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We are living in an extraordinary time, where organizations must operate under extraordinary 
conditions and learning and development (L&D) professionals must adapt to extraordinary 
change and demonstrate their ability to support the business and its people. 

Each year at Mimeo, we leverage our standing as a major provider of print and digital 
content distribution to L&D teams to produce a report on the state of the industry. This year, 
understanding the industry and its challenges and opportunities is, perhaps, more important 
than ever before. Our annual report is based on answers from a survey we send to training 
professionals inside and outside of Mimeo’s community and examines questions such as: 

Introduction

How many people are 
on your team, and how 
many people does your 

team train per year? 

What kind of training 
do you provide? 

What is your 
top challenge? 

How satisfied are 
you and your learners 
with the training your 

team delivers? 

What do you 
outsource? 

How does your 
training team 

measure success?
What technologies 

does your team use?

https://www.challengerinc.com/our-story/?utm_medium=ppc&utm_campaign=Challenger+-+Brand&utm_term=challenger%20inc&utm_source=adwords&hsa_grp=72593144788&hsa_mt=p&hsa_acc=5688936674&hsa_cam=1662555542&hsa_src=g&hsa_tgt=kwd-605784185697&hsa_net=adwords&hsa_ad=398526986112&hsa_kw=challenger%20inc&hsa_ver=3&gclid=CjwKCAjwwMn1BRAUEiwAZ_jnEkRrXDR2xof1uEP5I2Bzd-MRUwWVGrm7Vrm8bpkf21rAn9KoCTvRaBoCrIwQAvD_BwE
http://www.mimeo.com


STATE OF LEARNING AND DEVELOPMENT 2020 |  4

This year’s report, developed in partnership with Challenger, a leading sales training and 
consulting firm, also takes a look at internal versus external training, sales training, the need 
to do more with less and the impact of the coronavirus pandemic. 

Within organizations, L&D often consists of small teams serving large populations. Almost 
75% of respondents work on training teams of 10 people or fewer, and over one-third 
work on teams of one to three. This reality typically means that training leaders are stuck 
in operational mode rather than developing strategic partnerships with organizational and 
departmental leaders. Since they feel outgunned, they tend to focus on simply completing 
training activities, with the hope that those activities will lead to customer satisfaction. 
As a result, many L&D leaders focus on measuring learner feedback and often feel less 
personally satisfied with the training programs they deliver — because they know they 
could be a lot better. 

Training professionals look to a variety of resources to learn best practices in L&D, but they 
aren’t adapting new modalities or technologies very rapidly. They find it hard to market their 
courses (whether internally or externally) and gain executive or learner buy-in. In fact, one in 
10 respondents told us that gaining buy-in was their top challenge. 

If you’re facing these or other challenges, this report can help you better understand them, 
benchmark your department against others, and better serve your stakeholders through the 
L&D programs your team works so hard to develop and deliver.

75%
of training 
professionals 
work on teams 
of <10 people.

training professionals said1 in10
GAINING BUY-IN was their top challenge.

33%
of training 
professionals
work on teams 
of 1-3 people.
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As COVID-19 spread across the globe this year, businesses began shifting any employees 
who could work from home to a remote work model, while employees who still had to 
come to the workplace were faced with new social distancing and sanitization procedures. 
The disruption in “business as usual” was sudden, dramatic and pervasive — and training 
professionals were hit particularly hard. Business executives and L&D leaders alike have 
had to deal with the fact that the plans they made at the start of the year are not necessarily 
what they are executing on now. 

While instructor-led training (ILT) is still the dominant and preferred method of delivering 
learning programs, the shift to a digital workplace and bans on in-person gatherings have 
required L&D professionals to shift to other forms of delivery. In addition, L&D teams continue 
to find themselves under-resourced, even as they require additional resources to convert 
in-person training to virtual ILT, eLearning or other digital formats. 

The Impact of COVID-19
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Meanwhile, the stakeholders training professionals “sell” to — whether it’s the training 
procurement managers at client companies or the decision-makers holding the L&D budget 
purse strings or the learners they have to convince to participate in training — are more 
distracted than ever. L&D professionals find themselves competing with spouses, children, 
roommates and even pets for learners’ attention during training. What’s more, in a high-
pressure, unpredictable economy, many learners are less willing to sacrifice work time to 
invest in training — even though they likely need training more, as the shape of everybody’s 
business and jobs changed dramatically.

