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Workforce 360 Technology Learning Center (TLC) in Nestlé IT

Helps IT Product Owners increase user adoption 
and engagement

Helps IT end-users be more efficient, self-
sufficient

Increases employees‘ „digital dexterity“, their 
„ability and ambition to embrace existing and 
emerging technologies to achieve better 
business outcomes” (Gartner, 2018)

Creates Performance Support and traditional 
learning  products for and with IT Product Teams 
in a Center-of-Excellence Approach
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Range of Performance Support & Learning Products
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Technology Learning Center

LEAP Learning Centers
LXD – Learning 

Experience Design
DAP – Digital Adoption 

Platform

Flare-based self-service 
learning & 

documentation centers
Enhanced with 

interactive software-
simulations

Employing different 
technologies to 

produce:
Introduction & 

overview videos
Engaging eLearning

programs
Interactive online 

workshops

WalkMe for Web 
Application: assist and 

engage users in the 
moment of need

WalkMe Workstation: 
notification hub and 
desktop engagement 

Digital Experience 
Analytics: measure and 

analyse user engagement 
and feature adoption



LEAP Learning Centers – A Flare-based self-service knowledge hub

LEAP = Learn, Engage, Assist, Perform

As of February 2021, the platform consists of 16 published 
Flare projects with close to 6000 topic pages

Between 5000 and 8000 unique monthly users

Content: process documentation, how-to‘s, user guides, tips 
& tricks. All related to internal technology products & 
processes.

Covering topics as distinct as HR tech, procurement, master 
data management, IT project mgmt, travel & expense 
systems, factory asset mgmt, etc.

Overall net promoter scores for the biggest learning centers 
of 40-60
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Being an IT Product Owners is hard...
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What makes their live easier? Data!

What kind of data?
Usage data
Engagement data
User feedback
Search results
Amount of content
Content quality
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What is reported?
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How do content owners access it? – Right in their published learning center!
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Demo – Take a look at the dashboards!

Customer-Facing Dashboards (Google Data Studio)

• Published inside the individual Learning Centers

• Usage data: statistics about  users, their devices, sessions 
and duration, page views, browsers...

• Engagement data: user interaction with specific page 
elements, or external links

• User feedback: widget at the bottom of every page

• Search results: positive results show if the content delivers 
what users search for or failed searches give hints to what 
users need; trigger to create micro content for top search 
queries

• Amount of content: development of number of pages in 
each published learning center over time

• Content quality: Score for the lingustic quality of the 
content
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Team-Internal Dashboards (Google Data Studio + MS Power BI)

• Published inside a SharePoint page & MS Teams channel

• Aggregated view across all published Learning Center

• Additional: Catalog-view of all Flare content based on Flare 
file view exports



How do we do it?

19 February, 202112

Acrolinx MadCap Central

Published Flare 
Output

Content Layer

Data Source Layer

Presentation Layer

Flare Source



Data Source #1: Google Tag Manager

Google Tag Manager: Allows 
free creation of custom tags 
that trigger specific events.

Example: HTML IDs can be a 
tag; specifc CSS classes can be a 
tag and fire associated events. 
GTM code snippet replaces the 
Google Analytics code snippet 
in the master pages.
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1) Trigger: User 
Behavior (Click or 
Pageview

2) Fires a Tag

3) Sends an event to 
Google Analytics



Data Source #2: Google Analytics 

Google Analytics: Receives 
page view and tag fire events 
from GTM.
Collects all data regarding user 
statistics, page views, 
durations, etc. Can be used to 
segment data (in our case 
based on subfolders in 
published output, 
eg. https://digital-leap.nestle.com/s2p/*)
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Data Source #3: Acrolinx

Acrolinx: AI-powered content 
analytics tool that provides a 
score for content quality.

Helps to streamline and 
improve text readability, clarity, 
remove bias, etc.
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Data Source #4: MadCap Central

MadCap Central: Provides the 
data about search behavior and 
number of pages per project. 

Currently, this is a manual CSV 
file export. Files go directly into 
Google Data Studio and MS 
Power BI.
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Data Presentation Tool #1: Google Data Studio

Google Data Studio: Produces user-
friendly, good looking dashboards.
- Relatively easy to create
- Can use multiple data sources
- Published dashboards are easy to 
share with wide audiences and to 
embed in Flare pages

Uses the segments from GA to filter 
data and produce project-specific 
dashboards.
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Data Presentation Tool #2: Microsoft Power BI

MS Power BI: Advanced 
business intelligence and 
analytics tool.

Used to create dashboards for 
team-internal use about search 
behavior across all Flare 
projects and content volume 
development.
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MadCap Central – Data Extract
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Step 1: Download CSV File from Central

Step 2: Add CSV file as additional data source to Google Data Studio 
Dashboard

Step 3: Create visuals that access the new data source

Step 4: Filter data and style the visual as you like

Let‘s take a look!



How do we do it? – Round Trip Demo
for the See-it button
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Acrolinx MadCap Central

Published Flare 
Output

Content Layer

Data Source Layer

Presentation Layer

Flare Source



Value of Reporting Dashboards or Product Owners

Help Product Owners deliver 
some of the data they are 
measured against:

- User adoption
- User feedback on 
documentation
- End user training
- Process documentation
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Data: The Input for a Continuous Content Improvement Process 
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Usage Numbers: 
• Are they too low?
• How large is the expected target audience?
• Did they move in the expected direction during the 

last 3 months?
• What are the most used pages / unused pages?

➔ Need for comms/awareness campaign

User Satisfaction Result: 
• More positive than negative votes?
• Any significant changes relative to previous quarter?

➔ Conduct further analysis or thorough user 
survey
➔ Contact user sample and ask for their opinion

Engagement Data: 
• Are users interacting with external resources?
• If not, do they know about these resources?

➔ Change location of underutilized links, make 
more prominent
➔ Retire unused links, material

Search Data:
• Are users finding what they search for?
• Do we provide microcontent for top search results?

➔ Analyze search queries without hits
➔ Create new content to improve search results
➔ Create microcontent for top queries to improve 
UX

Quarterly 
Review 

Meeting



https://www.madcapsoftware.com/current-promotions/
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