared Commitments, leoding with
authenticity ond empathy, to represent TD's brand
to our colleagues and customers

Performance Development Inclusive Mindset

You manage performance, set clear / People Muncger You build an engaged and diverse team
expectations and objectives for the teom, 1 _gras where every colleague ond customer is valued,
create collaborative partnerships to deliver Amuntubllltles respected, ond supported, goining commitment

results and drive accountability. and collaborating to get things done.

" Team Development

You develop teams through ongoing
coaching and feedback and foster a
culture of appreciation and engagement

Embracing Change

You are flexible to adapt to competing )
and overlapping priorities, understanding
that change is constant and necessary.

D

Each Leader and Colleague plays an important role to ensure the success of this vision.
The goal of the learning program is to create greater alignment and transparency across
the organization to ensure that all teams within North American Contact Operations
(NACO) are working together to achieve common goals. In doing so, targeting some key
opportunities within TDs Colleague Engagement Survey (PULSE), and inspiring a more
engaging culture starting with leaders.

How was this achieved?

This meant evaluating current state and looking at what was broken. What didn’t align to
the research and best practices identified? The starting point was launching consistent
objectives and transparent measure of success, a core competency model that included
technical, business and leadership competencies, and finally evolving the scorecard and
the way the success of leaders and colleagues would be measured. Finding the balance
on what was being measured as well as how it was measured was critical.

We equipped Leaders with streamlined reporting and training assets for absenteeism to
better support our leaders in making sense of absence patterns and to use this data to
drive meaningful coaching conversations with our colleagues. We also invested in the
development of coaching capabilities that would transition leaders from ‘telling’
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colleagues how to improve, to ‘asking’ them where they wanted to develop as well as to
arm them with the confidence to have critical conversations that leverage data and facts,
rather than feeling and emotion.

All of this was the foundation that needed to be in place to onboard and continuously
develop people leaders and to ensure everyone within the business was united to a
common set of goals and objectives as well as our desired culture.

Laying the Foundation D
To be the better bank

To enrich the lives of our customers, communities and colleagues
A better you.

Culture of Care |
A better us.

@ Care
Scorecard Evolution
[
Impact
I
? Growth : Measures of Success

Consistent Objectives

17

_
F
¢
3
£
g

The expectations of the next generation of leaders have changed and the learning and
development programs needed to evolve to meet these expectations.
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Our Starting Point:

Our Starting Point D

Group Manager Team Manager New Hire Support Strategic Support
375 Hours 8 Hours No Standard
| L

100% VILT 100% Independent

VR & J“ 17Kk

Group managers, who are the leaders of leaders received no formal training on their
transition from leading individual contributors to leading leaders. Team Managers
received 40 hours of virtual instructor-led training over 5 consecutive days, where they
were expected to reach proficiency in over 80 topics and skills. The learning was entirely
front-loaded with little support after delivery. New hire support roles who were
accountable for the success of new-to-role colleagues received 8 hours of independent
asynchronous learning. And finally, strategic support leaders only received the direction
of their leader, so the variability was massive in what the experience looked like from
colleague to colleague.

As you can imagine, this created a fragmented leadership team that was potentially
disconnected on success measures. In terms of the existing learning, we identified
opportunities where elements did not adhere to adult learning principles and were
lacking the kind of impact needed for proper reinforcement and application. The program
needed urgent enhancement to enable NACQO’s leaders to not only survive but succeed in
the rapidly changing world around them. The organization needed to flip the front-
loaded, classroom-based learning on its head and change the way NACO was delivering
this programming to maximize retention and speed to proficiency all in a manner that the
next generation of leaders will want to learn and consume learning.
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Overview

The L&D Team, along with the NACO business leads worked in close partnership and
determined that to build a modern and relevant world-class leader development
program, we would need to implement a blended modality model that would include a
combination of synchronous and asynchronous learning.

Blended Learning D

Tell 4 E
*3 Independent Demonstrative On the Job Social
o2 Learning Learning Experiential Learning
= Learning

On the Job Activity VILT
Case Study Coaching

Video Video Demonstration
PDF Interactive Web Based

Experiential Learning Peer 2 Peer
Discovery Interview

Intranet Page Learning
Web Based Training Observational
Experience

I | —— 4 -

e LXT

The program was developed using the following core components:

e TELL: Theory and foundational information delivered as digital and self-directed.

e SHOW: What success looks like/accountabilities/expectations through
demonstrative learning

e DO: Putting new knowledge into practice through on-the-job, productive
experiential learning

e REVIEW: Reflecting with peers or people leader and your peers on what went
well and what could be done differently

In designing it this way, the team also successfully align to 70-20-10 model of learning.
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70-20-10 Model D

.. Experiential Social Formal
Experiential . . .
Learning Learning Learning

The 70-20-10 model provided us with a foundational anchor in program development is
a guideline for the type of learning distribution that will ensure the most successful
outcome. Our adaption of the model aligned closely to industry standards:

e 70% of learning occurs on-the-job through productive experiences aligned to job
accountabilities and expectations

e 20% of learning occurs through social interaction such as integrated coaching,
focused coaching and workshops that spark discussion and reflection.

e 10% of learning is formal structured delivery such as video, eLearning, Instructor
Led.

The intersection of our approach in adhering to the 70-20-10 model along with the
tell/show/do/review foundation outlined above allowed us to successfully achieve or
strategic program objectives and included modern modalities including burst-based and
microlearning aligned to the way modern learners consume and retain learning.

We also identified with specificity, the core skills, knowledge, and abilities our leaders of
NACO required to be successful in their roles as anchors in the development of learning
objectives. These success measures were analyzed across the organization at an
enterprise level, business level and role level. We then developed a classification system
of these capabilities and linked them back our high-level shared commitments and once
again use this analysis to drive learning outcomes with purpose.