We’ve seen that most L&D teams had resources for virtual training; when employees began 
working from home, it was just a matter of deploying them. Unfortunately, our data shows that 
many organizations were likely unprepared to make that fast of a transition. To paraphrase 
Ernest Hemingway, they had to move from in-person training to virtual training “gradually 
and then suddenly,” and many were not ready. Only a little over half of respondents said 
they already delivered virtual instructor-led training (VILT) in 2020, and only 16% of those 
that did not said they planned on implementing it in the next two years. 

In April, we surveyed 22 L&D professionals on their organization’s response to COVID-19. 
While this number is limited, results suggest that most training is now virtual, but most training 
professionals also expect to return back to normal after the pandemic is over. Respondents 
told us that their organizations are finally following their recommendations for eLearning, 
which is interesting in light of our data that indicates that L&D professionals aren’t satisfied 
with their programs but need more organizational buy-in to make them.

L&D is important but not urgent, 
strong with the economy, under 
pressure when things go sideways. 
Companies that understand [that 
trained employees] are the key to 
success are the most successful.” 

“
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We asked training professionals to report on sales training in several areas, including 
delivery methods, skills, training materials, learning technologies and outsourcing practices. 
These questions led to some interesting insights; for example, 56% of overall respondents 
said their organizations use on-the-job training, while 76% of sales trainers said they use this 
method (Figure 1). Clearly, having easy access to support in the flow of work is important to 
the busy life of a salesperson. Critically, organizations need to find ways to continue offering 
this on-the-job training when their sales teams are working in individual home offices.

Sales Trainers

Figure 1. Sales Training Delivery Methods 

Instructor-led face-to-face training

On-the-job training

Self-paced virtual training

Coaching/mentoring

Instructor-led virtual training

Self-paced offline training 
(i.e., reading training manuals)

Informal peer-to-peer learning

Industry conferences/events

Virtual reality experiences

Augmented reality experiences

90%

76%

74%

70%

64%

50%

50%

32%

4%

2%
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Figure 2. Sales Training Delivery Methods Organizations 
Plan on Adding by 2022

Custom learning paths

Coaching/mentoring

Reinforcement exercises

On-the-job exercises

Virtual reality experiences

Instructor-led virtual training

Self-paced virtual training

Informal peer-to-peer learning

Self-paced offline training 
(i.e., reading training manuals)

Augmented reality experiences

Instructor-led face-to-face training

Industry conferences/events

Chatbots or other artificial intelligence delivery

40%

28%

26%

20%

20%

16%

16%

16%

14%

10%

8%

8%

8%

However, while 90% of respondents use ILT, only 64% use VILT — potentially impacting 
the success of virtual training initiatives during the coronavirus pandemic. Sales training 
respondents were also more likely than other respondents to say they plan on adding 
coaching/mentoring, self-paced offline training and virtual reality (VR) to their offerings in the 
next two years (Figure 2). Again, only 16% of organizations not currently using VILT plan to do 
so by 2022. While these plans may have accelerated, and other respondents’ plans may have 
changed, due to the pandemic, the fact that so few implemented or planned on implementing 
VILT may mean that they were caught off guard when their workplaces went remote.
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In addition, the most urgent training needs for salespeople, based on this survey, are 
understanding their company’s products and services, delivering unique insights to 
customers, and negotiating deals that deliver value to their company and their customers 
(Figure 3). This finding makes sense; after all, salespeople need to know what they’re selling, 
how to capture the attention of their customers and provide them with valuable insight and 
empathy (especially during times of crisis, like now!), and then negotiate through the deal (a 
process that has become more difficult). 

