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Coffee House
Revolution.

How a 250-year old professional services organisation is 
using social collaboration tools to spark a new revolution 
in learning & development
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It was the age of enlightenment 
and expansion. In the mid-18th 
century, Britain was building its 
wealth trading with the entire world 
by sea. As technology in navigation 
advanced, more merchant ships 
were built. They were bigger and 
more expensive to build and would 
carry bigger and more valuable 
cargo. With this, came increased 
risk and many a fortune was made 
and lost. Merchants would gather 
in a London coffee house where the 
owner, Edward Lloyd shared any 
information he had heard about the 
ships with his customers. In 1760, a 
group of his customers got together 
with the idea of classifying merchant 
ships according to their condition, 
and Lloyd’s Register was established.

Today Lloyd’s Register has 7,500 
employees in over 75 offices 
worldwide and operates three 
business divisions: Marine & 

Offshore, Energy, and Business 
Assurance & Inspection Services. 
Despite the organisation’s two 
and a half centuries of existence, 
its purpose is unchanged, as 
Lloyd’s Register continues to 
‘work together for a safer world’ 
and adheres to the values which 
underpin all its activities: ‘We care, 
we share, we do the right thing’.

Like any Professional Services 
organisation, Lloyd’s Register 
is in the business of selling its 
people’s expertise. People are its 
competitive advantage. Working 
in a highly regulated sector means 
its people have to maintain certain 
levels of competency; at the same 
time, they need opportunities to 
develop and grow their careers.

Fast forward 250 years. It’s 2015 and 
Lloyd’s Register’s newly appointed 
CEO Alastair Marsh is taking a trip 

during his 3-month handover period 
to visit employees around the world. 
His plan is to have as many informal 
coffee sessions with as many 
colleagues as he can to ask them for 
true feedback on what’s going well 
and where they want to see change. 

Lloyd’s Register 
continues to ‘work 
together for a safer 
world’ and adheres 
to the values which 
underpin all its 
activities: ‘We care, 
we share, we do 
the right thing’.
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Building the
Infrastructure.

From Listening
to Action.

One of Donna’s first tasks was to 
secure a suitable infrastructure that 
would support a successful academy. 
In December 2016, Lloyd’s Register 
launched SAP SuccessFactors 
Core HR Suite where it would start 
to implement the Learning and 
Employee Central modules.

Donna explains: “This gave us an 
opportunity to have more visibility 
and to start driving consistency and 
governance.  Previously learning 
had not been driven centrally; the 
approach to development in every 
part of the business was different, 
meaning the overall offering was 
both inconsistent and fragmented 
- unlike Leadership & Management, 
which was driven centrally.”

The organisation gave itself just 12 
weeks to identify any issues and 
iron out problems before officially 
launching the Lloyd’s Register 
Academy in February 2017. 

To make it easier for users to access 
key topic areas, the Academy built 
an engaging and attractive front-
end page in SharePoint as the initial 
interaction with this new Learning & 
Development function. 

On return from his trip, Alastair 
noticed that from colleague 
feedback, the learning experience 
needed to be improved to
help people develop their careers 
and reach their full potential.
Quite simply, Lloyd’s Register 
had fallen behind with its focus 
on development - and the 
people had spoken. Alastair
had promised to address their 
concerns. Colleagues needed a 
professional learning function 
that was well-resourced and
well-funded. And so, the Lloyd’s 
Register Academy became one 
of several strategic initiatives 
designed to transform the
business.
Donna Warrener, Group Head of 
Learning, took on the challenge 
of leading the project to design 
and implement Lloyd’s
Register’s first Learning Academy. 
It’s her view that it has been 
thanks to the right level of senior 
sponsorship and interest
that has enabled the organisation 
to get to where it is now and 
achieve what it has.
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Centralising the learning function 
had created opportunities for new 
roles in the new Academy team. 
Donna says,

That resource is Julie Cox who 
is responsible for enabling the 
learning technology is always fit 
for purpose and that the Learning 
Zone and Social Collaboration 
technologies are in place and 
working well for the team. 

New Team, One Direction.

The Academy Team is aligned and 
pulling in the same direction. Donna 
explains: “We all know what we 
want to achieve and where we are 
going. We know we are always 
trying to improve what we give 
to our colleagues. We were clear 
that it wasn’t just about fixing the 
issues that Alastair had uncovered 
on his journey round the world. We 
wanted to make sure learning was 
easily accessible and getting the 
right learning to the right people 
at the right time. More importantly 
– and this is the hardest part to 
crack – we wanted to make sure 
that learning is truly embedded in 
our culture and is seen as a  positive 
activity that can happen in a 
multitude of ways.”

Lloyd’s Register is a heritage-rich 
yet traditional company, and to 
some extent still holds the notion 
that learning has to happen in the 
classroom. Now that it has the 
technology, the Academy team are 
working hard to show people that 
there are lots of other ways that 
learning can happen. One of Lloyd’s 
Register’s main goals is to try and 
tap into the vast knowledge that is 
in the organisation and enable and 

encourage colleagues to share that 
knowledge with each other.

Julie agrees: “Culture is the issue. 
Technology and systems are simply 
enablers that will help us get closer 
to our vision of having the kind of 
culture we need and to create a pull 
rather than push to the way people 
learn.  It’s about making a mindset 
change”

Essentially it was a bit 
like a start-up. I had 
the luxury of recruiting 
a team pretty much 
from scratch. Having a 
dedicated technology 
resource in my team 
was key from a systems 
perspective, and we have 
certainly made great 
steps forward.
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From Push to Pull.

