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Abstract
A global manufacturing and retail corporate entity compared their traditional learning models with a new method of training for a cohort of North American customer service agents. The questions they were interested in exploring pertained to corporate Return on Investment (ROI) as measured in several meaningful outcomes regarding attrition, retention, and customer impact. The traditional model had been used for the previous ten or more years and involved a subject-matter-expert (SME) whose job it was to transmit company information (including culture) to new employees. This method is structured as a transmission model in a traditional lecture/student setting00students in rows facing forward towards a ‘sage on the stage’ compiler of pertinent knowledge. The comparison method comprised a break from traditional ‘sit-and-git’ models by embracing a neuro-based teaching and learning experience that focused on Me-Here-Now enhanced learner identity, and connectedness of conceptual components in a non-linear modality. Trainee agents (N=250) attended courses in face-to-face and tech-enabled learning labs for onboard training content—125 in a traditional ‘classic’ site and 125 in the new neuro-centric BcD site. Data were collected via online end-of-course instruments, interviews, and self-report surveys. Findings suggest that the neuro-centric methodology compared more than favorably with the traditional method so that trainees (i) learned with deep understanding, (ii) were more likely to retain important information and express contentment in their work, and (iii) were more successful at increasing ROI for the company. We describe the model, implications of these findings, and suggest further research avenues going forward.
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Figure 3. Classic vs. BcD Model Results
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