Figure 3. The Sales Force’s Most Significant Training Needs

60%
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30%
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10%

0%
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products and 

services

Delivering 
unique insights 
to customers
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deliver value to 
their company 
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the most 
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use of their 

time

Knowing how 
and when to 
ask difficult 
questions
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relationships 
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Figure 4. Sales Training Materials

82%

70%

70%

48%

38%

32%

20%
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Job aids
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Internal media (e.g., videos 
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Reading (e.g., management books, 
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Homework sheets
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public media

We also asked respondents about the materials they provide to learners. Most provide 
handbooks, workbooks and job aids, while fewer than one-half provide media like podcasts 
and videos (Figure 4). These numbers are interesting to compare with overall responses; 
for example, sales trainers are more likely to provide job aids (70% versus 58%) and 
workbooks (70% versus 56%). Combining this result with the finding that sales trainers are 
more likely to provide on-the-job training than other trainers, we can see that the ability 
to learn quickly and apply it immediately is critical to success in the sales function. Job 
aids are key here, as are workbooks, where learners can capture their creative thoughts 
during and after the training.
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Figure 5. Learning Technologies Used to Deliver 
Sales Training
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The learning technologies used to deliver sales training range from massive open online 
courses (MOOCs) and microlearning distribution platforms (only 8% each) to virtual learning 
delivery platforms (68%) and learning management systems (LMSs; 88%; Figure 5). It seems 
that most companies are pushing pre-developed content, likely from third parties, on their 
LMS. About half are developing their own content to distribute (often video), and far fewer 
are breaking up that content into small, selective, bite-sized pieces for consumption. 
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Figure 6. Sales Training Outsourcing
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Finally, we investigated outsourcing trends in sales training. Only 12% of training professionals 
said they do not outsource any of their sales training tasks, while just over half outsource 
their printing (Figure 6). Sales training is also much more likely than other types of training 
to use outsourcing for training content (42% versus 28%). These findings align with the 
previous data indicating that most sales trainers have LMSs but few have the capability to 
create their own content for those LMSs. We also expect this level of outsourcing to stay the 
same or increase during this crisis, as organizations do not have the time or budget to build 
these capabilities in house.
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A new decade is a prime opportunity to look back. As we reflect on the last five years, 
several trends come to light. Of course, we must keep in mind that many companies’ 
internal processes have changed due to the coronavirus pandemic. While some processes 
will revert, there will likely continue to be a huge short-term demand for fast-tracked training 
on new ways to work. 

First of all, your training team likely won’t be growing much in the near future. The size of 
L&D teams has held steady since 2016, with 70% of L&D teams having fewer than 10 people 
on them. We expect this trend to be exacerbated by the coronavirus, which has caused an 
economic crisis and market uncertainty. Business leaders will be tempted to cut training and 
development rather than operational heads. As a result, training professionals will need to 
make a strong business case for their value. 

Secondly, the LMS is on the rise. While there was a steady decrease in the number of teams 
that used an LMS to a low point of 53% in 2019, it’s back up to 70% in 2020. 

Despite the rise in digital training modality use, ILT is holding strong, with 94% of L&D teams 
using this learning method. Of course, we will be watching over the next few years to see 
what impact the long period of remote work due to COVID-19 will have on ILT’s popularity. At 
a minimum, we anticipate that the fear of spreading the virus will keep many learners from 
wanting to be in a classroom. Furthermore, if learner satisfaction remains high with virtual 
training methods, as we expect it will, we anticipate that organizations will work on improving 
remote learning outcomes, including application, sustainment and business results. Then, 
we may see the popularity of ILT decrease and the popularity of virtual methods like VILT 
and eLearning increase. 

Trends, 2016-2020

Corporate learning is 
transformatively evolving!”“
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Figure 7. Trends, 2016-2020

100%

90%

80%

70%

60%

50%

40%

.....

0%

2016 
Self-led virtual 

training

2018 
Mobile 

learning

2017 
Video and 

interactive videos

2019 
Games/learning 

simulations

2020 
Custom learning

paths

94%

59%

70% 71%

67%

70%

56% 53%

74% 73%

70%

93%93% 90%
100%

Teams using face-to-face ILT Teams with an LMS Small training teams (<10)

The state of corporate 
learning is that it’s 
forever changing and 
getting better yet more 
complicated all the time.” 