Ultimately this led to the development over 80 ‘unique lessons’ aligned to our identified
capabilities and success measures making for a vast improvement over existing learning.
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Diagnosing the Need D

oo

Develop

Colleague piversity On-the-spot Holding Learning .
Model/Assessment bjectives Coachin g
Leadership
Commitment Management pigiizea  Competency
Scheduling Work/Life Goal Stand-Ups/Huddles
Ecosystem Tableau o ream Business  wels
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R ti Feedback Problem Adherence Managin.g
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Diagnosing the Need D

Meet more Customers' needs by delivering legendary
experiences and trusted advice, every time.

Deliver business results, while fostering an engaging
culture. 8 O

Achieve efficiency objectives while always protecting

the bank from risk. =
Unique
w Embrace change, adopt new ideas and ways of doing Lesso n S
things and challenge the status quo.

Conti ly develop fid. to meet more
P aion Ct s' needs and ac_:hieve personal career goals
with TD.

In defining and diagnosing core leader capabilities we established a classification system
that aligned skills, topics, and accountabilities to TD’s shared commitments. We also
assessed the degree of proficiency required for each level of leader and connected back
to our behavioral anchors within the competency model. All this extensive and specific
modeling finally was able to inform the core learning objectives, modalities and journey
that included:

© 2023 Brandon Hall Group. Not Licensed for Distribution. Page 9



HCM SPRING PROGRAM >’ EXCELLENCE
/AN AWARDS 2022

e 9 Different Business Functions

e 6 Primary Audiences

e 3 Secondary Audiences

e 5 Shared Commitments

e 11 Core competencies

e 80 unique lessons,

e 500+ moments of learning,

e 17 modalities,

e 80+ hours of structured learning,

e 60+ on-the-job assignments,

e spread over 180 days to progressively build skill

The next step was to look at how to sequence the learning purposefully and intentionally
for each unique target audience subset in a way that would build proficiency in a
measurable and meaningful way. The team needed to be strategic in the approach to
consider ongoing maintenance, scalability, and applicability across the many different
target audiences.

Design and Delivery of the Program
The learning was categorized into the classification system through reverse engineering.

The team looked at the unique topics, skills and accountabilities and determined the
learner outcomes. This was then aligned to key success measures to quantifiably assess
and validate all programming supported the behaviors our NACO leaders would be
evaluated against. It was determined what they needed to know (TELL), what success
looked like (SHOW), opportunity to practice (DO) and social opportunities to make
meaning (REVIEW).

If you look at one of the topics, quarterly check-ins, you will see that it starts with the
TELL. Independent learning that provides the foundational theory needed to understand.
This is awareness content. Content that is repurposed as on-demand performance
support.

SHOW what success looks like, the program leveraged technology-based solutions
including videos and elLearning. For some topics, observational learning was leveraged
where the leader would shadow or observe a peer.

DO was defined as practical learning, on-the-job and mirroring tasks the leaders are
expected to be proficient in. For this module, this meant completing the rating tool for
each of the leader’s direct report colleagues and completing the distribution tools.
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REVIEW is all about human, social interaction. This is done through round table
discussions, check-ins, and workshops that would have traditionally been called VILTs.
‘Talking heads’ were purposefully removed from the curriculum and we rebranded any
human interaction as social; meaning an interaction where everyone is expected to
participate and engage.

Another example: is the Total Compensation and Incentive process, something that only
happens once a year. An infrequent task that leaders need to be proficient in. In this
situation, the focus was to ensure the learning could be repurposed for the tenured
leaders as well.

The same methodology was followed with consistent approach across the organization.

As the project team worked through this reverse engineering process, they established a
library of approaches that would ultimately form a set of standardized methodologies
that could be re-purposed for other programs at scale.

People Leader Continuous Learning: Modalities Data E

70% Hands-on Experience 20% Learning from others 10% Formal and traditional learning

Enables discovery and refinement of job-related skills, decision All methods including social collaboration and Professional development stemming from formal
making and a chance to address on-the-job challenges. interactions with peers and leaders. training.

\

m Shoulder-to-shoulder Practice | Focused Coaching Sessions

7

4:_/ | Web Based Training

I\ G I Sherlerti ;V‘,’g‘ Role Play Exercises

-

[ |_® | | Motion Graphic Videos

A' | On-the-job Challenge .

1 22 ) Peer Review/Dialogue

A Booster Shot I

(o] . .
2 | Discovery Interviews

[ | TD Thrive

X Round Table Discussion ‘ | E | Infographics

( | Virtual Workshops/Webinars

v N
| Integrated Coaching

[3 | Expert Q&A ‘ [ _» ] ) Testimonial Videos

@ Experiential Learning /\. | Case Study ‘ | Job-aids
P Y i

This became the lexicon of modalities. Ensuring the design was creating consistency and
variety in the program. Creating guiding principles for the future as the learning evolution
was scaled more broadly across other programs. In doing so, it helped organize the
curriculum map for each role, ensuring that the business was provided the right training,
for the right colleagues, in the right way and at the right time in their proficiency journey.
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D Pecpia Looder Onbarsig

Curriculum Map

Group Manager

90
®0

Part of the program’s success was that it moved the organization away from a ‘one size
fits all approach to learning’. Each leadership role now had its own unique curriculum map
tailored to the specific capabilities of the scope and accountability of their level.

Capability coaches and new team managers received foundational leadership learning to
be successful coaches while group managers and capability managers received additional
learning on leading leaders. Each onboarding experience was guided by a curriculum map
that clearly outlined critical connections to the shared commitments, competencies and
the activities and time allocation for each milestone. Milestones were strategically
designed to follow the ‘Tell-Show-Do-Review’ approach to learning to progressively
develop skills and confidence over time. Early milestones are heavily weighted in
independent knowledge and theory-based learning and provide learners with the
foundational knowledge they require to navigate their new world. Whereas later
milestones may have a higher investment of time to practice new skills and share in social
learning experiences with peers, mentors, and leaders. All programming has been
purposefully developed to be consumed at the learner’s cadence. The program becomes
a structured guide or map for them to follow individually with guided support from their
leader. What is more impactful is that it is fully designed to go at each learner’s pace. This
is a guide. A map for learners to follow individually while supported by their leader.

