Philips Medical Systems

Global services unit enhances training capabilities with Adobe® Acrobat’ Connect™ Professional
software to support innovative eLearning programs serving customers and staff worldwide
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PHILIPS

Industry
Healthcare

Challenges

Establish flexible eLearning initiative
accessible from any location

Solution
Real-time eLearning conferences
Synchronous training

Philips Medical is using Acrobat
Connect Professional to provide
employees, partners, and customers
with dynamic eLearning programs
thatimprove understanding of
advanced healthcare products.

Results

Reduced employee travel and
administrative costs

Improved customer knowledge
about sophisticated healthcare
technology and clinical uses
facilitates better patient care
management

Accelerated development and
delivery of eLearning content

Streamlined customer compliance
with certification and continuing
education requirements

Systems At A Glance

Adobe Acrobat Connect Professional
Adobe Connect Enterprise Server
Adobe Presenter

Adobe Flash®

Adobe Captivate™

Adobe Premiere® Pro

Adobe Creative Suite® 2.
Components used include:

« Adobe InDesign® CS2
« Adobe Photoshop® CS2
« Adobe GoLive® CS2

Improving patient outcomes

For healthcare firms to effectively serve global populations, they must engage learners with
information when, where, and how it will have the greatest impact. At Philips Medical Systems,
the use of Adobe Acrobat Connect Professional software and the Adobe Connect™ Enterprise
Server supports the company’s Learning Services business efforts to provide high-quality,
web-based education programs for customers and partners, and enhanced training for
marketing, sales, and distribution teams worldwide.

“By successfully training people to use our advanced medical equipment, we simplify healthcare
for our customers and help facilitate better patient care management,” says Douglas Dell, Global
Director, Learning Services at Philips Medical Systems, the leading U.S. division of Royal
Philips Electronics of the Netherlands. The organization’s Learning Services business reaches
more than 135,000 registered users in more than 100 countries with synchronous education,
video conferencing, and web seminar services.

For Philips Medical, the benefits of using Acrobat Connect Professional to improve training for
employees, partners, and customers are measurable. “We can serve increasing numbers of
people with on-demand and real-time training and then relate those efforts to tangible business
benefits of increased competencies which translate to system optimization and customer
satisfaction,” says Dell.

Overcoming deployment obstacles

Philips Medical Systems needs to provide training for its medical equipment customers to achieve
maximum utilization of their equipment’s capabilities. In addition to providing product training
for customers, Philips Medical also provides continuing education to healthcare professionals. For
example, Radiologic Technologists must complete 24 continuing education credits every two years
to maintain certification. These efforts support Philips’ service strategy of enhancing the customer
experience in every season of system ownership.

Many Philips customers have recognized the benefits of the continuing education and purchased
the education component as part of their service agreements—and, as the company determined
through an in-depth needs assessment—customers prefer education that is available online 24
hours a day. Prior to standardizing on Acrobat Connect Professional for the synchronous delivery
of online education, Philips used a combination of services to deliver training, but was frustrated
by the high telecommunications costs, unwieldy downloads, and problems presented by firewalls
at customer sites.

To better engage sales and distribution channels outside the corporate network, Philips leverages
core functionality in Acrobat Connect Professional. Because Acrobat Connect content is delivered
via the ubiquitous Adobe Flash Player—which is not dependent upon using certain browsers or
computing platforms—Philips eLearning programs are easily available to authorized users on
most any digital device. Equally important, the Acrobat Connect content and meetings can be
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delivered securely and reliably inside medical organizations’ firewalls.



“With Adobe Acrobat
Connect Professional, we
can regularly engage
with our customers,
enable our field force
to demonstrate the
capabilities of our
products, and help
ensure that people
know how to properly
use our equipment and
leverage the full clinical
capabilities. This all adds
up to patient benefits.”

Douglas Dell,
Global director, Learning Services,
Philips Medical Systems

For More Information

www.adobe.com/products/acrobatconnectpro/
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“With Adobe Acrobat Connect Professional, we can regularly engage with our customers,
enable our field force to demonstrate the capabilities of our products, and help ensure that
people know how to properly use our equipment and leverage the full clinical capabilities,”

explains Dell. “This all adds up to patient benefits.”