Finally, there is always something shiny 
and new to implement. From self-led 
virtual training in 2016 to mobile learning 
in 2018 to custom learning paths in 
2020, each year has seen a new trend in 
innovative learning modalities (Figure 7). 

“
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Most training teams have between one 
and 25 people (Figure 8). They deliver 
training in a variety of modalities, from 
the small minority who deliver augmented 
reality (AR) experiences (2%) to the 90% 
of teams that deliver instructor-led, face-
to-face training (Figure 9). The average 
training team size is unlikely to grow in an 
era of budget cuts and uncertain economic 
conditions. In fact, we may see the average 
training team size shrink between this 
report and next year’s. Unfortunately, this 
trend may cause learning outcomes to 
suffer; after all, teaching requires people. 

The Average Training Team

Corporate learning needs to 
adjust to providing just-in-
time training, in small bites for 
learners to easily access when 
needed. Though virtual and 
remote training is important 
and extremely effective, 
I believe personal interaction 
with others for learning 
needs to continue.”

Figure 8. Training Team Size Figure 9. Types of Training 
Delivered
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“
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Figure 10. Plans for In-person Versus Virtual Training, 2020-2022

Of course, we will likely see the number of organizations delivering in-person training 
decrease this year due to the coronavirus pandemic and the large number of employees 
working from home. This chart may look very different in next year’s report. 

In fact, even before the coronavirus hit the U.S., more L&D leaders were planning on 
implementing virtual training than were planning on implementing in-person training in the 
next two years. (Importantly, this question asked what they were planning on implementing 
for the first time, which is likely why the number implementing in-person training is so low.) 
Twice as many respondents said they planned on implementing virtual ILT than in-person 
ILT, and even more plan on using self-paced virtual training (Figure 10). 

Custom learning paths

Reinforcement exercises

Self-paced virtual training

Coaching/mentoring

Instructor-led virtual training

Virtual reality experience

On-the-job exercises

Informal peer-to-peer learning

Augmented reality experiences

Chatbots or other artificial intelligence delivery

Self-paced offline training 
(i.e., reading training manuals)

Instructor-led face-to-face training

Industry conferences/events

35%

29%

18%

16%

16%

14%

12%

12%

11%

10%

9%

8%

8%

https://www.challengerinc.com/our-story/?utm_medium=ppc&utm_campaign=Challenger+-+Brand&utm_term=challenger%20inc&utm_source=adwords&hsa_grp=72593144788&hsa_mt=p&hsa_acc=5688936674&hsa_cam=1662555542&hsa_src=g&hsa_tgt=kwd-605784185697&hsa_net=adwords&hsa_ad=398526986112&hsa_kw=challenger%20inc&hsa_ver=3&gclid=CjwKCAjwwMn1BRAUEiwAZ_jnEkRrXDR2xof1uEP5I2Bzd-MRUwWVGrm7Vrm8bpkf21rAn9KoCTvRaBoCrIwQAvD_BwE
http://www.mimeo.com


STATE OF LEARNING AND DEVELOPMENT 2020 |  17

Training teams also provide a variety of 
materials to their learners, from reading 
materials (e.g., management books and 
trade magazines) and workbooks to 
media (e.g., videos and podcasts) and job 
aids (Figure 11). 

PowerPoint 
with bullets 
isn’t cutting 
it anymore.”

Figure 11. Types of Training Materials
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They are providing these materials to 
learners before training (59%), during 
training (80%), after training (56%) and 
independent of any formal training 
offering (30%; Figure 12). Around one-
quarter of training professionals provide 
these materials in either digital or print 
form, while about one-half provide them 
in both formats (Figure 13). 

Figure 12. When Training Materials Are Provided
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Figure 14. Digital Content Delivery Methods

Figure 15. The Learning Tech Stack
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Most respondents outsource some of their training-related tasks, from printing and 
translation to delivery and design (Figure 16).

The state of corporate learning is changing every year with the 
number of technologies or improvement with current tools that 
most training professionals are using today.  The challenge 
will be how to address the multigenerational workforce in the 
future and adapting to different learning styles.”