There is in fact only about 12 hours of synchronous classroom learning throughout the
entire program. We assessed those critical experiences that would benefit from the
classroom modality while modularizing other self-directed pieces. This then enabled us
to program learning journeys with far more flexibility. No longer would each cohort need
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to be scheduled with a fixed cadence, supporting a more immediate experience for the
learner, while offloading significant monthly program support and coordination.

All the learning experiences are organized in TD’s enterprise learning platform - TD Thrive
(powered by Degree) and colleagues and leaders are enabled to access and consume
content with ease. The tool does not host any content, but rather curates materials in a
purposeful way that makes navigating the program seamless while significantly improving
the speed in which we can build, distribute and maintain learning materials.

Within TD Thrive, the materials are curated from the LMS, our internal intranet, public
sites, social communities, and our video hosting platform ‘TD Tube’. Learners are given a
program path that is non-linear. They may consume content within the path in the order
they wish with a wide variety learning modalities to support individual learning
preferences i.e. Videos, articles, thought leadership, eLearning, etc.

The learning journey can also be monitored and tracked for participation and completion
and quarterly and annual ratings can leverage this data to quantitatively measure the
effort and ownership around completion of the program. In this way we have provided
learners with choice in how they consume and approach their learning journey while also
measuring completion and using participation metrics as a measure in vyearly
performance. Our aim was to foster a continuous learning culture and a culture in which
our leaders invest in their growth through learning.

Adoption of the Program

Optimizing the Program D

VILT's are 60-90-minutes training session that provide colleagues with an opportunity to enhance their
leadership competencies, collaborate & share best practices with their peers, and learn new skills that will
inspire and motivate their teams!

Current VILT Challenges
|

N 7/
Learners Journey
@vurnoswows | e ®
Any learner who fails to attend a VILT a._:" e sem— ”.:-“ =
session that they have registered for, or O O) O -
any learner who cancels their . . -
registration less than 48 hours before ——— Rogutration Process ————> Opportunity to drive
their scheduled session. a behavioral change

across learners in the
PLCL Program &

2 O/ o beyond in order to
(o] (o] ensure that VILT

learning sessions are

of all PLCL learners have of all No Shows are repeat A
VILT No Shows to date * had at least 1 VILT no show offenders (2+ absences) optimized.
MAY ‘ Lowest amount of monthly No- #' ~45% reduction in No- Profits generated from charge
RESULTS Show since program launch J show's MoM backs to be reinvested in program

* Note: VILT No Shows may not be exclusive to People Leader Continuous Learning due to shared learning elements with other programs.
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Program structure begins with a series of seven 60-minute vILTs and four 90-minute
Expert Q&A/Case Studies. These social workshops are strategically placed at the
appropriate points along the learning journey once learners have completed the ‘TELL,
SHOW, DO’ for specific topics. Learners then come into the workshop to socially engage
in meaningful conversation around what worked and what didn’t. These are strategic
opportunities for learners to connect with colleagues across the contact centers who are
also along their individual learning journey.

These social interactions points are critical to the 70-20-10 model of development and
allowed for learners to reflect on their learning and practice and to discuss what they
have learned so far through experiences such as a VvILT facilitated workshops, coaching
and discovery interviews.

To operationalize these opportunities the business worked closely with partners in
Learning and Development to ensure there were adequate offerings and diverse variety
in options available to learners for registration and participation.

Although the team automated much of the registration process and created a process for
unenrollment, we quickly identified that we had had a synchronous learning ‘no-show’
opportunity. Within the first 2 months of the program 152 colleagues ‘no-showed’ for
synchronous learning. 29% of learners had at least one no-show. And 37% had multiple
no-shows. The data made clear that we had an accountability opportunity to be solved.

The business introduced a VILT optimization strategy that included program
enhancements such as iCal reminders, five & two-day reminder notifications, ongoing
reporting & adding the vILT accountabilities directly in TD Thrive for colleagues to attest
to.

The leaders and sponsors approved the program to take it a step further & introduced a
no-show policy whereby any learner who missed more than 1 viLT, their respective
business would be charged a $250 no-show fee for each occurrence.

We knew and understood that it would take time to drive this behavioral change but our
first month of implementation saw our highest levels of program engagement with ‘no-
show’ numbers down almost 40% compared to the month prior.

In addition, the project team held a series of focus groups with learners, leaders, and
stakeholders to understand and leverage program feedback as one part of a broader post
implementation review. This structured review process allowed us to implement program
changes in real time and to gain a sense of this transformation change in the way we
approach leader development in NACO. The following outlines what was gleaned and
implemented through review:
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The Legacy & The Impact ™D

Milestone People Leader Ambassador Centralized Standardized
Reporting Guides Meetings Tools Templates

Voice of the Learner

N

"This was great! It has me
thinking about different
goals | can make for me

team daily”

“ "WOW! |

absolutely love
this! So excited to

be a part of the
future of TD"

(13 )
"The video brought tears to my eyes - we are
certainly living in a different world these days - it is
even more important now that we stay connected
with our internal and external customers!"

Milestone reporting, which was intended to support, ultimately felt like overreach. The
learners were feeling undue pressure to balance the learning with their day-to-day BAU
tasks and activities. We took the learnings and adapted new program language that
shifted away from completion reporting to a focus on program progress. We also were
able to understand opportunities in awareness and effective use of the newly developed
‘People Leader Guide’. We leveraged ambassador meetings to market and promote the
guide and to reinforce the role the People Leader plays in the success of their new-to-role
leader. In addition, they learned that although a good chunk of the program was
automated, there was an opportunity to create more centralization in the support tools
and resources.

