E-Learning case study

Jaguar Cars Ltd - Jaguar X-TYPE Product Training CD-ROM:- 

Using e-Learning To Maximise Global Sales of A New Car To A New Breed of Customer

When Jaguar Cars Ltd commissioned MultiJac (www.multijac.com) to build a bespoke e-learning solution to train its dealers on the newly launched Jaguar X-TYPE, this formed part of a completely new approach to the sale of Jaguar’s cars and the training of its dealers.

Siobhan Hamill, Commercial Development Manager for Dealer Competency Development Department at Jaguar Cars Ltd. worked on the dealer training project for the launch of the X-TYPE from its inception. 

“As part of its communication plan for the launch in 2001, Jaguar initiated an extensive, global training programme designed to train their dealers on how to sell to this new breed of Jaguar customer.

“This consisted of a programme of complementary traditional, offline training and interactive training, culminating in a series of seminars and lectures from Jaguar trainers at a Global Dealer Launch Event held in Chantilly, France in May 2001.

“MultiJac collaborated closely with our offline training supplier, to create a bespoke e-learning tool designed to complement and reinforce the training seminars held at the event.

“We chose to deliver the e-learning programme on CD-ROM for its capacity to provide adaptable, multilingual content which was not reliant on users’ bandwidth and which could be distributed widely and easily on a global basis. This format also enabled Dealership Managers to quantify the results of the programme. A bespoke solution was chosen for its capacity to deliver truly engaging and immersive content specific to the Jaguar X-TYPE and which matched the depth of face-to-face training programmes required to communicate the emotive values of the brand. The solution was also cost-effective because the content from the CD-ROM was adapted to supplement a series of offline training seminars.”

The Jaguar X-TYPE Product Training CD-ROM is an engaging, interactive, ‘intelligent’ self-assessment tool, which was designed to appeal to the psychology of the end user. It enabled dealer sales staff to both learn and practice their X-TYPE product and market knowledge so that they were better equipped to recognise customers’ needs in relation to specifying and recommending the most appropriate Jaguar model.  

To generate interest in and enthusiasm for the CD-ROM’s content and to inspire the target dealership audience to utilize the training it contains, the CD-ROM has been designed to be as impactful and as punchy as possible. It features dynamic snippets of video, animated core brand and marque statements, interactive vehicles, heritage material, talking heads from the design and management team and features concerning the new vehicle’s target audience.

An animated walk through shows users how to locate information on the CD-ROM and navigate it, whilst providing an overview of its contents and the specific training modules and exercises that are included on the disc.

The first exercise that trainees are asked to complete concerns the brand positioning and evolution of the X-TYPE, which is explained via a variety of impactful visual aids. Users are then invited to explore an interactive X-TYPE to identify the vehicle’s ‘Core Marque Values, such as agile handling and spirited performance. Following on from this exercise, users are then asked to rate a variety of visual assets that best represent X-TYPE brand values, which they perform against the clock.

The second exercise emphasises that X-TYPE has been designed and built to exacting Jaguar specifications and standards of quality and craftsmanship and is true to Jaguar’s Core Marque Values. Having completed the section, users are then tested on the knowledge that they have gained and are asked to rate X-TYPE according to a variety of criteria against its perceived competitors. Their responses are computed and these are added to a cumulative score that assesses their overall performance. 

In exercise three, users are required to learn about X-TYPE’s range positioning, in other words where the vehicle sits in relation to the S-TYPE, XJ and XK series. To do this, users are required to select and match different customer profiles and requirements over a 3-year period to various Jaguar models using a role-playing exercise. Users can see the results of their selections as graphics depicting projected sales curves for a fictional dealership.

Exercise four trains users to identify X-TYPE model derivatives by their different specifications using a series of cut-away interior and exterior images. Subsequently, users are then required to identify models from montages of photographic and other reference material that are revealed progressively in a variety of ways, with users scoring less points as they reveal more detail.

The fifth exercise deals with X-TYPE driving dynamics, and in particular the new Jaguar all-wheel drive system, Traction 4, which includes a variety of engine and transmission animations as well as other visual assets. The section also covers the Jaguar J-Gate automatic transmission system. As with all previous sections, users are tested and marked on their newly acquired knowledge.

Exercise six comprises a comprehensive walk-through of the Jaguar X-Type multimedia system and in particular the optional satellite navigation system. Using an interactive multimedia console and screen, users can at first hand experience its vast range of useful features, subsequently testing themselves and being marked once they have completed the exercise

X-TYPE passive and active safety and security features are covered in section seven via a suite of animated and interactive presentations, other images and various graphics. 

Finally, users are asked to complete a six-point vehicle walk around using a specially shot 3D interactive X-TYPE. The point of this exercise is to show dealers how best to present the vehicle to customers, maximising their ability to demonstrate the vehicle’s key attributes and overall appeal to a new generation of customers. Having completed the section the user is tested and marked.

Having completed all sections and having attained a sufficiently high overall mark, users are invited to participate in the ‘X-TYPE Ultimate Dealer Challenge’ to test their overall vehicle knowledge.    

The Ultimate Dealer Challenge is a tense quiz against the clock and requires that participants achieve a very high score in order to receive a personalised X-TYPE screensaver, which testifies that they have successfully completed the e-learning programme.

The X-TYPE dealer training CD-ROM has been designed to appeal to Jaguar dealers’ competitive spirit and presents important information in a way that is interesting and informative without being condescending, and fun and user friendly without being frivolous. Overall, the presentation, including graphical and other elements, aims to complement the Jaguar brand and therefore plays a key part in the e-learning programme as a whole since it serves to re-emphasise X-TYPE’s Core Marque Values. 

Feedback and assessment are important elements in the success of any e-learning application and learning is measured and tracked throughout the X-TYPE CD-ROM. The dealer’s self-assessment answers are encrypted to the dealer’s PC as a record of effectiveness, and the CD-ROM’s modular format means that dealers can dip in and out of the CD-ROM at any time. Dealer principals are able to access individual users’ scores for each section of the CD-ROM to monitor their progress. 

The CD-ROM was translated into six European languages and distributed globally both delegates who attended the seminars and to dealers who were not able to attend.

In March 2002, the Jaguar X-TYPE Product Training CD-ROM won an IVCA Award (www.ivca.org) for Internal Multimedia.
‘Bespoke and off-the-shelf e-learning packages both have roles to play as methods of delivering knowledge. In this instance, a bespoke application was the most appropriate way of presenting a series of vitally important, emotive messages. Immersiveness and high quality presentation of material were the orders of the day, the message being very much more important than the medium. The launch of the X-TYPE was credited as a major contributor to record sales for Jaguar in 2001. Had the X-TYPE e-learning application not complemented appropriately the X-TYPE and Jaguar brands, it would have been far less effective in motivating and enthusing dealers to sell the new X-TYPE so successfully, " said John Simpson, Managing Director, MultiJac
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