“

Figure 16. Outsourced Training Tasks
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Once they’ve delivered training, training teams measure its effectiveness using an average 
of 2.78 key performance indicators (KPIs), including attendance (or eLearning use), learner/
facilitator interaction, on-the-job behaviors, feedback from participants and their managers, 
assessments, correlative metrics, completion according to schedule, actual versus budgeted 
costs, and learner attrition rate. Only 2% of respondents said they don’t measure training 
success at all (Figure 17). 

Critically, however, fewer than 50% of respondents measure any outcomes other than 
participant feedback (what would traditionally be considered level 1 of Kirkpatrick’s model of 
evaluation). Fewer than 20% know if their training programs have any effect on the business, 
and even sales trainers said they don’t measure correlative data, such as improved sales 
outcomes post-training. At a time when L&D leaders will be under even more pressure to 
demonstrate business impact, these findings are especially concerning.

Figure 17. Training Success Metrics
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Figure 18. Training Satisfaction
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As I perused the 2020 data, a theme began to emerge. I noticed the report indicated that 
53% of internal training is on processes. I also noticed that there was a strong indication 
that the sales force needs product training. My thoughts are that both of those indicate 
that we are doing it wrong. 

Both process and product training are excellent use cases for workflow learning. To truly 
teach employees new behaviors when completing processes, we need to offer instruction 
at the exact point of need — while they are moving through the process. Creating this 
opportunity to learn what they need, right when they need, it will increase learning retention 
and optimize business performance. 

Workflow learning allows for an expedited timeline from new hire to productive employee 
by minimizing the time spent in the classroom and maximizing the real-life experiences 
needed to create positive behavior and expertise. This concept might look like a new hire 
experiencing a shortened version of how to do their job, followed by additional supervised 
time actually doing the job. As they move through the processes, they have access in the 
process to directions and training on what to do next and why — likely in the form of on-
screen predictive help or chatbot accessibility. This data clearly points to our need to be 
looking for ways to integrate workflow learning wherever we can, as soon as we can. 

We’re Doing It Wrong
Betty Dannewitz 
Founder  |  ifyouaskbetty

L&D is rapidly changing 
to take advantage of the 
available technology.” 
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If those two data points were not enough, the report indicates that 90% of current training 
is instructor-led, face to face. Ouch! That one hurt! When asked what we want to do in the 
future, the answer was definitely not instructor-led, face to face but, rather, a scattered array 
across all delivery types. To me, these connect — we don’t want to continue to offer as much 
instructor-led, face-to-face training, and we need to lower the amount of time we spend 
teaching process and product. 

From where I sit, we have to think differently about learning. As you begin to think differently, 
you will be motivated to design differently, and your audience will begin to learn differently at 
work. Focusing on dynamic and interactive blended learning solutions that implement multiple 
delivery types, including workflow learning, is the way to reduce the time we spend on teaching 
process and product and increase the time we can spend on optimizing business results. 

Betty Dannewitz is a seasoned senior L&D professional with over 17 years in corporate 
learning and development. She specializes in augmented reality (AR) and video production 
and soft skills and leadership development facilitation and is responsible for developing 
and implementing innovative coursework for a corporate financial community. She is 
also a speaker, high-performance coach, and content and curricula consultant. Betty is 
passionate about using her skills and talents to help people become better humans, and 
she advocates that innovative technology, like AR, has a HUGE role in making that happen. 
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Internal training professionals, who are involved with training within the organizations they 
work for, are an interesting subgroup of our respondents. Of these respondents, over half 
are dedicated almost exclusively to internal training, while almost one-quarter are more 
focused on an external audience, with 1% to 19% of their time spent on internal training 
(Figure 19).

The responsibilities of these internal training professionals include coordinating, designing 
and facilitating training; determining strategy for the L&D department; purchasing learning 
technology and resources; providing subject matter expertise; business development; and 
hiring and managing the L&D team (Figure 20). In other words, training professionals have a 
huge demand on their time — and no more hours in the day than any one else to complete 
all of these tasks.