Aninternal onboarding intranet landing page was developed to act as a central repository.

Early feedback has indicated that learners have viewed this new approach to leader
development favorably and largely due to the increased program flexibility and diverse
mix of learning modalities and experiences. The structure placed around informal
collaboration and peer team building supported their ability to learn from their peers and
gain new skills and perspectives.

Other early feedback through rapid post-implementation approaches provided us with
key insights that the program could now be scaled and be of value to not only developing
leaders but also to those with tenure, further expanding the reach and impact of our
programming and measurably impacting our leaders’ skills and capabilities.
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The program offers a full suite of learning readily available to the leaders to support their
career development plans while also meeting strategic business need by curating learning
that supports identified KPIs. We referred to these as ‘Tenured Leader Booster Shot’s.

Booster shots are a bi-monthly capability program that lifts and leverages the learning
from the People Leader Continuous Learning and puts it into a curated pathway for the
leaders who will benefit most, again based on their KPI performance of targeted metrics.

Participants were selected through quartile analysis of performance and recommend
appropriate cohorts of leaders to participate, all to reduce performance variability. Once
identified, the audience was vetted through the senior leadership team. With data only
being one part of the story, the leadership team had the opportunity to add or remove
participants at their discretion.

The program is then communicated as a continuous development opportunity as well as
an opportunity to refresh skills and gain new perspectives. It follows the same method of
‘Tell, Show, Do, Review’ that also adds on a component of “Coach”.

The leaders take a condensed targeted learning program focused on specific skills.

Booster Shots: Bi-Monthly Process

A bi-monthly capability program
for tenured people leaders, lifting

and leveraging targeted materials Quartile Participant Participant Booster Thrive
developed for the PL Onboarding Analysis Recommendation Communication Shot Tracking
program and packaged in a

consumable format within TD To |dem|fy pcmclpanl Provided to GM/AVPs Overview of M1:PL Leomlng Weekly Repomng

Attendees fi Thrive details ~ M2: Team Integration

Thrive.

Dﬂﬂ = %) @
@ © N

Productivity LEI Compliance Well-Being Engagement
AHT LEI Call Compliance Absenteeism Year End Reviews
Adherence FCR Score Leaves Goal Setting &
e T Evaluating Data Call Monitoring Culture of Care Objectives
Remote Workforce Custqmer CqII Adherence Service Level Compensation &
Productivit Experience Risk Recovery Impact N
Y Management Practices Work-Life Balance Incentives
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Tenured People Leader Booster Shots E%.E

A bi-monthly capability program for tenured
people leaders, liffing and leveraging
targeted materials developed for the PL
Onboarding program and packaged in a
consumable format within TD Thrive.

The Coaching Ecosystem program adoption
is a pre-requisite for the Tenured People
Leader Booster Shot program.

2 Month Blended Learning Program Learner Identification & Methodology

N Potential candidates for Booster Shot 1 & 2 were identified using a Composite Score
Do \, ranking, determined by 3 months' performance in two key areas:
D ) -
AHT Adherence
Independent Demonstrative On th_e Jo_b Social 70% 30%
Experiential

w
R

k]
<
%
3
38
] ; - 2
Learning Learning Learning Learning -
+ onheob 3 LEI FCR (3 Day)
Activity .o v
*  Video = Web Based *  Experiential . N o
« PDF Training Learning . gooc:l;\hg § (o) (o)
* Intronet Page = Video * Knowledge coach © @
Transfer oac Final learner list management was approved at the business-level, allowing addifions or
Activities removals from the recommended leamers, based on the needs of the business and idenfified
opportunities.

Internal

For example, in productivity, the learners are selected based on their AHT & Adherence
metrics. The learners complete a curated learning path related to what service levels are,
why they are important, how to monitor them and how to optimize productivity. The
pathway is a blend of tell (theory and information) show (observation activities), do
(practical application of theory and observation learning) and Review (workshops with
peers to gain new perspectives and reflect along with People Leader connections).

In month two, the Learner becomes the teacher and applies what they have learned with
their direct report colleagues through the integrated and focused coaching program that
was put in place as a foundational element to this evolution.

What is important to highlight is that those who were high adopters of the program, saw
an average of a 13 second AHT decrease. This equates to millions of dollars in productivity
benefit; additional benefit not originally forecasted with the original investment.
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Measurable Benefits

Background:

The People Leader Continuous Learning (PLCL) program business case states that learners
going through the program would have a progressive ramp-up of benefits, ultimately
leading to an overall external attrition reduction of A5% and an absenteeism reduction of
A1%.

Introduction:

Cohort 1 Team Managers (learners starting the PLCL program in Jan. and Feb. 2021) were
chosen for measurement on program completion, absenteeism, and attrition results.

Of those, 44% completed the program with High adoption of course content, completing
over 66% of assigned learning.

Canadian Banking Contact Center (CBCC), US Contact Center (USCC), and TD Insurance
Client Advice Center (TDI CAC) were chosen for measurement due to their learner
population size, population distribution between High and Low-Med Adoption.

High and Low-Med adopters were measured against Pillar-level results over the course of
12 months, from January to December 2021.

Findings:

High adopters were found to have advantage over Low-Med adopters in external attrition
and absenteeism reduction vs Pillar results in almost all instances.

The number of learners going through the program, including the distribution of learners
between High and Low-Med adoption, had direct influence results.

The greater the % of the population having gone through the program, the greater the
results.

The greater the % of High adopters, the greater the results.

