GENERALE DE TELEPHONE

CAMPUS-MOBILE: PLACING LEARNING & DEVELOPMENT IN THE PALM OF
THE SALESPERSON’S HAND AT GENERALE DE TELEPHONE

Générale de Téléphone, a wholly-owned distribution subsidiary of Orange, is active in the tele-
coms and photography sectors (distribution of products, accessories and services for mobile
telephony/Internet and Orange telecommunications), through a network of brick-and-mortar
retail outlets and an e-commerce site.
Training is a key pillar of corporate culture. “The right to professional development” is one of
the element’s of the company’s “10-point employee promise”. And the digital revolution that
Générale de Téléphone has fully embraced also means that it makes perfect sense to be look-

ing to new ways of learning.

FROM A LEARN ON MARS TESTBED
COURSE TO TEACH ON MARS EN-
TERPRISE PORTAL: A RESOUNDING-
LY CONCLUSIVE FIELD TEST

It all started four years ago. In 2014,
Bruno Chantepie, Head of the Digital
Expertise Centre, introduced the first
mobile learning project at Générale
de Téléphone (GDT). Bruno explains:
“We decided to go with Teach on
Mars, one of the pioneers of mobile
learning and the leading player in the
French market.” This particular Learn
on Mars course was on fibre technol-
ogy. A year later, a second Learn on
Mars programme on insurance for
mobile phones was introduced, fol-
lowed by a Quiz on Mars. At the time,
the team was supported by Jéréme
Wargnier, a consultant at Alberon
Partners, and his advice on mobile
learning best practice proved invalu-
able. “Instilling good habits around
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the authoring of course content is
essential when you launch this kind of
mobile learning initiative.”
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The introduction to mobile learning
was overwhelmingly positive: “The
principle appealed to our sales con-
sultants and managers and they all
really embraced the idea. Access was
initially restricted to in-store demon-
stration phones, and then extended to
the Android business phones we pro-
vide to our employees. Huge numbers
of sales staff installed the app on their
business mobiles. The scale of the
take-up impressed us and was a clear
indicator of the enthusiasm with
which employees were adopting the
Teach on Mars approach.”
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After the first two trial run projects,
the Teach on Mars sales team
showed GDT the new Teach on Mars
Enterprise portal. “We were convinced
that It was the way to go to make our
training programmes more -easily
accessible to our sales staff and cen-
tralise them in a single application,
explains Bruno. The new extended
portal went live in November 2017.

MOBILE LEARNING: INNOVATIVE
AND YET COMPLETELY NATURAL

According to Bruno, the mobile learn-
ing approach is both “innovative and
yet a completely natural learning sys-
tem when your business is selling
mobile phones. Our employees are
just like our customers - they use their
phones constantly. Shorter formats
mean sales staff are much more able
and likely to build the training into
their daily routine effectively, and the
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push notifications have made it easy
for us to communicate directly with
our learners.” Bruno firmly believes
this approach is “less static and top-
down than the e-learning mode. This
is the learning format for today and
tomorrow.”

The team has been experimenting
with an e-learning platform since
2010. But the approach has been
complex to implement, with modules
coming from the parent company and
other phone manufacturers intrinsi-
cally longer in format. “It's not so
suitable for in-store use because we
need to plan for long periods away
from the store so that employees can
take the modules. The logistics and
planning are problematic, especially
with larger teams.” Bruno believes
“the star of e-learning is waning be-
cause the format hasn'’t evolved since
2004 and it offers limited interactivity.”
As a result, Générale de Téléphone is
shifting to a strategy where mobile
learning is the main training tool
complementing face-to-face courses.
The e-learning option will remain in
use for a few more years to cater for
specific modules that lend them-
selves to the channel.

AN EFFECTIVE SOLUTION FOR
REACHING THE WIDEST TARGET
POPULATION IN RECORD TIME

The Générale de Téléphone network
consists of around 220 stores and
covers the whole of France. 1800 em-
ployees are scattered throughout the
country in stores and support centres
(regional offices and headquarters).

In this kind of highly decentralised
organisation, “it costs money to move
employees around and e-learning is
complicated to implement and lacking
in appeal” says Bruno. “We want to

reach as many of our people as pos-
sible in record time”. With these re-
quirements, the company sees a mo-
bile learning platform that can be
accessed via mobile phone - just as
easily as on a tablet or a PC - as a
very relevant and effective solution
for their digital L&D programmes.
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MOBILE-ONLY CONTENT: PLAYING
THE EXCLUSIVITY CARD

The Générale de Téléphone strategy
includes making some topics avail-
able exclusively on mobile phones
and offering others in a blended
learning format. “It's important to
create a sense of exclusivity by ma-
king certain topics accessible via mo-
bile only,” says Bruno. For example,
the course on fibre and the onboard-
ing programme for new employees,
which is mirrored by a learning pro-
gramme for their managers, are on
the mobile platform only.

STEP-BY-STEP DEPLOYMENT

Four months after launch, initial
feedback from users on the mobile
learning portal was very positive.
“The tool meets our needs: it's easy,
fun and user-friendly. The formats are
spot-on in that they don't take too long
to complete. Everyone can track their
progress and the new skills acquired.”
On the design side, the solution has
also been well-received, content au-
thors lauding the “ease of develop-
ment of new modules, where - in terms
of format at least - it's simply a matter
of completing Excel spreadsheets.
Reporting features help keep track of
work done and anything outstanding.”
Intermediate targets have been set
with the goal of reaching 95% de-
ployment by the end of this year. The
team has given itself 12 months to
ramp up the project and this is a pi-
votal year. The team’s focus now is
“to expand the training catalogue with
new topics such as sales techniques,
management and products. This will
further reinforce take-up and adoption
of the tool.” A digital coordinator will
soon be introduced in each region,
tasked with regional promotion and
coordination of the fully deployed
“Digital Campus”, thus helping embed
mobile learning habits and reach the
95% deployment target.
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Thanks to mobile learning,
we've put our development
offer right in the palm of the
hand of our sales personnel.
It's made our learning offer
more efficient and more at-
tractive. We firmly believe
this is the learning format
for today and tomorrow.
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TEACH ON MARS

399 route des Crétes, Val Crétes - Batiment C

France - 06560 Sophia-Antipolis

+33(0) 972 62 46 89
contact@teachonmars.com
www.teachonmars.com
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