A blended learning environment

Philips Medical develops approximately 100 training modules annually, with more than 400
currently in use. Online training programs complement onsite training held at Philips global
training centers in Europe, Asia, and the United States. Critical to the synchronous and asynchro-
nous learning model at Philips is that online training saves the organization significant travel and
staff costs. Archived seminars are available for people who cannot attend in-person meetings.

The online eLearning courses are integrated with the company’s advanced healthcare Learning
Management System (LMS), and a content authoring tool developed by Philips to meet the unique
needs of the healthcare market. In addition, integrating Adobe Acrobat Connect Professional
software and server technology into the company’s computing infrastructure has resulted in

additional efficiencies.

To deliver rich media, synchronous eLearning content, Philips uses Adobe Presenter to easily
take content from subject matter experts and prepare it for Acrobat Connect Professional
sessions. At the same time, staff regularly uses other Adobe tools—Creative Suite 2, including
Adobe InDesign CS2, GoLive CS2, and Photoshop CS2, as well as Adobe Premiere Pro, Flash,
and Adobe Captivate—to author content, develop web pages, and collaborate.

Engaging users with dynamic content

To do justice to its visually oriented medical imaging products—such as its advanced iE33
cardiac ultrasound imaging system—Philips needed a training solution that could demonstrate
the equipment’s ability to render the human heart and valves in 3D. By easily handling FLV files,
Acrobat Connect Professional offered the perfect solution.

Acrobat Connect Professional has also proved invaluable when launching consumer lifestyle
products like the Sonicare toothbrush. Philips strategy is to deliver timely, cost-efficient methods
to support effective training for its less technical products. The training group delivers dynamic
training modules via Adobe solutions to demonstrate the product and how to use it. “Showcasing
our products dynamically online leverages the power of Connect and saves us tremendous time

and money,” says Dell.

For staff and customers unable to attend real-time or in-person meetings, archived webinars and
courses are available. In addition, the use of webinars and ad-hoc web meetings is embraced across
the larger Philips organization, reducing travel costs and facilitating better training worldwide.
“As we continue to expand our Learning Service business, Acrobat Connect Professional will be an
important conduit to deliver training, establish presence, and build relationships with people

globally,” says Dell.

Adobe, the Adobe logo, Acrobat, Acrobat Connect, Adobe Connect, Adobe Premiere, Captivate, Creative Suite, Flash, GoLive, InDesign, and
Photoshop are either registered trademarks or trademarks of Adobe Systems Incorporated in the United States and/or other countries. All other

trademarks are the property of their respective owners.
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Use photo servic-
es such as photos.
com to find pro-
fessional looking
photos for your
courses. These
services typically
have an annual
charge. Then you
can obtain as
many photos as
you need through-
out the year. It's
easy to search on
the photos, and it
will give you cre-
ative choices for
your content.

DEBORAH THOMAS,
FOUNDER AND PRESIDENT,
SILLYMONKEY LLC

V.Tips for Managers Who Lead Synchronous Learning
Efforts continued

Never assume that a good classroom facilitator makes an engaging and effective virtual facilita-
tor. Make sure that you provide your team with the tools, resources, and support that they need,
to be successful no matter how talented they may be in a classroom. “Virtually observe” your facil-
itators, and ask yourself if the attendees are actually learning from the experience.

Tony SanGiovanni, Sr. Learning & Development Consultant, MetLife

Managers — although your resources may be tight, allowing a second staff member to function
as “producer” or co-presenter often helps the class run more smoothly, since this person can trou-
bleshoot, answer questions, or even step in, in the event of an emergency.

Carol Huhn, Nuance Communications

Based on the analysis report, highlight the difficult concepts first,and explain them according to
a presentation plan. Review the difficult concepts first, and then go for simple concepts. The order-
of-concepts arrangement is an easy way to manage the direction of synchronous learning efforts.
This order may be in hierarchy.