Business case targets may not be achievable without a sufficient % of the population going
through the program or being High adopters of the program.
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44% of First Cohort Learners Completed the PLCL Program with High Adoption EAE

Introduction

From the first cohort, 114 learners have

114 reached the PLCL six-month milestone. of learners are considered "High Adopters" -
]

completing over 66% of assigned content.

R, - Team Managers. 84

I Group Managers, 2

of learners are considered "Low" or "Medium"

M copability Coach,20 adopters - completing less than 66% of content.
- Capabilities Manager, 8

Learner Type Program Completion Results

Team Manager Group Manager Capability Coach Capabilities Manager
Pathway Pathway Pathway Pathway

Team Managers

(NACC + NAFO + CA)
Group Managers

(NACC + NAFO+ CA) 12
Capability Coaches e =oh ' e
Capabilities Managers 5% gD e

High Adopters: Learners completing over 66% of assigned content. Medium Adopters: Learners completing between 33-66% of assigned content. Low Adopters: Completion of less than 33% of content.

Isolating Team Manager PLCL Adoption in the First Cohort EAE

Introduction

For the purposes of tracking the People Leader Continuous Learning program's success, Team Managers within the
program have been measured in program completion, absenteeism, and attrition throughout their onboarding as new
People Leaders.

As stated in the business case, there is a progressive ramp up of benefits in External Attrition reduction of A5%,and
Absences % reduction of A1%.

Pillar-level Program Completion Results

Canadian Banking NAFO

3/a
Low-Med

75%

Pillars chosen for due to learner pop. size & Pillars excluded due to incomplete data, low learner pop. size & distribution in
distribution in High, Low-Med Adoption. High, Low-Med Adoption.

High Adopters: Learners completing over 66% of assigned content. Medium Adopters: Learners completing between 33-66% of assigned content. Low Adopters: Completion of less than 33% of content.

© 2023 Brandon Hall Group. Not Licensed for Distribution. Page 19



AWARDS 2022

HCM SPRING PROGRAM >'\ EXCELLENCE

Absences Benefit: High Adopters Driving Benefits to the Business EA.E

Absences (%) Absences (High vs Low-Med Adopters)

ngh adopters have continued 'absences %' reduction vs the Low-Med adopter

e group and are reducing ‘absences %' by A6.5% vs Pillar.
>
c
l:lc:l 4%
. . Current High
c - - ] 2% adopter % of
o 8- Leamer Pggulation
B 28 1% :
[l | 2% g5
S Jan-21 Feb-21 Mar21 Apr21 May-21 Jun21 Jul-21 Aug:2l Sep-21 Oct-21 Nov-21 Dec-21 g " 0% /U
o High LowMed  =====Canadian Personal Banking 5% 10% 15% 20% 25% 30% 35% 40% 45% S50% 55% 60% 65% 70% 75% 80% 85% 90% 95% 100%
(N=35, High AdOpters = 15, Lowed Adopters = 20) % Learner Population who are High Adopters
6% High adopters have continued ‘absences %' reduction vs the Low-Med adopter
group and are reducing ‘absences %' by A9.6% vs Pillar.
All learners have continued ‘absences %' reduction vs Pillar results at a A11.1%.
3% Current High
8 @ 2% adopter % of
»n —_— ~ A7 2 Leamer Population
=) o3 :
0% gg ™ /\/
5
£e
Jan21 Feb-21 Mar21 Apr21 May-21 Jun21 Jul-21 Aug-21 Sep-21 Oct-21 Nov-21 Dec-21 5 0% u

5% 10% 15% 20% 25% 30% 35% 40% 45% 50% 55% 60% 65% 70% 75% 80% 85% 90% 95% 100%

w—High LowMed e====USCC

(N=10, High Adopters - 7, LowMed Adoplers = 3) % of Learner Population who are High Adopter

4%

e /\

. N, e i o . . ' .

o [ENE= A Ny - High adopters had moderate ‘absences %' reductions vs Low-
o I Med adopters; however, business case target is not achievable
a at this time.
= 0%

Jan-21 Feb-21 Mar21 Apr-21 May-21 Jun21 Jul-21 Aug2l Sep-21 Oct21 Nov-21 Dec:21

= High LowMed e====TD|CAC
(N-16. High Adopters - 5. LowMed Adopters - 11)

External Attrition Benefit: 3 of 3 Pillars Achieving Business Case Target EA.E

~—

External Attrition (%) External Attrition (High vs Low-Med Adopters)

ngh adopters have reduced 'external attrition %' of A32.6% vs Pillar, exceeding
2 I business case expectations.
A_:c 4 High adopters are reducing ‘external attrition %' by A32.6% and LowMed
o ® adopters reducing by A45.8%.
@ " e
| 2% _/\/\ /\ o 0% Current High
S s NS AV 3y
e 29 5%
o 0% g5
S Jan-21 Feb-21 Mar-21 Apr-21 May-21 Jun21 Jul-21 Aug-21 Sep-21 Oct-21 Nov-21 Dec-21 g = 0%
a
o ——tHigh LowMed =mm=CBCC 5% 10% 15% 20% 25% 30% 35% 40% 45% 50% 55% 60% 65% 70% 75% 80% 85% 90% 95% 100%
(N-35, High AOpters = 15, Lowed Adopters = 20) % Learner Population who are High Adopters
7% High adopters have reduced 'external attrition %' of A30% vs Pillar, exceeding
6% business case expectations.
5% High adopters are reducing ‘external attrition %' by A30% and LowMed
B 4% adopters reducing by A23%. Current High
O bt 6% adopter % of
D 2% 2 Leamner Population
S | Sy 4% -
0% §8 2% U
Jan-21 Feb21 Mar-21 Apr-21 May-21 Jun21 Jul-21 Aug-21 Sep21 Oct-21 Nov-21 Dec-21 g = 0%
a
e High LowMed wmm=|JSCC 5% 10% 15% 20% 25% 30% 35% 40% 45% 50% 55% 60% 65% 70% 75% 80% 85% 90% 95% 100%
(N=10. High Adopters = 7, LowMed Adopters = 3) % Learner Population who are High Adopters
8% High adopters have continued ‘external attrition%' reduction, reducing ‘external
attrition %' by A55.2% vs Pillar, exceeding business case expectations.
o External Attrition may be highly variable due to the low population size & learner's
O 4% Line of Business.
6 Current High
— 2% f
o
= 0%
Mar-21  Apr-21  May-21  Jun-21 Jul-21 Aug-21  Sep-21  Oct-21  Nov-21 Dec-21 :
High LowMed ==m=TDI CAC 5% 10% 15% 20% 25% 30% 35% 40% 45% 50% 55% 60% 65% 70% 75% 80% 85% 90% 95% 100%
8<16, g Acoptess = 5, Lowhser Adoptess = T) % Learner Population who are High Adopters

