
© Copyright 2014 WNS (Holdings) Ltd. All rights reserved 

WNS Learning Academy : Aligning L&D Initiatives 
to Business Goals 

December 2014 



1 © Copyright 2013 WNS (Holdings) Ltd. All rights reserved 1 © Copyright 2014 WNS (Holdings) Ltd. All rights reserved 

About WNS : Global Business Process Management Leader 

With a Reputation for Complex Multi-Process Delivery 
* (Revenue Less Repair Payments – Non-GAAP) 
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Global Delivery Capability 

South Africa 

Philippines 

China 

India 

Costa Rica 

United States 

Romania 

Poland United Kingdom 11 
Countries 

36 
Delivery 
Centers 

27,000+ 
Employees 

Strategic balance of onshore, nearshore and offshore locations 

Australia 

Sri Lanka 

http://www.world-flags-symbols.com/_img_nations4/philippines_flag.png
http://www.mapsofindia.com/maps/india/india-flag.jpg
http://www.costaricatraveller.com/images/costa_rica_flag.jpg
http://wwp.greenwichmeantime.com/time-zone/europe/european-union/romania/images/romania-flag.gif
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“To Provide Customized Learning Solutions 

Leveraging Technology And Innovation To 

Support The Organization Through Its 

Transformational Growth Journey” 

WNS Learning Academy - Vision 

Vision 

Winning DNA 

Business Solution : Sales 

Business Solution : FLM 

Business Solution : Global Leader 

Learning Effectiveness Model 
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Leadership Development 

 

Performance Consulting 

Technology Enabled 

Learning Solutions 

Design & Content 

Creation 

• BU aligned learning consulting  

• Domain universities created 

• Global higher education initiatives & affiliations 

• D&I focusing on Culture & Gender 

• Global Leader Capability 

• Front Line Manager Effectiveness (FLM) 

• Senior Leaders Effectiveness  & Impact 

• Client Partner Capability 

• Operations Sales Capability 

• Desktop Classroom 

• Gen Y eLearning 

• Organization wide LMS Phase II 

Institutionalize Domains  

Become Truly Global 

Talent Pipeline 

Increase Sales Effectiveness In Farming And Hunting  

Leverage technology to create a learning organization 
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Personal Effectiveness 

WNS Learning Academy : Vision (Aligning with Business Goals) 

Vision 

Winning DNA 

Business Solution : Sales 

Business Solution : FLM 

Business Solution : Global Leader 

Learning Effectiveness Model 
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WNS Learning Academy  :The Winning DNA 

 Strategic 
Thinking 

 Leading 
Through 
Change  Developing 

People 
 Managing 

Performance 
 Leading 

Through 
Teamwork 

 Impact & 
Influence 

 Interpersonal 
Effectiveness 

 

 Innovation 
 Analytical 

Decision 
Making 

 Business 
Acumen 

 Industry 
Awareness 

 
 Client 

Orientations 
 Delivery 

Orientation 
 Planning & 

Organizing 

Vision 

Winning DNA 

Business Solution : Sales 

Business Solution : FLM 

Business Solution : Global Leader 

Learning Effectiveness Model 
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Vision 

Winning DNA 

Business Solution : Sales 

Business Solution : FLM 

Business Solution : Global Leader 

Using Success Profile 
Sales Person Selection Basis Sales Competencies 
Miller Heiman – Certified Program For Strategic Selling 

Sales Hiring & Assimilation  

Learning Effectiveness Model 
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Vision 

Winning DNA 

Business Solution : Sales 

Business Solution : FLM 

Business Solution : Global Leader 

Learning Effectiveness Model 
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Sales Hiring & Assimilation  
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Front Line Managers: The Framework 

Vision 

Winning DNA 

Business Solution : Sales 

Business Solution : FLM 

Business Solution : Global Leader 

Learning Effectiveness Model 
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 Front Line Managers: Causal Diagram 

Vision 

Winning DNA 

Business Solution : Sales 

Business Solution : FLM 

Business Solution : Global Leader 

Learning Effectiveness Model 
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Metrics 

 

WNS Global Leader Program : Business Impact 

Vision 

Winning DNA 

Business Solution : Sales 

Business Solution : FLM 

Business Solution : Global 

Leader 

Learning Effectiveness Model 
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WNS Learning Effectiveness Model  

Vision 

Winning DNA 

Business Solution : Sales 

Business Solution : FLM 

Business Solution : Global Leader 

Learning Effectiveness 

Model 



12 © Copyright 2013 WNS (Holdings) Ltd. All rights reserved 12 © Copyright 2014 WNS (Holdings) Ltd. All rights reserved 

I
N

T
E

R
V

E
N

T
I
O

N
S

 

WNS Learning Effectiveness Model : Level 0 and 1 

WNS  

Operational Indicators 

• Average Class Size 

• Training Expense  / FTE 

• Trng. Channel Delivery Mix 

• LA Staff Mix 

• Trainer Utilization 

Training Volume Indicators 

•  Training Coverage Nos 

• Skill Soft Coverage Nos. 

• DU Coverage Nos.  

• Biz.wise Coverage Nos. 

• Location wise Coverage Nos 

• Coverage Rate. 