Rehman, Instructional Designer, Visionlabs

It's important that the participants give the session their full attention. It's tempting for them
to check email, surf the internet, etc., during the session. At the beginning of the session, let the
participants know how much time it will take, and give them some guidelines to follow during
the session. If you stick to a reasonable time limit (6o minutes or so), and ask them to turn off
their email, cell phones, etc., you should have a more productive session. Remind the participants
that the session is for their benefit, and encourage them to fully participate.

Heather Carroll, Leadership Consultant, Bluewater Interactive

Make your presentation as visually interesting as possible. Subscribe to a clip art library such as
dreamstime.com for images. This will help maintain participants' attention more than boring
PowerPoint bullet text.

Lisa Stepanovic, Business Practice Leader, e-Learning , Center for Business, Industry & Labor @ SLCC

For the effort of maximizing shareholder wealth, it is important to track marketing intelligence
as well as information on competitors and innovators by using e-Learning. But you have to think ...
it should a continuous process ... if you can appoint a specific person for that, it is like an invest-
ment for the future, or an intangible asset ... try to put one person as a tracker, as well as an expert
on company e-Learning. But you need to look for his/her training and development too.

Nalin Abeysekera, Lecturer, Open University of Sri Lanka
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Be careful with
the wording of
questions. Stu-
dents can't tell if
it's a rhetorical
question or not.
Also, be wary of
using double neg-
atives in your
questions. Stu-
dents won't know
if they should
answer yes or no!

CAROL HUHN, NUANCE
COMMUNICATIONS

VL. 53 Tips for Synchronous Speakers and Instructors

Always have a glass of water ready. | find that cold water will sweat and leave a pool, so | try to
get water that is room temperature. | also have some hand-towels ready (usually from the bath-
room), so | can quickly wipe up any spills.

Dwayne Dush

Be careful with the wording of questions. Students can't tell if it's a rhetorical question or not.
Also, be wary of using double negatives in your questions. Students won't know if they should
answer yes or no!

Carol Huhn, Nuance Communications

The quickest way to build credibility with a class is to admit when you don't know something. If
you try to fake it, the class will be able to tell, and will quickly discount everything you say. When
something comes up that you can't answer, write it down, and get an answer back to the group as
quickly as time allows.

Dwayne Dush

Maybe this should be for designers ... attended one “online course” that was all done over
the phone. The facilitator essentially interviewed the person that was presenting material to make
it sound like a radio show. It made the whole course much more dynamic from the point of a lis-
tener. Later, during the course, they had everyone hang up and call a predetermined partner (with-
in the course) to do an activity over the call. When the time for the activity was over, we hung up,
recalled the group line, and debriefed on our individual experiences. | was quite surprised how
well a simple “phone course” went, and how they had created it to be interactive.

Tracy Hamilton, Education Assistant, Southlake Regional Health Centre

Use the whiteboard as your easel to capture responses during discussion. You can do this in two
ways: Keep control of the white board and record responses yourself, OR, release white board con-
trol to all participants and let them type their own responses directly. It's an energizing way to
capture key discussion points!

Anne Scott, Training Program Developer, Sodexo

Sometimes multiple participants “huddle” around one computer to take a class together, or will
be in close physical proximity to each other. When the training is delivered to multiple clusters of
learners in this way, small group breakouts are easy to incorporate into the class. At the conclusion
of an activity, you can use chat and polling features to allow each group to present findings to the
class.

Holly Mason, Senior Instructional Technologist, Commonwealth Trading Partners
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Practice before
the live event.
Upload content,
walk through
exercises, conduct
polls, etc. Going
through your
session at least
once, before you
have your partici-
pants, will allow
you to identify
areas of concern
and find solu-
tions.

SARAH REMIJAN,
MANAGER, CLUB AND
DISTRICT TRAINING, ROTARY
INTERNATIONAL

VL. Tips for Synchronous Speakers and Instructors
continued

When working with a visual presentation (like PowerPoint), NEVER just read what is on the
slide. Use the information on the slide as a guide to your presentation. The slides can elaborate
your speaking points, illustrate them, or summarize them. But the slides should never BE the pres-
entation.