Note: CBCC & USCC analysis completed for January - December 2021. TDI CAC completed for March - December 2021 due to data limitations.

In addition, incremental benefits were achieved with the tenured colleagues as noted
above. By introducing tenured leader booster shots, additional business benefits were
obtained in the areas of productivity (Average Handle Time or AHT and Adherence),
customer experience (Legendary Experience Index or LEl) and compliance.
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Tenured People Leader Booster Shot 1 — Booster vs. Control Group Results EQ.E

Average Handle Time (actuals) Booster Shot 1 Audience vs. Conirol AHT (actuals)

550 Baseline n
g w0 13 sec AHT improvement vs. Pillar-level results, overall.
s | \\ Booster Shot
= [ — Booster Shot Audience Control - Booster Shot Audience
% 400 \—_- Oct-Dec Feb-Apr A Oct-Dec  Feb-Apr A

Control Resulis

i | 0 —  — Booster [
3 300

Aug-20  Sep20  Oct-20  Nov20 Dec20  Jan-21  Feb-21  Mar2l  Apr21

550 Baseline cufion

w00 5 sec AHT improvement vs. Pillar-level results, overall.

Booster Shot
450 ,
F—— Booster Shot Audience Control - Booster Shot Audience

400 -1
B e Control Results Oct-Dec
T —

350

Feb-Apr A

O
QO
2
=5

Oct-Dec  Feb-Apr A

“2 e

Booster Control

300
Aug-20 Sep20 Oct-20 Nov20 Dec20  Jan-21  Feb-21 Mar21  Apr21

900 Baseline fion

50 \/\_’_\%"“ 8 sec AHT improvement vs Pillar-level results, overall.
700

600 \/\\ Booster Shot Audience Control - Booster Shot Audience

Oct-Dec  Feb-Apr A Oct-Dec Feb-Apr A
%00 Control Results

Sooster

400

Control

300

Aug-20  Sep20  Oct-20  Nov20 Dec20  Jan-21  Feb-21  Mar21  Apr21

Tenured People Leader Booster Shot 2 — Booster vs. Control Group Results E%E

LEI (% of Objective) Booster Shot Audience vs. Control LEI (% of Objective)

110%
@ Control Grou i H
£ L P 5% LEl improvement vs. Pillar-level results, overall.
c —
o
1‘2 100% Booster Shot Booster Shot Audience Control Audience
% Audience Nov-Jan Apr-Aug 2 Nov-Jan Apr-Aug
o
g Baseline Execution
(&) 90%

Nov-20 Dec-20 Jan-21 Feb-21 Mar21 Apr-21 May21 Jun-21 Jul-21  Aug21
120%

Control Gyoup

110% /,_\
(o] Booster Shot Audience Control Audience
8 Booster Shot
=) 100% Audience Nov-Jan Apr-Aug A Nov-Jan Apr-Aug
I Execut
sox Baseline xecution Control
Nov-20 Dec20 Jan21 Feb-21 Mar21 Apr21 May21 Jun21 Jul21 Aug21
125% Control Group
100%
§ Booster Shot Audience Control -Audience
& Booster Shot
= 75% Audience Nov-Jan Apr-Aug A Nov-Jan Apr-Aug
Baseline Execution
50% Control 7%

Nov-20 Dec-20 Jan-21 Feb-21 Mar21 Apr21 May-21 Jun21 Jul21  Aug21

Control Group: Team Managers not selected for the Booster Shot program
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Tenured People Leader Booster Shot 1 — Adoption & Composite Rank

% of Learners

% of Learners

c
K % of Avg. % of Avg.
“g'_ Leamers | Completion Learners | Completion
2 100%. 57% 100% 75%

=) 49% 92% High 74% 9%

Il | Medivm | 21% 54% Medium | 16% 50%

o

9 Low 30% 3% Low 1% 0%

High and Low adoption groups saw the strongest

High, Medium, and Low adoption groups saw significant
benefit in Post-leaming Productivity composite rankings

benefit in Post-leaning Productivity composite rankings

vs their peer groups.

Medium-High adopters have an average 28%
improvement in their composite ranking vs. an average
4% decline in rank within the Low adoption group.

79%| .0 - -

vs their peer groups.
Medium-High adopters have an average 14%

6% within the Low adoption group.