Internal Trainers
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Internal training professionals face several 
challenges, including time and budgetary 
constraints, gaining buy-in from both executive 
managers and learners, and demonstrating the 
return on investment (ROI) of training (Figure 
21). More training professionals cited time 
constraints as a top challenge than budgetary 
constraints, which makes sense in light of 
how many responsibilities they reported. As 
executives, learners and L&D professionals 
alike experience even more time restraints 
due to the coronavirus pandemic, these 
challenges are likely to grow.

Figure 21. Top L&D Challenges
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Internal training covers a variety of topics, 
including company-specific training on 
processes and procedures, general business 
skills, specific technologies or skills, soft skills, 
and commercial skills for salespeople (Figure 
22). Perhaps to its detriment, the training 
function is much more focused on processes 
than on business and commercial skills, which 
have a clearer impact on business outcomes.

Figure 22. Internal Training Topics
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Internal training professionals provide a 
variety of materials to share information 
on these topics with their learners, from 
reading materials (e.g., management 
books and trade magazines) and 
workbooks to media (e.g., videos and 
podcasts) and job aids (Figure 23).

Figure 23. Types of Internal Training Materials
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They are providing these materials to 
learners before training (63%), during 
training (82%), after training (57%) and 
independent of any formal training 
offering (329; Figure 24). Twenty percent 
of internal training professionals provide 
these materials digitally, 30% provide 
them in print only, and 50% provide 
them in both formats (Figure 25). 

Figure 24. When Training Materials Are Provided
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Figure 26. The Learning Tech Stack
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Internal training professionals also 
outsource some of their tasks, from 
printing and translation to delivery 
and design (Figure 27).  

Figure 27. Internal Training Outsourcing
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Being on a team that includes six program managers that support a global organization of 
around 3,800 Googlers can be very demanding, to say the least. We are constantly being 
challenged on creating high-quality, engaging and customized experiences for our learners, 
while trying to find the balance of creating sustainable and scalable solutions. And on top 
of that, the expectation is that we should be leveraging the best technology to mirror the 
innovative experiences and products that we see at Google. 

However, as the “State of L&D” report shows, many of us in the L&D community are “small but 
mighty” teams ( i.e., 37% of teams surveyed are made up of between 11 and 25 individuals). We’ve 
had to learn how to be scrappy, by using the little resources and people power that we have, but 
still deliver exceptional learning experiences that transform our learners. Considering that about 
58% of survey respondents said that budgetary and time constraints were their top challenges, 
you may be wondering how it is even possible to create learning experiences without those key 
supports. We may not have all the answers, but we have shifted our focus and grounded on our 
operating principles in these three areas to increase our impact: design, partnerships and data. 

Currently our programs are made up of 30% eLearning and self-study resources, while the 
rest are instructor-led courses. In this report, we see that 90% of folks are using ILT courses 
and 63% are using virtual ILTs. Because of the logistical and operational load of ILT, we are 
continuing to shift many of our courses to self-study and virtual. We have also seen that for 
most content, eLearning, when done well, can mirror just as an engaging experience as ILT. 

We design our programs to have a blended approach and are guided by the 70-20-10 rule. 
Folks do appreciate the live support and conversations they experience in ILT, but those can 
be interwoven in their learning journey through office hours with experts, shadowing with 
their team and having them walk through a structured buddy-led checklist. 

Being a smaller team and having a large scope of responsibility when it comes to how we 
support our learner audience, it would be impossible for us to create all the content that we 
need ourselves. One, we aren’t experts, and two, it would take us years to accrue that much 
knowledge and synthesize it in a way that makes sense for our learners. That’s why we 
created learner and partnership forums where we can tap into our SMEs’ knowledge and 

3 Focuses for a Scrappy Team
Michelle Vidensek
Learning and Development Business Partner  |  Google
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have them be a part of the content design process. We bring topics that we have identified 
as gaps and ask them to lend their expertise in creating that content with the help of our 
designers. We are able to engage our learner audience as well as get the most accurate 
content straight from the experts. 

And, lastly, we always make sure that our decisions are being driven by data. I find it 
interesting that the report shows that in 2020, a large percentage (73% to 90%) of teams 
want to create customized learning paths. However, that doesn’t seem ideal when most 
teams are dealing with budgetary and time constraints and both are needed to successfully 
create customizations across your learner audiences. We created over 51 different learning 
paths across our organization, and what we learned is that it diluted the impact of behavior 
change we were targeting across the larger organization. 

