Learning & Development Plan: Al Integration

1. Executive Summary

This plan outlines the strategy and specific actions for developing the skills and
knowledge required for the successful implementation of the Al Integration Initiative.
The core philosophy is to reskill and re -engage our workforce, particularly our long -
serving employees, by enabling them to transition from manual, routine tasks to roles
that leverage their deep institutional knowledge. This plan is designed to be phased,
targeted, and empathetic, ensuring every employee feels confident and capable in
their new, enhanced role.

2. Learning Philosophy
Our learning and development approach is built on three key principles:

1. Empowerment: Training will not be presented as a mandatory skill upgrade but
as a pathway to higher -value work, where employees' judgment a nd expertise
are more critical than ever.

2. Personalization: Recognizing the diverse experience levels within our workforce,
training will be customized for different roles and delivered in small groups, with
a strong focus on hands -on practice.

3. Continuous Support: Learning is an ongoing process. We will provide robust
support mechanisms, including peer mentorship and a dedicated help desk, to
ensure employees feel supported well beyond the initial training period.

3. Training Plan by Audience

This section breaks down the specific learning objectives and training methods for
each key stakeholder group.

A. Long -Serving Employees & Field Service Technicians

e Learning Objective: To build confidence in using new Al -driven tools,
understand the logic behind predictive analytics, and apply their years of
experience to interpret data and perform targeted repairs.

e Key Modules:

1. Al 101: A Partner in Your Pocket: An introductory session that demystifies
Al, using simple analogies and a clear message of how it frees them from
routine work.

2. Predictive Maintenance Dashboard Training: A hands-on workshop



focused on navigating the new m obile app. Employees will practice
interpreting sample data, identifying risk factors, and generating a work
order.

From Routine to Critical: A module that uses case studies to demonstrate
how their new role shifts from standard inspections to high -level
troubleshooting and problem -solving.

e Methodology: Small-group, in-person workshops with a hands -on "sandbox"
environment for risk -free practice. Peer mentorship will be a cornerstone, with
"Al Champions" providing one -on-one coaching.

B. Call Center Represe ntatives

e Learning Objective: To understand the capabilities and limitations of the Al
chatbot, effectively escalate complex issues, and enhance soft skills for high -
value customer interactions.

o Key Modules:

1.

2.

Working with the Al Assistant: A session on how to monitor the chatbot's
performance, intervene when needed, and use it as a tool to access
information faster.

Advanced Customer Care: Training on handling emotionally charged or
complex inquiries, focusing on empathy, de -escalation techniques, and
creative problem -solving.

Role-Playing Scenarios: Interactive sessions where employees practice
handling a variety of customer issues, with some handled by the Al and
others requiring their direct intervention.

e Methodology: Blended approach with online video tutorials and in -person role -
playing workshops.

C. Managers & Team Leads

e Learning Objective: To effectively support their teams through the change,
understand the new performance metrics, and foster a culture of  continuous
learning and collaboration.

e Key Modules:

1.

Leading Change with Empathy: A workshop on how to have difficult
conversations, address fears, and serve as a visible and active sponsor for
the change.

Data -Driven Team Management: Training on how to use new Al-generated
productivity and safety metrics to coach their teams and ident ify areas for
further development.



3. Fostering a Learning Culture: A module on promoting a team environment
where employees feel safe to ask questions, learn from mistakes, and share
their knowledge with others.

e Methodology: Dedicated leadership workshops an d one-on-one coaching
sessions with change management professionals.

4. Phased Training Timeline

This plan is integrated into the overall project timeline to ensure training is delivered
just in time for each phase.

e Phase 1: Foundational Training (Pre -Pilot: Months 1 -2)
o CEO Town Hall to introduce the vision.
o General "Al 101" and "Empowerment" sessions for all employees.
o Manager readiness workshops.
e Phase 2: Hands -on & Role - Specific Training (Pilot & Go -Live: Months 3 -6)
o Targeted, hands - on workshops for employees in the pilot group.
o Launch of the "sandbox" envi ronment and the peer mentorship program.
o Training for the broader employee base just before their go -live date.
¢ Phase 3: Continuous Learning & Reinforcement (Post -Launch: Ongoing)
o Regular check-ins and one-on-one coaching.
o Advanced training modules on optimizing Al usage and new features.
o Quarterly "lunch and learns" featuring "Al Champions" sharing their success
stories.

5. Success Metrics

The effectiveness of this learning and dev elopment plan will be measured by a
combination of quantitative and qualitative data:

¢ Quantitative:
o Training completion rates and post -training quiz scores.
o User adoption rate of the new Al tools.
o Reduction in the volume of help desk tickets as employees become more
proficient.
e Qualitative:
o Employee feedback surveys on the usefulness and effectiveness of the
training.
o Success stories and testimonials gathered from peer -to-peer mentoring
sessions.
o Feedback from managers on their team's confidence and proficiency with the



new tools.
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