74%| . -

improvementin their composite ranking vs. an average

Pre and Post Learning Composite Rank

H . H
of learners . ° € of learners e | o €
¢ s 03 g
saw ounle B saw o A
improvement . & improvement . . 10"
in their 1 in their .
Composite | Composite H
rank . o . rank
(31/39 learners) 0 (14/19 learners) o
W 20 o Y 20 10 o
Pre-Enroliment Pre-Enroliment
f Le dopters =L than 33% of ing High Medum = Low

High Adopters = Leamers complefing atleast 66% of leaming activifies. Medium Adopters = L

Tenured People Leader Booster Shot 1 — Outcome Assurance

o 5% AHT improvement | | ™= 2% ADH
£ of High vs. Low-Med . improvement
< group. — of High vs. Low-Med
z =] /_/——//\_’ group.
3 Figh 93% | 103% | 10% Figh 9% 5%
5 Low-Med | 93% | 98% | 5% - Low-Med | 89% %
(8] s High/ P N s High/
e | 1% | 5% 5% & & & & Lo | 7 9% 2%
AHT improvements = Baseline Execution 2% ADH
in all engagement . improvement
groups. of High vs. Low-Med
—_—
8 - 98 grou
won Figh 103% | 104% | 1% Figh 98% | 98% | 0%
- LlowMed | 101% | 107% | 7% - lowMed | 99% | 97% | 2%
A =+ R N Eav FE S lomea | 1| 8|
no% 4% AHT improvemeni 125 Wealth Low/ Med ADH
of High vs. Low-Med e improved greater than High
T00% dopt adopters due to
adopiers. 0 ~—— significantly lower baseline
= s /\ results.
. A Oci-Dec A
. [High 5% =2 High 103% | 104% | 0%
- Low-Med 5% lowMed | 50% | 7% | 7%
P P ® I High/ P S o 1A High/ r
& F P S 4% 4% & PP ety | 14% | % 7%
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Tenured People Leader Booster Shot 2 - Adoption & Completion B2E

% of Learners % of Learners % of Learners
% of Avg. %of Avg. % of Avg.
Learners | Completion Learners | Completion Learners | Completion
MLl 100% | 50% | low 100% | 43% 100% | 52%
Banking Low
Low
High 34% 90% High 35% 90% 33% 8%
Medium | 28% 51% Medium Medium | 17% 45% Medium 17% 53% e
Low 8% 13% Low 8% 8% 50% 2%
c
5 929% 100% 100%
a 82% 7y, 83% Optional Content
= 70% 64, T0%
o
< = o 50% 4% ! aa%
o 40% a5, 35% 33% 39% 33y,
o
3
Week 1 Week 1 Week 2 Week 3 Week 4 Week 5 Week 5 Week 6 Week 7
Thrive LMs LMs vILT LMs LMs LMs LMs

= Canadian Banking @™ USCC Wealth

Learners generally started the Booster Shot program with strong participation, but a noticeable decline continues after Week 1
engagement, save for Virtual Instructor-led Training (VILT) in Week 4.

LMS self-directed learning has the lowest completion rates among the learning modalities.

Thrive participation is the highest among the learning modalities; however, only 34% of learners completed all Thrive content.

High Adopters - Learners completing at least 66% of learning activities. Medium Adopters - Learners completing between 34-66% of learning activities. Low Adopters = L leting less than 33% of

Overall

NACO started this journey pre-covid in a world where instructor-led training was the
standard. The organization was engaging in a cultural change that would fundamentally
change the way leaders were trained within the organization. The project was faced with
resistance and had to truly influence executives to make a meaningful investment in a
vision that they did not fully understand. With funding approved in March of 2020 and
the program scheduled to launch January 2021, the team had to overcome significant
challenges as they entered an ever-changing world with COVID taking over and shifting
priorities. They had to get it done or risk losing the investment. The beauty of it all, they
were ahead of the game. The strategy was anchored in just-in-time learning. It was
designed to be consumed anywhere, not just in a classroom. The pandemic proved the
strategy was the right thing to do. The People Leader Continuous Learning Journey made
an immediate and meaningful impact on TDs culture of care, growth, and impact in a
world where nothing was predictable. It allowed the business to be ready for the next 24
months of remote working. It laid the foundation for what would be the standard of
learning going forward and informed future investments.

The organization leveraged the learning created within NACO across the organization.
Creating scale and adding incremental adoption and benefit of the resources developed.
The design methodology that was applied has made it exceptionally simple to update the
learning paths with agility and speed to swap out or update resources and materials
without significant investments or time, ensuring the leaders are always accessing the
most up-to-date and relevant information.
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The program was so well adopted and now understood that the business is now applying
the lessons learned to transform 27+ frontline onboarding programs into the same
methodology to create greater flexibility and versatility for the frontline colleagues. The
capability team has taken the classification system and are now diving into the frontline
diagnostic to create an agile library of learning assets that can be curated based on
whatever the future of NACO might be.

The Future of Learning | The Opportunity E—Z‘*E

Multi-Modal, Microlearning will Enable Knowledge Management

Accommodating 8 second consumption, in the moment of need

Learning Content Distributi : .
“Based on CBCG Skills [;ialénoonstic Evaluation MKnOWIedge Opportunity to
C T T | anagement
' Opportunity to virtualize | 9 Scale
539% call shadowing - with performance |
! reporting i

29% Products/Services ‘

7% Protect the Bank '

E Opportunity to scale for .
JI OnDemand consumption |
! based on Customer |
i needs !

67 Deliver Legendary ! i
(] { Opportunity to
| emphasize connection to |

Experiences & Advice

o, ) i i Shared Commitments,

3 A) Enhance Service Levels S | Competencies and

Objectives to inspire a

27 ! i culture of care, growth
(o]

Culture and Performance ! and impact. |

Confiden

The Future of Learning | The Methodology E%E

Skill Progression Aligned to Call Drivers
Targeted skill progression through scalable, connected, blended, modular based solutions

— Agile
Custom paths
based on

experience and
proficiency

Scalable

E Focus on

commonalities and

rx_] address nuances

experientially
-

KIKIK]
KKKK

Multi-Modal

Ry

Ry
RIKKIKKE

Deliver content the
right way to meet
learner needs

Repurposing Assets for Skill Gap Booster Shots _ Blended
On-Demand Knowledge Based on Performance 10% Formal
Management Evaluation [ 5 20% Social

70% E iential
Confidential e — xperientia
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The Future of Learning | Program Learning Themes F2E