• Program Eligibility 

 

Learning Culture Indicators 

• No Shows Percentage 

•Skill Soft Abandonment Rate 

•Top Learners  

•Learning Mandays / FTE 

•Unique Learners Percentage 

Courseware Indicators 

• Top ILT Courses 

• Top Skill Soft Courses 

• New Course Offerings 

• Flagship Programs 

• Business Interventions  

 

Customer/Trainee 

Satisfaction Score 

Vision 

Winning DNA 

Business Solution : Sales 

Business Solution : FLM 

Business Solution : Global Leader 

Learning Effectiveness 

Model 
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Aligning KPIs to Business Goals 

Vision 

Winning DNA 

Business Solution : Sales 

Business Solution : FLM 

Business Solution : Global Leader 

Learning Effectiveness 

Model 
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ROI Calculations : FLM Program 

Vision 

Winning DNA 

Business Solution : Sales 

Business Solution : FLM 

Business Solution : Global Leader 

Learning Effectiveness 

Model 
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Phase  Step  Description  Calculation 

Data Collection 
Collect Data after t he 

program  

Level 3 -  

Supervisors of  the trained FLM and team members were 

interviewed  after key milestones during  the training 

period  and six months after to check if there was any 

change in behavior of  FLMs. 80% of those surveyed 

agreed that there were changes to FLM’s behavior.  

 

Level 4 -  

Retention and Absenteeism was measured six months 

after the program . 

Retention = 98% ; Absenteeism = 5900 hours yearly  

Absenteeism is calculated for 

those employees remaining from 

the original headcount of 65 

employees.  

 

Data Analysis  Isolate Program Effects 

Supervisors of  the trained FLM were interviewed and 

asked to estimate the impact of training on the results. 

Following questions were asked to them. 

 

1 – What percent of the improvement in metrics can be 

attributed to the skills, knowledge & techniques learnt 

during the program ? 

2 – What confidence do you have in this estimate, 

expressed as a percentage ? 

3 – What other factors attributed to the improvement in 

metric. 

 

 

 

Adjusted % contribution for 

training program = 50% * 75% = 

37%  

Example - ROI Analysis..contd  

#  

Factor 

% 

improvement 

%  

Confidence 

1 Training 50% 75% 

2 HRBP Coaching 30% 80% 

3 Incentives 15% 70% 

4 Procedures 5% 75% 
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Phase  Step  Description  

Data Analysis  Convert data to monetary value 

Benefits from Retention :  

 

Turnover before training was 5% or (65 x 5%) = 3.25 employees year 

 

Turnover after training was 2% or (65 x 2%) = 1.3 employees year 

 

The difference is 3.25 – 1.3 = 1.95 employees stay 

 

Since training contributed 37% of this outcome, 1.95* 37/100 = 0.72 employees stay 

 

If the cost of attrition is  $22,500 (roughly 50% annual salary $ 45000), 

 

Benefit due to retention = 0.72 * 22500 = $ 16,200 

 

 

Benefits from Reduced Absenteeism : 

 

Hourly wage for an employee =  $23.43  = 45000 / ( 40 * 48)  

 

It is assumed there are 48 working weeks and employee works 40 hours a week 

 

Saving in hours after training = 6200 – 5900 = 300 hours 

 

Benefits due to reduced absenteeism = 300 * 23.43* 0.37 = $ 2600  

 

Total Benefits = $18, 800 

 

 

Total Costs = $ 5000 

Example - ROI Analysis..contd  
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Phase  Step  Description  

Data Analysis  ROI Calculation 

 

 

 

 

ROI % = ( (18800 – 5000) / 5000 ) * 100 = 276 %  

 

BCR = 18800/ 5000 = 3.76 i.e. for every dollar invested, $3.76 benefit was returned.  

Example - ROI Analysis..contd  

Benefit/Cost Ratio = (Total Dollar Value of Benefits)/(Cost of Training) 

 

ROI %  = (Dollar Value of Net Benefits) *  100 / Cost of Training) 

             = (Total Dollar Value of Benefits - Costs of Training ) * 100 / Cost of Training) 
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                                         Q&A 
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                                         Thank You 

Bindu Vinodhan 

bindu.vinodhan@wns.com 
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OUTPERFORM with WNS 

This presentation and any files attached and/or transmitted with it are confidential and intended solely for the use of the individual or entity to whom they are 

addressed. No part of this presentation may be given, lent, resold, or disclosed to any unintended recipients or exploited for any commercial purposes. If you are not the 

intended recipient and you have received this presentation in error, please return this material to the sender immediately and forthwith delete and destroy the 

presentation including any copies thereof from your records. We hereby notify that disclosing, distributing, copying, reproducing, storing in a retrieval system, or 

transmitting in any form or by any means, electronic, mechanical, photocopying, recording, or otherwise, or taking any action in reliance on the contents of the 

presentation in its entirety or any part thereof is strictly prohibited without the prior written consent of WNS, such consent being given at the sole discretion of WNS. Any 

views or opinion expressed in this presentation are those of the author and do not necessarily represent that of WNS. WNS makes no representations and to the full 

extent permissible by applicable law, WNS disclaims any warranties of any kind, express or implied, including any warranty of merchantability, accuracy, fitness or 

applicability for a particular purpose, and non-infringement of third party rights, as to the information, content and materials.  

wns.com 



 

ATD’s BEST Webcast Series Schedule: 

 

• Verizon’s Innovative Mobile Technology 

for Learning and Performance Support  

     December 11, 2014 2:00 – 3:00 p.m. EST 

 

• American Cancer Society—Developing the 

Development Professional  

    January 15, 2015 2:00 – 3:00 p.m. EST 

 

 
 
 
 

Thank you to 

today’s Sponsor: 

http://webcasts.astd.org/webinar/1239
http://webcasts.astd.org/webinar/1239
http://webcasts.astd.org/webinar/1262
http://webcasts.astd.org/webinar/1262
http://webcasts.astd.org/webinar/1262
http://webcasts.astd.org/webinar/1262

