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 M
ost industries today 
are increasingly put-
ting humans at the 
center of their busi-
ness approaches. 

The L&D field is the same. Advances 
in instructional design and the adop-
tion of design-thinking techniques have 
changed the way talent development 
practitioners develop and deliver train-
ing programs to best fit learners’ needs. 
That timely shift is expected to bring 
substantial benefits by enabling TD pro-
fessionals to continuously innovate with 
the future workforce in mind. 

Several other fields have taken advantage of technological 
advances and other changes, such as an increased focus on the 
customer, to adapt how they do business. Marketing and sales 
are two examples, because professionals in those two indus-
tries meet their intended audience where they are, with the 
type of information they want, in a format they’re familiar with. 
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Other companies, regardless of industry, have begun to 
liken staff to customers in an age where retaining staff 
means listening to them and keeping their needs front 
and center.  

To put people at the center of learning, you can use the 
Moments That Matter in Corporate Learning framework 
that we created, which focuses on the combination of var-
ious learners’ experiences. The moments—learning incep-
tion, immersion in the learning environment, inter  action 
with the master, integration of the learning content, prac-
ticing new skills, and implementing new behaviors—are 
spread across the learning journey. Within each moment, 
learners seek or undergo specific experiences: relevance, 

setting expectations, sense of pain, great impressions, 
clarity, efficient technical support, physical comfort, trust, 
sense of safety, meaningful feedback, flow, space for inter-
nalization, sense of progress, recognition and celebra-
tion, sense of pride, managerial support, opportunity to 
change, and organizational support. 

Although not all moments and experiences will 
be a part of every learning journey, account for them 
during the instructional design process. And know that 
you likely can’t implement them alone. Line manag-
ers, executives, learning administrators, and peers must 
be involved to create a conducive learning space full of 
effective, positive experiences.

Figure 1. Moments That Matter in Corporate Learning Framework

Source: Accenture

Integration of Learning Content
Learners seek: relevance, 

flow, space for internalization, 
sense of progress, trust, 

clarity, meaningful 
feedback, great impressions, 

organizational support

4
Practicing New Skills

Learners seek: relevance, flow, 
space for internalization, sense 
of safety, meaningful feedback, 

recognition and celebration, 
organizational support

5

Learning Inception
Learners seek: clarity, relevance, 
expectations setting, sense of 

pain, managerial support

1
Immersion in the  

Learning Environment
Learners seek: great 
impressions, clarity, 

efficient technical support, 
physical comfort

2
Interaction With the Master
Learners seek: expectations 
setting, trust, sense of safety, 
clarity, meaningful feedback, 
recognition and celebration

3

Implementing New Behaviors
Learners seek: relevance, 

trust, meaningful feedback, 
recognition and celebration, 

sense of pride, managerial 
support, opportunity to 

change, organizational support

6
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In this issue of TD at Work, we will: 
• Explain each moment and the individuals involved. 
• Detail why each moment is important and how you  

can best create an effective experience.
• Suggest questions to ask learners along the way to 

create the best learning journey.
• Offer considerations that can facilitate or detract 

from learning.

Learning Inception

“The beginning is the most important part of the work.” 
That well-known quote from Plato applies to every 
human activity. Without a proper start, individuals 

will have to expend much more effort to achieve their 
goals. Or they may not be able to achieve anything. With 
L&D, starting properly means planning every detail and 
step you will take while preparing training programs 
for learners.

The learning inception moment onboards and pre-
pares participants to start their learning journey. It 
involves activities that influence their motivation toward 
learning by creating a perception of meaningfulness of 
the entire experience based on relevance, timeliness, and 
instant applicability of new behaviors on the job. That is 
crucial because people who are part of a learning journey 
that starts poorly may transfer their negative feelings to 
the entire learning experience. 

Figure 2. Learning Journey Experiences

Within each moment in the Moments That Matter in Corporate Learning framework, employees will have numerous 
experiences. 

Inception Environment Master Content Practice Implementation

Relevance X X X X

Setting expectations X X

Sense of pain X

Great impressions X X

Clarity X X X X

Efficient technical support X

Physical comfort X

Trust X X X

Sense of safety X X

Meaningful feedback X X X X

Flow X X

Space for internalization X X

Sense of progress X

Recognition and celebration X X X

Sense of pride X

Managerial support X X

Opportunity to change X

Organizational support X X X

Source: Accenture




