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So… what’s 
the problem?

“We’re worried  
we’re over-training.” 

“We don’t want to waste 
people’s valuable time.” 

“We don’t want to train you 
on things you already know;  
but we don’t know what you 

don’t know.”  
 



Our Approach

• If we can track the experiences a service tech has, we can derive a 
level of proficiency. (Fixing something, selling something, etc.) 

• “Assessment” -- or more data entry -- is out of the question.

• Find data in the organization that tells us what people are doing. 
 







Dude, where’s my data?

• Service Calls – ServiceMax, Oracle, SalesForce  

• Revenue – Oracle 

• Performance – SuccessFactors 

• Training – LMS/LRS 

• Competency Assessment – LMS/LRS 



It was easier than we thought… 

No, really!

• It was fairly simple to work with the various IT teams to receive an extract text file (a 
simple CSV file) from each.

• We created import processes to insert the information as xAPI statements.



Why xAPI?

• The ultimate destination of 
the information is training 
systems, so it makes sense to 
use standards available in the 
training environment. 

• Client can build ad-hoc 
reports within the LMS to do 
further extracts and analysis. 

• But more importantly…



All that real world data … makes the learning world smarter

• We can leverage the data to create custom paths for learners inside the e-learning.

• We can add other sources in the future: from surveys and other tools used in the field to 
measure the quality of the visit.