TalenTeam work so 
closely with the LMS and 
have deep knowledge 
of its functionality 
and how clients use 
it. So, where we had 
previously heard ‘no, it 
can’t be done’, we were 
hearing ‘yes, we can!’

The Academy team has had constant 
feedback from colleagues via 
different mechanisms: employee 
engagement surveys, informal 
conversations and people who 
contact them with specific questions 
around development. 

“At first we were more reactive” 
Julie says, “we were focused on 
fixing the negative feedback. Now 
we are at a stage where we are 
able to stay ahead of the game and 
are in a position to anticipate the 
need and to push out something 
positive or new before it is flagged 
as a negative.” There is definitely 
more communication around 
development, and the team are 
starting to see a swing from negative 
to positive feedback.

Donna adds: “It was a matter of 
trying to move the whole learning 
culture ahead without the business 
really knowing it needed to move 
ahead! The team are trying to 
learn from best practice from 
other organisations, to understand 
how people learn outside of work 
and bring those concepts into the 
learning experience in an office 
environment.”

Donna recognises that in the first 
few weeks after the launch of 
SuccessFactors, the Academy was in 
danger of overwhelming colleagues 
with the sheer amount of content. 
It needed to find a balance and get 
to the point where the right learning 
was going to the right people. “We 
had gone from one extreme to the 
other,” says Donna. 

On a mission to provide a truly great 
individual user experience, the team 
has focused its energies on achieving 
this by working closely with its 
technology partners.
“We did our best within the 
constraints of the SuccessFactors’ 
out-the-box learning module but 
then thought – ‘we want this to be 
even better. What can we do’?” says 
Donna.

The team had SAP deliver a health 

check to ensure it was getting the 
best from the technology and whilst 
that proved worthwhile, it wasn’t 
until TalenTeam, who are specialists 
in implementing the learning 
module, repeating the same service, 
that the Academy was able to see the 
potential. Julie says,
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Introducing JAM. A Changing Tide.

“The impact of introducing JAM 
to the learning technology stack 
has definitely, surpassed my 
expectation and any numbers I 
expected in the first six months,” 
says Donna. “We now have 5500 
users out of 7500 employees going 
in to explore the Learning Zone”. 

Julie adds, “It’s very encouraging 
to see people setting up private 
groups on the Learning Zone, which 
is a good thing. Not everyone is 
sharing and collaborating yet and 
some topics are more popular 
than others, but the number of 
groups being set up is increasing 
steadily. In fact, the number of 
groups has increased from 140% 
over a 6-month period. Keeping 
it going is key, which is why we 
want to promote user-generated 
content and automate our content 
curation as much as possible.”
From a learning perspective, as 
a heavily audited organisation, 
an important change since 
implementing SuccessFactors 
is that Lloyd’s Register now has 
visibility of who is doing what, and 
when. This is particularly important 
when it comes to mandatory 
learning as the organisation can 
now measure completion rates. It 
can also see the level of up-take for 
non-compliance learning – slow at 
first, but since implementing JAM, 
the Academy is finally starting to 
see it move in the right direction.

To continue to improve the user 
experience, the Academy team 
made the decision to switch on 
the system’s social collaboration 
functionality – JAM. It wasn’t easy 
convincing the IT team to install yet 
another communication channel 
for employees that could further 
overwhelm them! The Academy 
had to make them understand that 
it would be useful and key to the 
organisation’s vision.  Donna says,
“Of course, the gamechanger 
for us will be when the 
collaboration functionality is 
at full potential and colleagues 
are creating groups to share and 
collaborate. And that is what we 
are working hard to achieve”.

Lloyd’s Register knows that 
implementing JAM is the easy 
part. Its challenge is to ensure the 
numbers continue to grow and that 
content is fresh and relevant. Part 
of that solution is to implement 
the integration of Anders Pink, a 
third-party content aggregation 
tool which will dynamically pull 
in relevant content from a variety 
of sources around the web pre-
determined by keywords, RSS feeds, 
topics and social influencers. 
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The Academy team also has a 
steady stream of good feedback and 
enthusiasm around the Learning 
Zone. Donna attributes the success 
to:

• Receiving the right level of 
senior sponsorship and interest 
throughout the project.

• Having a dedicated technology 
specialist in the Academy to 
proactively find solutions and pre-
empt needs.

• Being able to talk to other SAP 
users in the SAP community who 
are using the same technology and 
learn collaboratively from them.  
    
• Accessing advice and best-practice 
from TalenTeam.    
    
For the Lloyds Academy Team, 
the ongoing challenge is staying 
focused on changing the culture 
and helping people to realise that 
learning can help them in their daily 
jobs and achieve more, more easily. 
It’s not just about learning so as to 
move up into a promotion or tick a 
compliance box; it’s about a creating 
a genuinely collaborative learning 
culture.

You could say that from Lloyd’s 
Register’s origins of sharing 
knowledge in an 18th Century 
coffee shop, social collaboration is 
part of its DNA. And now it has the 
technology, the know-how and the 
ambition to make its modern-day 
vision of a collaborative learning 
organisation a reality.
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