1. Design Principles 2. Preliminary Needs Assessment 3. Learning Themes

—  Frontline New Hire

Learnin )
o 1. Classify Uni e
= Purposeful. shared commitments & Organize learning across niversal (Common)
objectives centres in a consistent — Delivery legendary experiences

manner; identify common
learning themes

Provide trusted advice
Foster our culture

Own your performance
Reward & recognize
Protect the bank
Enhance service levels

= Competency focus. skills, knowledge,
behaviour

= Scalable. universal content focus;
address nuances experientially

2. Insights

Learning Assets Identify where time is spent Customer Journey
= Blended. 10% formal; 20% social; 70% today; best practices; gaps L = Deliver service excellence

experiential o

P CCaa$ Tenured (derived from capabilities)
= Structured. tell, show, do, review i
i Customer Experience Management

= Multi-modal. learner needs; asynchronous . SelfS

first 3. Matrix Sl =EnE

Define learning = Routing
elements and core = Workspace
competencies; curate
existing assets/artifacts;

= Modular. Microburst leaming; progressive;
on demand; multi-use (booster shots; skill

gaps) Service Levels & Performance

= Workforce
= Data & Analytics

In addition, the classification system ensures connection to the leadership program.
Drawing connections to ensure the frontline colleagues and leaders are connected to
common goals and purposes. Aligned on their measures of success are and what
delivering predictable, consistent, legendary experiences really means in practice. Taking
the approach of not just training the “what” but also the “why” and “how”.

The Future of Learning | Method for Classification E2E

or all learning program objectives and elements to our shared commitments, NACC objectives, and core
competencies to create consistency and establish clear alignment to purpose and make meaning.

11 Core
Competencies

5 Shared @\ 8 Learning
\// Themes

Commitments

= Think Like a Customer = Deliver legendary experiences = Technical - Customer experience
= ActLike an Owner = Deliver service excellence management; product ‘
) X . knowledge; consultative advice
= Execute with Speed = Provide trusted advice « Business - Problem solving;
= Innovate with Purpose = Foster our culture attention to detail; adaptability;
= Develop our Colleagues = Own your performance decision making; effective

communication

= Leadership - Career
development & coaching; leading
change; inspiring others.

= Reward & recognize
= Protect the bank
= Enhance service levels
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DELIVER LEGENDARY EXPERIENCE

= Make it Personal/CEM
= Customer Problem Resolution/HEAT
= Consultative Advice

DELIVER SERVICE EXCELLENCE
(Product/Process - Product specific)

*Sample from
‘Day to Day'

= Enquire, transact, maintain
Account fees; Fraud/Disputes; Complaints. Bill pay; Transfer;
CBB; Foreign exchange; Cheques; Statements.

= Enable/support self serve
Access card; ATM/POS; EasyLine; EasyWeb; Mobile;
eStatement; Remote deposit; Flash; CBB link;

= Deepen relationship (convenience focus).
Deposit account right plan; ODP right plan; Direct deposit;
SSV/PTS; Pre-authorized debit/transfer;

= New relationship.
Chequing; Savings; TFSA

FOSTER OUR CULTURE
= TD Commitment/Promise .
= TD/NACC Framework
= TD Pulse .

OWN YOUR PERFORMANCE

= My Performance (What).
Scorecard

= My Commitment (How).
Behaviours & core competencies
(business, technical, leadership)

My Incentives (Why). Nacc
Incentive plan

= Coaching "

RECOGNIZE & REWARD
= TD Appreciates

R

The Future of Learning | Method for Classification Themes view
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E2E

. . . Execute With Speed &
Think Like a Customer Act Like An Owner

PROTECT THE BANK

Risk/Compliance
Enterprise training; NACC compliance

Authentication
- CTI(56%)

- Manual (22%)

- Omni (9%)

- Voiceprint

ENHANCE SERVICE LEVELS

Scheduling & Vacations
Attendance & iTime
Availability & adherence

Call management (incl.
authentication; systems)

Appendix: NH Learning Frontline Colleague Objectives & Core Competencies

E2E

Execute With Speed

Achieve efficiency objectives while
always protecting the bank from risk.

Act Like An Owner

Deliver business results, while
fostering an engaging culture.

Think Like a Customer
Meet more Customers' needs by
delivering legendary experiences
and trusted advice, every time.

D)

Innovate with Purpose
Embrace change, adopt new
ideas and ways of doing things
and challenge the status quo.

Develop Our Colleagues

C P
‘ ‘ ' to meet more Customers’ needs
@ N and achieve personal career
’ ‘ goals with TD.

TD Framework
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R

With more than 10,000 clients globally and 30 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.

Professional Certifications
Self-paced certification
programs. Virtual group
sessions for companies.
In-person conferences

and summits. /

! SOME WAYS
l WE CAN HELP

Excellence Awards
Two annual programs
recognize the best
organizations that have
successfully deployed programs
to achieve measurable results.

R

ORGANIZATIONAL EXCELLENCE CERTIFICATION PROGRAM

recognizes world-class HCM programs that transform their
organization and achieve breakthrough results. This
designation is the next step beyond the HCM Excellence
Awards, which focus on a single program, and looks at the
department as a whole.

Membership
Individual and Enterprise
Membership Options: Includes
research assets, advisory support,
a client success plan and more.

Advisory Offerings
Custom Research
Projects, including
surveys, focus group
interviews and Organization
Needs Assessment for
Transformation, Technology
Selection and Strategy.

X

SMARTCHOICE® PREFERRED PROVIDER PROGRAM

uniquely places HCM service and technology companies at
the top of organizations’ consideration list of vendors. It
adds an unmatched level of credibility based on BHG’s
twenty-eight-plus years of experience in evaluating and
selecting the best solution providers for leading
organizations around the world.
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