We decided to go back to the basics and run a development needs assessment to identify 
the common themes and attributes that we could move the needle on in order to have the 
most impact. We surveyed leaders and pulled HR performance data to identify those gaps. 
What we found is that at the core, there were a couple skills that we could develop across 
the organization that would elevate the customized learning experiences that teams could 
own (i.e., client management, influencing, data analysis). Hence, we were able to focus our 
impact while still solving for the root issue across the broad organization. And data helped 
us do that. 

As much as this might be an oversimplification of the issues that we have all encountered in our 
experiences as L&D professionals, I think that our team has done a great job of going back to 
the basics and thinking about the root issues we are trying to solve for and putting simplification, 
data and learner’s experience at the forefront of everything we do. That’s where the “State of 
L&D” report is a critical piece in making those decisions and providing insights into what the rest 
of the L&D industry is doing and the direction L&D is heading so we can be ahead of the curve! 

Michelle is a learning and development business partner at Google and partners with 
clients across the staffing organization to onboard and continually develop their skills. After 
over seven years in learning and development across different industries (i.e., health care, 
technology and consulting), she knows the key to creating impactful learning experiences 
is using a data-driven approach and being creative to engage and grow learners’ skills. 
Michelle is certified in the Hogan Assessments and has a coaching certificate from New 
York University, and she coaches new hires (“Nooglers”) at Google. She is a member of 
the ATD Golden Gate Chapter in San Francisco, California. Michelle has a master of arts in 
industrial/organizational psychology from the University of West Florida and received her 
bachelor of arts in psychology from St. John’s University in NY.

https://www.challengerinc.com/our-story/?utm_medium=ppc&utm_campaign=Challenger+-+Brand&utm_term=challenger%20inc&utm_source=adwords&hsa_grp=72593144788&hsa_mt=p&hsa_acc=5688936674&hsa_cam=1662555542&hsa_src=g&hsa_tgt=kwd-605784185697&hsa_net=adwords&hsa_ad=398526986112&hsa_kw=challenger%20inc&hsa_ver=3&gclid=CjwKCAjwwMn1BRAUEiwAZ_jnEkRrXDR2xof1uEP5I2Bzd-MRUwWVGrm7Vrm8bpkf21rAn9KoCTvRaBoCrIwQAvD_BwE
http://www.mimeo.com


STATE OF LEARNING AND DEVELOPMENT 2020 |  34

External training professionals provide three types of training: product training to customers, 
subject matter training to an external population and training contracted by a client. All 
external training professional reported providing each type of training; however, the amount 
of each type they provide depends on how much of the total training they provide is external 
(Figure 28). Notably, it appears that many internal training professionals are also responsible 
for some element of customer success — further contributing to the demands on their time.

External Trainers

Figure 28. Time Training Professionals Spend on External Training
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Figure 29. External Training Professionals’ Top Challenges
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External training professionals provide 
learners with a variety of materials, 
including reading materials, homework, 
job aids, handbooks and manuals, 
workbooks, and various forms of media 
(Figure 30).

Figure 30. Materials Provided by External Training Professionals
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Figure 31. External Training Technologies
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External training professionals use a variety of learning technologies, from LMSs and 
authoring tools to content distribution software and company intranets (Figure 31).
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Interestingly, external training 
professionals outsource some 
services, themselves (Figure 32).

Figure 32. External Training Outsourcing
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There are a lot of elements that go into the design and delivery of learning experiences in 
order to make them effective, and I’ve met very few people who can do every single one of 
these elements well. Some of these elements include: 

According to the data in this report, the vast majority of learning teams (approximately 72.5% 
of those surveyed) work in teams of 10 or fewer people, yet these small teams are being 
asked to deliver high-quality learning programs to a large number of people, sometimes 
reaching more than 5,000 people. 