Dwayne Dush

Use a pre-assessment to determine your audience needs, capabilities, interests, preferences, and
expectations. Then use a post-assessment to evaluate your presentation, and determine if you
were successful. Align measures for the pre-assessment and post-assessment, to best determine
outcomes and areas for improvement.

Margaret Martinez, CEO, The Training Place, Inc.

SET EXPECTATIONS: Whether I'm leading a traditional classroom session or one over the Web,
one of the first things | do is to start by telling everyone when we will take breaks, that they can
ask questions right away rather than holding them until the end, and review the course outline to
help explain the format of the class. It typically doesn't matter what rules you set in place, as long
as you communicate them, explain the reasons for the rules, and consistently follow the rules.

Dwayne Dush

If your application has a “feedback” tool, encourage the students to use it to tell you if you are
going too fast or too slow. In a traditional classroom, you can tell when you are moving too fast by
the “deer in the headlights” look on a learner's face. Since you cannot usually see the learnersin a
synchronous class, using the feedback tool may help to guage how you are doing.

Carol Huhn, Nuance Communications

Practice before the live event. Upload content, walk through exercises, conduct polls, etc. Going
through your session at least once, before you have your participants, will allow you to identify
areas of concern and find solutions.

Sarah Remijan, Manager, Club and District Training, Rotary International

Emoticons aren’t just for email! Emoticons are generally facial expressions put together from
keyboard letters and symbols to help express the tone and emotion of the sentence, paragraph, or
message. Since text-based communication can bring added uncertainty, emoticons can greatly
facilitate the tone and emotion you have intended in the message. Use emoticons if you want to
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If you are taping
the event for later
viewing, avoid
unnecessary nois-
es (like beeps
every time a new
participant enters)
that will distract
those watching
the recorded ses-
sion, and may
even cause them
to stop watching.

SARAH REMIJAN, MANAGER,
CLuB AND DisTrICT
TRAINING, ROTARY
INTERNATIONAL

VL. Tips for Synchronous Speakers and Instructors
continued

help the student with the intention of your tone through the text. Following are some examples
of common emoticons used in text communication:

:-) = smile or happy

.-) = smile with a wink

:-D = big grin

:-0 = wow, or I'm surprised

:-(=frown or sad

Michele Meissner, Instructional Designer, University of Michigan Health System

Do the same participants always answer your in-class quiz questions? Prepare your questions in
index cards (one question per card). Note the unit or topic on the card. Ask the learners to “line
up” and then ask each learner a question, in turn. This puts the learners in random order. If the
learner cannot answer the question correctly, allow the next learner a chance. Make notes on your
index card such as: “need to reword the question,” “double-check curriculum, page 12,” “easy ques-
tion,” or “need more practice.” This gives the learners an opportunity to test their knowledge, and
ask about what they don't understand. It also provides the instructor with feedback about which

topics need more coverage, and which questions to reword.

Jill Easterday, Consultant

To train customer service agents in the use of courtesy phrases, require each agent to sign on
and off with the appropriate greeting and closing. Also, require courtesy phrases in class, such as,
“Please,”“Thank you,” and “You're welcome.” The added repetition encourages good habits! Be
sure to point out how courtesy affects both the conversation and the quality score.

Jill Easterday, Consultant

If you are taping the event for later viewing, avoid unnecessary noises (like beeps every time a
new participant enters) that will distract those watching the recorded session, and may even
cause them to stop watching.

Sarah Remijan, Manager, Club and District Training, Rotary International

Much time can be lost at the beginning of a session by attendees “staggering in” and interrupt-
ing proceedings. To prevent this, ask your students or attendees to log on about 10 to 15 minutes
before the actual start time. At this time, say “Hello” as people come in to the live environment,
ask them to say “Hello” back, so you can test their microphone and sound settings, and Webcams
if applicable. Have a slide or text on display that also says “Welcome,” and that you're still waiting
to begin. Then at the appointed time (or a little over, to wait for the inevitable late arrivals) begin
the session by moving to your actual Start slide or text, and announce that you are beginning. This
will not only give you a smooth and immediately productive start, but it will also prevent techni-
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