During my career, I’ve led small training departments, yet we were asked to reach thousands 
of learners across the country and around the world. As I led these departments, I spent 
a long time resisting the idea of outsourcing any of our work. I told myself we didn’t have 
the budget, but if I were truly being honest, I felt that bringing someone in from the outside 
meant that I was admitting defeat — that I couldn’t lead my team to accomplish what it is 
that we were hired to do. 

Of course, I was also perpetually frustrated that we couldn’t seem to get any traction on any 
of the bright new ideas we had. 

Even when I finally came around and realized that outsourcing could be a very important part 
of our overall learning strategy, this data from Mimeo tends to align with my experiences of 
the challenges we faced. Companies — whether delivering training for internal or external 
audiences — are overwhelmingly facing the challenges of not enough time and not enough 

Supplementing Internal Capabilities

Brian Washburn 
Co-founder and Principal  |  Endurance Learning
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money. This is why, before decisions on how to allocate resources for an extra set of hands 
are made, there needs to be an analysis of how much time and money is currently being 
spent doing what. 

It’s easy to check a box on a survey that says you feel like you don’t have enough time 
or money, but making the business case, using real data, can be another thing. Have 
your team log their actions on an hourly basis for one week, and you might make some 
startling discoveries. For example, they may be spending two to three hours assembling 
binders or need a full day to design a new course. That gives you clear data on what 
support your team members need to better leverage their time. You may begin by 
bringing in tools, such as Mimeo for binders or Soapbox for rapid authoring, or you may 
find there are entire responsibilities or skill sets that would be better outsourced to a 
partner or contractor. 

Of course, when it comes to outsourcing, the adage “you get what you pay for” is also sage 
advice. Some training professionals may decide they can save money on something like 
translation services and simply plug things into Google Translate. Take it from someone who 
learned the hard way that this inexpensive solution can confuse native speakers and harm 
the credibility of your program. 

As we enter uncertain economic times, reduced budgets and, perhaps, smaller training 
teams, the data released by Mimeo and Challenger underscores the strains that training 
teams face and the need to be strategic in how to supplement full-time staff with high-
quality services (or, at times, contractors) in order to meet the talent development needs of 
our organizations. 

Named a 2011 Top Young Trainer by Training Magazine, Brian Washburn has been working 
in the fields of instructional design and adult learning for over 14 years. Currently, he leads 
the incredible team at Endurance Learning and serves as president of the ATD Puget 
Sound chapter. He previously served as the global training and development manager 
for SightLife and as the national training director for the National Court Appointed Special 
Advocate (CASA) Association. 

Brian has developed and delivered training workshops at local, state, regional, national and 
international events, including the ATD TechKnowledge Conference. He also spent time as 
the mascot at The George Washington University and for the (now defunct) Washington 
Warthogs professional indoor soccer team. 
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Conclusion
The coronavirus pandemic has brought us all into a brave new world. In addition to physical 
and emotional toll the pandemic has taken on everyone, professionals across industries 
have had to adapt to challenges ranging from stringent new health and safety protocols to 
a completely or partially remote workplace. 

Learning and development professionals face a set of challenges that they were, perhaps, 
not well prepared for — but which they have the tools to overcome. Budgets may tighten 
and the demands on training professionals may increase. But, by collaborating with other 
business leaders, leveraging existing technologies and partnering with external training 
providers, L&D professionals can rise to the occasion and lead their organizations through 
this crisis and into the future.
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Expert Influencers in 
the L&D Industry
We asked respondents about the resources they follow to keep up with trends and best 
practices in the training industry and business more generally. Here's what they told us:

WebinarsPodcasts
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MIMEO is a global online print provider 
with a mission to give customers back their 
time. By combining front and back-end 
technology with a lean production model, 
Mimeo is the only company in the industry to 
guarantee your late-night print order will be 
produced, shipped and delivered by 8 a.m. 
the next morning. For more information, visit 
www.mimeo.com and see how Mimeo’s 
solutions can help you save time today. 

CHALLENGER is a global best practice 
training, consulting and technology firm 
dedicated to changing behavior in sales, 
marketing and customer service teams. 
What began as a research question in 2007 
has changed the mindset, behavior and 
performance of hundreds of thousands of 
sales, marketing and service professionals 
in over 50 countries. More information 
available at www.challengerinc.com.
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